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State Fire Training
Mission Statement

The mission of State Fire Training is to enable the California fire service to safely protect life and property through education, training and certification.
California Fire Service Training and Education System
The California Fire Service Training and Education System (CFSTES) was established to provide a single statewide focus for fire service training in California.  CFSTES is a composite of all the elements that contribute to the development, delivery, and administration of training for the California fire service.  The authority for the central coordination of this effort is vested in the Training Division of the State Fire Marshal’s Office, with oversight provided by the State Board of Fire Services.
The role of CFSTES is one of facilitating, coordinating, and assisting in the development and implementation of standards and certification for the California fire service.  CFSTES manages the California Fire Academy System by providing standardized curriculum and tests; accredited courses leading to certification; approved standardized training programs for local and regional delivery; administering the certification system; and publishing Certification Training Standards, Instructors Guides, Student Manuals, Student Supplements, and other related support materials.

This system is as successful and effective as the people involved in it are.  It is a fire service system, developed by the fire service, for the fire service… and we believe it is the best one in the country.
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Introduction to the Manual
This publication is intended to serve as a student supplement and includes information for a complete understanding of the topic, applicable activities, and copies of every slide developed by the original cadre, printed three to a slide with a space for taking notes.  Appendices may be added as necessary to meet minimum course requirements.
Course Outline
Course Objectives:  To provide the student with…

a) information regarding the history and evolution of requests for emergency services.

b) a working knowledge of the various methods for accessing emergency services or assistance.

c) a working knowledge of the technical equipment and components used by emergency communications centers.

d) a working knowledge of standardized terminology associated with emergency communications.

e) a working knowledge of interrogation techniques and the accompanying responsibilities and liabilities.

f) a working knowledge of interpreting the various types of geographical information systems.

Course Content
40:00
SECTION 1A – Introduction and Overview
Unit 1:  History And Evolution
1-1   Orientation and Administration
2:00
1-2   Introduction to the Fire Service
2:00
1-3   The History of Public Safety Communications
2:00
1-4   The Importance of Professionalism
1:00

Unit 2:  Technical Equipment And Components

2-1:   Technology in Fire Communications
0:30

2-2:   Ergonomic Precautions and Requirements
2:30

2-3:   Emergency Backup Power Systems
0:30

Unit 3:  Responsibilities And Liability

3-1   Laws, Standards, and Guidelines Affecting Communications Center Operations
0:30

3-2   Cultural Diversity
1:30
Unit 4:  Geographical Information Systems

4-1   Overview of Maps
0:30

4-2   Using and Reading a Map
1:30

4-3   Street Names and Addresses
1:00
Unit 5:  Contracts And Agreements
5-1   Contracts and Agreements
2:00

Unit 6:  Fire Service Apparatus, Equipment and Terminology

Unit 7:  Fire Service Communications Overview

Unit 8:  Fire Service Incidents and Incident Management Systems
8-1   National Incident Management System and Incident Command System
1:30

8-2   Fire Service Incidents
1:00

SECTION 1B – FIRE CALL TAKER

Unit 1:  The Call Taker Position

1-1   Scope of the Call Taker Position
2:00

1-2   Overview of Emergency Medical Dispatch
1:00

Unit 2:  Accessing Emergency Services
2-1   Means of Accessing Emergency Services
1:30

2-2   Nonverbal Communication Systems
0:30

2-3   Availability and Use of Language Translation Services
0:30

2-4   Line Prioritization
1:00

Unit 3:  Call Processing

3-1   Fire Service Call Processing
1:00
3-2   Primary Questions For Call Assessment
1:00

3-3   Fire Service Incidents
1:00

3-4   Secondary Questions For Call Assessment
3:00

3-5   Reporting Parties Requiring Special Handling
2:00

3-6   Potentially Dangerous Situations Affecting On-Scene Safety
1:00

3-7   The Importance of Properly Terminating a Call
0:30

Unit 4:  Mapping For The Call Taker
4-1   Mapping for the Call Taker
1:00

SECTION 1C – RADIO DISPATCH

Unit 1:  Standardized Communications

Unit 2:  Major Incident Types

2-1   Fire Service Incidents
0:00
2-2   Hazardous Materials (HAZMAT) Incidents
0:00
2-3   Terrorism Incidents
0:00
Unit 3:  Understanding Your Chiefs

Unit 4:  Station Move-Ups/Area Coverage

Unit 5:  Scenarios

5-1   Introduction to the Scenarios
0:30

 Scenarios

Unit Tests
3:00

Review and Certification Exam
2:00
Communications Dispatcher 1A – Introduction and Overview
Topic 1-1: Orientation and Administration
 Course Prerequisite

· None
Student Evaluation

· Activities

· Complete all activities
· Written Unit Tests

· Each followed with group discussion.

· All tests must be complete and passed with a minimum score of 80%.

· Tests must be returned to the instructor after review.
· Scenarios

· Skills tracking and accountability.

· Minimum score of 80% required to pass each mandatory performance test.
· Progress Chart

· State Certification Exam

· Not related to final course grade.

· Must pass the class first before taking the exam.

· 50 question multiple-choice exam.

· Minimum 70% required to pass the certification exam.

Course Description

· 40-hour Class

· Classroom information and activities.

· Reading assignments

· Hands-on scenarios.

· Start and end times

· Class will being on time.

· Student attendance requirements

· State Fire Training allows considerations for excused absences up to four hours.

· Required Textbooks

· Telecommunicator, IFSTA, First Edition.
· State Fire Training student supplement.

· Six Units

· Introduces information necessary to do the job of a communications call taker.

· Covers the history and evolution of 9-1-1 in the United States.

· Scope of the call taker position.

· Ways of accessing emergency services.

· The technical equipment and components required at a communications center.

· Interrogation techniques for getting information from the reporting party.

· Includes the responsibilities and liability associated with the job.

· An introduction to geographical information systems.

· Scenario exercises.

Course Objectives

Provide the students with…
· Information regarding the history and evolution of requests for emergency services.
· A working knowledge of the various methods for accessing emergency services or assistance.
· A working knowledge of the technical equipment and components used by emergency communications centers.
· Demonstrate a working knowledge of standardized terminology associated with emergency communications.
· Demonstrate a working knowledge of interrogation techniques and the accompanying responsibilities and liabilities.
· Demonstrate a working knowledge of interpreting the various types of geographical information systems.
· An opportunity to demonstrate their call taking skills during simulated conditions.
Course Development

The majority of communications centers in California are combined fire and law enforcement centers.  In those centers, law enforcement calls outnumber fire calls.  That is why most of the training provided for call takers and dispatchers is law enforcement related.  The Peace Officers Standards and Training (POST) is a well-known law enforcement training program and is self-funded.  Call takers and dispatchers in law enforcement centers can apply for POST training with little or no cost to their organization.  That is not the case for call takers in other communications centers.
Late in 1990, a group of dispatchers and communications center managers recognized the need for training fire dispatchers in an organized and readily available way.  In 1991, the California Fire Chiefs Association Communications Section proposed to the State Fire Marshall (SFM) to develop a career training path to give fire dispatchers an opportunity to further their knowledge of fire communications and provide a standard in which a career rank structure can be used.  They also proposed to develop curriculum for fire dispatchers that would be accepted for certification by the State Fire Marshal.

Applicable Standard

NFPA #1061

Standard for Professional Qualifications for Public Safety Telecommunicator, NFPA, 2007 Edition

Section 4.2.4

Knowledge of nonverbal communications devices.
Section 4.3.2

· Application of basic language and writing skills, interpreting and condensing information, keyboarding and typing skills, and legible handwriting.

· Analyze information provided by a service requester, given the policies, procedures and guidelines of the agency, so that the request is accurately categorized and prioritized.
Relevance

· Nationally recognized
· Upheld in court

· Liability

· Held personally accountable

· Negligence/liability

Skill Requirements
NFPA 1061 identifies cognitive and psychomotor skill requirements for areas of reading, spelling, speech, mathematics, basic language, written communication, and listening in addition to other requirements developed by the authority having jurisdiction (AHJ).

· Reading

· Able to read and understand the written word.

· Writing

· Ability to write clearly and concisely.

· Mathematics

· Physically fit

· Hearing/listening

· What the reporting party is saying.

· Background noises that may be clues to what is happening at that location.

· Vision

· Mechanical ability

· Ability to remain calm

· Ability to avoid “tunnel vision”

· Ability to identify safety hazards
GROUP ACTIVITY 1-1-1 

TITLE:
CLASSMATE BINGO
TIME FRAME:
0:20

MATERIALS NEEDED:
Classmates


BINGO “card”


Pen or pencil

INTRODUCTION:
This activity provides you the opportunity to personally meet and talk with your fellow classmates and instructor(s), and learn a little something about them. 

DIRECTIONS:
1.  Review the attached BINGO worksheet and the information needed for each square.

2.  Find a classmate or instructor who meets a need and write their name in the appropriate square. 


3.  You may only use a person’s name once.  You may use yourself once for any square you meet or as a “free” square. 


4.  Yell “BINGO” if you black out the card before the time is up.


5.  You have 20 minutes to complete as many squares as possible.


BINGO

	C
	L
	A
	S
	S
	

	Is on a softball team
	Plays a musical instrument
	Has met a movie star
	Has a birthday this month
	Has <5 years on the job
	M

	Drives a red truck
	Is a certified scuba diver
	Has annual pass to an amusement park
	Likes liver and onions
	Is a volunteer fire fighter
	A

	Has been to Alaska
	Children are all female
	Owns more than 3 cars
	Is a grandparent
	Has an Associate’s Degree
	T

	Is not a native Californian
	Is bilingual (not Spanish)
	Children are all male
	Has or had braces
	Married less than 1 year
	E

	Has a pet reptile


	Acted in the theater
	Has more than 10 years on the job
	Has a high school reunion this year
	Has a Bachelor’s Degree
	S


Topic 1-2: Introduction to the Fire Service

History of the Fire Service
One of the first known fire “departments” was established under the Roman Empire around 6 A.D.  This consisted of teams of watchmen who would fight fires with buckets and axes, and enforce fire prevention regulations.  Early firefighting in the American colonies consisted mainly of bucket brigades, and in 1647, fire inspectors or “wardens” in New Amsterdam were appointed to check that regulations were being followed.  Fines levied for violations were then used to purchase firefighting equipment, and eventually, patrol groups were established to roam the streets carrying noisemakers, which they would employ to alert neighborhoods of fire.  This progressed into fire insurance companies paying fire brigades to put out fires at properties that they insured, though uninsured properties were allowed by these firefighters to burn.  Eventually, beginning in Boston in 1679, publicly funded fire departments were formed throughout the country, and volunteer groups would assist.

Fire Service Organizational Structure

Fire Chief

Chief Executive responsible for administration, management, and efficient operations of the Fire Department.

Deputy Chief 

Administrative Officer  responsible for one of the four divisions of the Fire Department.

Fire Marshal 
Deputy Chief assigned to Fire Prevention.  Responsible for the continuous program of Fire Prevention.

Assistant Chief
Responsible for specific areas within the Department such as, Training, Operations, Fleet.

Battalion Chief 
Responsible for one of a number of districts within a Department.  Responds on large incidents.

PIO 

Public Information Officer – Fire Captain responsible for relaying information to the media and the public.

Captain 

Responsible for the crew on an assigned piece of apparatus (Engine/Truck).  Acts as incident commander on single company responses.

Lieutenant 
An officer responsible over a single company.  There may be more than one assigned to a station.
Engineer 
Responsible for the driving of the Fire Engine/Truck and pump operations.

Paramedic 
Firefighter certified and responsible for Advanced Life Support.  Two Paramedics are assigned to each Rescue unit.

Ambulance Operators (AO)
Two certified Emergency Medical Technicians responsible for basic life support transport.

Firefighter 
First responder for fire suppression and basic life support.  Two firefighters are assigned to each Engine and Truck.

Arson Investigator 
Responsible for the investigator of any suspicious fire activity.

Hazardous Material Investigator 
Responsible for the investigation of criminal hazardous material spills or releases.  Works closely with the Health Department.
Paramedic Coordinator 
Responsible for the coordination of Paramedic activities.  Liaisons with other agencies regarding EMS matters. 
BLS Coordinator 
Responsible for the hiring, training, and managing of the Ambulance Operators (AO).

Nurse Educator 
Responsible for the EMS training for all personnel.

Lifeguard 
Responsible for water/beach front safety.  Operates from boats and lifeguard towers.

Storekeeper 
Responsible for ordering and disbursement of all supplies for the Fire Department.

Safety Officer 

Responsible for the prevention and investigation of on-duty injuries to Fire Personnel.

Fire and Firefighting
Firefighting is the specialized use of water, chemical retardants and tools to extinguish fires, conserve life and protect property by removing one or more of the three essential elements of combustion (fuel, heat and oxygen), or interrupting the necessary combustion chain reaction.

Fire Categories

Fires are classified based on the type of fuel involved.  They are divided into five main categories, though many times, a single incident involves more than one class of fire.  Determining the class of a fire provides the most appropriate method of extinguishing it.  Sometimes the color of smoke can be a good indicator as to the fuel source.  Light gray smoke usually indicates that paper or cloth is burning, while dark gray indicates furniture or wood products are on fire.  Dark brown smoke usually indicates structural involvement of wood construction.  Black smoke generally indicates that petroleum-based products are involved in the incident.
Class A

Class A fires are the most common type of fire and involve ordinary combustibles such as wood, paper, cotton or rubber.  The most appropriate method of extinguishing a Class A fire is to use water to cool the temperature of the fuel to a point where it is no longer combustible.
Class B

Class B fires are those fueled by flammable and combustible liquids that can flow while burning such as gasoline, alcohol, kerosene and cooking oil.  These fires are usually extinguished by removing the oxygen component, also known as smothering the fire.  An alternative to this is to add a chemical to the liquid that will change the fuel to a non-flammable substance.
Class C

A Class C fire is characterized by electrical components that have electricity flowing through them, meaning that water cannot be used to extinguish them without serious risk attached.  This includes appliances, circuit breakers, computer equipment, wiring, and anything else that may hold an electrical charge.  A Class C fire is often reclassified once electrical power to the fuel has been cut.  The primary method of extinguishing a Class C fire is the removal of oxygen or the addition of dry chemicals such as Halon.
Class D

The fuel source in Class D fires are combustible metals such as magnesium, titanium, zirconium, sodium and potassium which burn at extremely high temperatures, and produce their own oxygen.  The only way to extinguish these fires is to add chemicals to alter the fuel into a non-combustible substance.
Class K
Class K fires refer specifically to those fires involving combustible cooking fuels such as vegetable oil or animal fat.  The same techniques used to extinguish Class B fires are applied to Class K fires.
Fire Expansion

Fires are escalating emergencies requiring rapid response.  They gain momentum the longer they are allowed to burn, provided they have a continuous fuel supply.
Firefighting
FIRESCOPE
The FIRESCOPE program originated in Southern California, organized under the acronym, “FIrefighting REsources of Southern California Organized for Potential Emergencies” in 1972.  By legislative action, the FIRESCOPE Board of Directors and the Office of Emergency Services Fire and Rescue Service Advisory Committee were consolidated into a working partnership on September 10, 1986.  This consolidation represents all facets of local, rural, and metropolitan fire departments, the California Department of Forestry and Fire Protection, and federal fire agencies.

Through this partnership, FIRESCOPE was established as a statewide program under the redefined acronym “FIrefighting RESources of California Organized for Potential Emergencies.”  To further support FIRESCOPE’s statewide program, CALFIRMS (CALifornia Fire Information Resource Management Systems) in Northern California joined with FIRESCOPE as the Northern Operations Team.  Under provisions set forth by Senate Bill 27, chaptered on October 2, 1989, under Health and Safety Code Section 13070, the Office of Emergency Services (OES), California Department of Forestry and Fire Protection (Cal Fire) and the State Fire Marshal (SFM) are to jointly establish and administer the FIRESCOPE Program.

On January 1, 2009 the Office of Emergency Services (OES) merged with the Office of Homeland Security (OHS) under provisions set forth under Assembly Bill 38 and became the California Emergency Management Agency (Cal EMA).

The FIRESCOPE program is intended to complete the legislative attempt to unify these various fire agencies together into one voice and direction.  The character of this group is comprised of diverse fire agencies derived from the founding legislation.  The synergy created by these diverse fire agencies truly provides valuable input to the Secretary of the California Emergency Management Agency (Cal EMA) in addressing the future of fire/rescue services in California and assures excellent representation for the continued development of FIRESCOPE products. 

The organization/program of the Cal EMA Advisory Board and the organization/program of FIRESCOPE are to deal with mutual aid, cooperative agreements, and fire/rescue regional policy issues and to advise the Secretary of Cal EMA in matters of statewide importance.

The decision-making process for these matters rest within a majority-rule process based on the size of the Board and limited discussion time; minority viewpoints are also forwarded to the Cal EMA Secretary for consideration.

The initial goals of the program were to coordinate multi-agency resources during major incidents, develop improved methods for forecasting fire behavior, develop standard terminology, provide multi-agency communications, and provide multi-agency training.  These were then consolidated into two major components:  Incident Command System (ICS), for improving incident management, and Multi-Agency Coordination System (MACS), for improving multi-agency coordination for multiple incidents and day t day program management.

Examples of FIRESCOPE recommendations adopted into Statewide practice:

· Clear text radio 

· 1 common channel (VHF White)

· Standard Hose/Pump/Hydrant fittings

· Rapid Intervention Teams
· Use of ICS protocols
Topic 1-3: The History of Public Safety Communications
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Topic 1-4: The Importance of Professionalism
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Many times the call taker is the first contact within the fire service organization to the general public, other emergency services and governmental agencies.  Whether it is an emergency or general information call, professionalism, poise, and courtesy must be maintained to present the image of an efficient and knowledgeable communications center. 

Performance of Duties

Professionalism

While carrying out all duties visible to the public the call taker needs to be professional.  When speaking to the caller, use correct grammar and enunciate properly.  Do not use slang or jargon.   Quick, courteous, accurate information should be the call taker’s goal.  Stick to the ABC’s – accuracy, brevity, and clarity. 

Professionalism extends beyond the reporting party.  The field units will expect prompt and courteous service also.  While it may be clever to have an inside joke with some field units or personnel, it may interfere with your professional stature.  Treat all field personnel equally, answer all calls in a professional manner, and use appropriate titles when addressing uniformed personnel.  The people you work with expect you to respect them, just as you anticipate respect from them. 

Be prompt when relieving someone; better yet be a bit early.  When being relieved, provide a thorough briefing of what has transpired on your watch.  Leave the work area at least as clean as when you came on shift.  Be prompt with paperwork and submit any reports in a timely manner.  If you see someone who needs assistance, lend him or her a hand and do not be afraid to seek assistance for yourself.  Always strive to improve your knowledge of your job, and strive for recognition as a professional.

Efficiency

Project the image of efficiency.  Always take control of the conversation in a businesslike manner.  Use plain everyday language.  Know the answers to the most common questions and frequently asked for telephone numbers.  Get to know the other departments within your agency, city or county to handle referrals properly.  If you are unable to help the caller, direct them to other sources; i.e.:  telephone book, internet, 4-1-1, etc.  Give the caller your name in case they call back for further assistance.  Efficiency builds goodwill and confidence in you and your center. 

Confidence

Professional behavior instills confidence of your ability in the public.  Know your job, be trained, and prepared for all aspects of your job.  Self-confidence breeds confidence. 

Poise
Always be ready to take action.  The next call to come in may be a commercial airplane crash into a shopping mall. Be ready for the unexpected.  You will deliver goodwill by giving the impression of wanting to help, no matter what the call.

Demeanor

Always use appropriate language.  Never use racist terms or insulting comments or language regarding gender, sexual preference, or creed.  Keep your language professional, your grammar as accurate as possible, and the tone of your voice even.  Never be patronizing or condescending.  Many times the toughest callers are not on the emergency lines but rather on the business lines demanding your time and attention.  Call takers are not advice givers regarding life choices – we are not there to “teach lessons.”  We are there to help no matter what the problem.  Moreover, while providing that help, we do not judge the actions of others. 

Responsibility

The call taker’s number one responsibility is to the safety of field personnel.  The second responsibility is to the safety of the public.  Be patient and tolerant, no matter what kind of day or week it has been.  Public employees are subject to close public scrutiny.  Always remember the call is important to the caller, even if not to the call taker. 

GROUP ACTIVITY 1-4-1 

TITLE: 


The Listerine Incident

TIME FRAME: 

0:20

MATERIALS NEEDED:
Writing board/pad with markers/erasers

INTRODUCTION:
Not every call that comes into a communications center goes smoothly. Sometimes the reporting party does not have a great deal of information
or needs to be calmed down repeatedly.  One reason for a call not to go smoothly that is never acceptable is a rude call taker. 


This activity provides you the opportunity to better understand the frustration and burden a rude call taker can place on a reporting party. 

DIRECTIONS:
1.  Select one person in your group to assume the role of the EMD 


     and another person the role of the reporting party.





2.  Read your assigned dialogue to your group.





3.  Identify three things the EMD said or did that negatively affected 



     the success of the call.





4.  Identify three ways the EMD could have improved the call.





5.  Record your comments on the writing board or easel pad.





6.  You have 10 minutes to complete this portion of the activity.





7.  Select a spokesperson and prepare to discuss your conclusions 





     with the class. 

EMD: 
Fire Department.  Where’s the fire?

Caller:
Yes, I accidentally swallowed some Listerine

EMD: 
Where’s the fire?

Caller: 
I don’t have a fire.

EMD: 
Well then, you better have some type of emergency.
Caller:
I said I swallowed some Listerine, accidentally 

EMD:
What?

Caller: 
Are you going to help me, or what?

EMD: 
Ok. Ok. Take it easy.  You say you accidentally drank some Drano.  How much?

Caller: 
Listerine.

EMD: 
Right. Listerine.  Isn’t that a mouthwash? 

Caller: 
Yes, but its supposed to kill millions of germs. (To someone in the background) It’s not funny.

EMD: 
Right.  So, you’re feeling sick to your stomach? 

Caller: 
No.  I just did it.  I don’t want to die. 

EMD: 
Ok, now we are talking about Listerine mouthwash, correct?

Caller: 
Yes, it isn’t called mouthwash, its called Listerine.

EMD: 
It’s the yellow stuff, right?

Caller: 
Right.

EMD: 
How much did you swallow?

Caller: 
Just a tiny cap full.

EMD: 
Well, it is for a mouthwash.

Caller: 
I won’t die?

EMD: 
No.  Not hardly.  If you do you got one heck of a lawsuit.

Caller:
Huh? What is your name?

EMD: 
We’re not allowed to give out your name?

Caller:  
Not mine, yours.

EMD: 
What?

EMD:
Look lady.  Listerine is a mouthwash.  You stick it in your mouth and swish it around.  If you swallow a little, no big deal.

Caller:
That’s what I was doing.  Then I was getting mad at my husband and I said something to him and  then I swallowed it.  You know how you try to talk with your mouth full?

EMD:
Yeah.  And then you swallowed it?
Caller:
Yeah.

EMD: 
Uh, we don’t send out paramedics for bad breath.  Uh, I don’t know what else to tell you.

Caller:
Well, I breast feed.  Will it hurt the baby?

EMD:
Huh?

Caller:
Will it hurt the baby?

EMD:
You’re telling me the baby drank some Listerine too?

Caller:
No.  Just me.  I was worried about the killing of millions of germs hurting my baby.

EMD:
No. Your baby’s going to be fine.

Caller:
Are you sure?
EMD:
As sure as I’m getting off work tonight.

Caller:
You sure are a smart aleck.

EMD:
Why thank you ma’am.  That sure beats what the last caller called me.

EMD:
Hello……Hello……Hello…… 

Topic 2-1: Technology in Fire Communications
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Almost every aspect of the fire service has been touched in some way by the introduction of the computer.  Everything from firefighter training to actual medical calls and fire emergencies has seen the additional involvement of the computer.  Records are kept on computers, training simulations are run by computers, and electronic mail sent via computers has become a standard in the fire service.  In communications centers, computers are used to perform a variety of tasks, from providing information to performing complex dispatching services.

In addition to helping with call taking and dispatching, computers may also store statistical information, response times, number of calls, etc., which can be manipulated into daily, monthly, or yearly reports.  A history of responses to a particular premise, for example, may provide useful information to the call taker and aid the responding units.
Phones
Phones are the primary means of communication between the public and dispatchers.  Most centers use multi-line phone systems and have various emergency and non-emergency lines.  Other technologies are emerging in 9-1-1 centers, such as receiving text messages, and video-phone calls.

Next Generation 9-1-1 Systems
Advancements in technology over the last several decades have changed the way people access 9-1-1 and created both challenges and opportunities for communications centers to provide the best possible emergency response.  In addition to the exponential growth of wireless and Voice Over Internet Protocol calls, which have been successfully integrated into the 9-1-1 system, communications methods such as text, picture and video messaging are becoming more commonplace.  California 9-1-1 systems are being upgraded from analog to an IP based network system that will allow greater integration between Public Safety Answering Points and the ability to accept these types of emergency reporting methods and other emerging technologies.
Network Systems

The network is one type of computer system.  It has a central computer, called a server, which may be accessed by many terminals at the same time.  Many computer systems in the fire and law enforcement services are this type.  The server is capable of storing a single software program and making it available to many users simultaneously.  It also allows users to easily share information with one another.  The server generally has much more memory and storage space than a stand-alone system.

The drawback to using a server is the reliance of many users on one system.  If the server malfunctions due to hardware problems or software issues, everyone using the system is affected.  For this reason, great care must be taken to ensure proper maintenance procedures are followed and caution must be used to isolate the system from outside hackers or computer viruses. 

It is also imperative to maintain the networks size so too many users or too much use all at once does not slow the system or bring it down altogether.  Most communications centers that operate on a network will have a backup or redundant server available.
Stand-Alone Systems

A stand-alone system may be a personal computer or several personal computers linked via a local area network (LAN).  This system allows each user to decide who has access to his or her computer.  For example, another user may have access to your email with this system.

There are several drawbacks with a stand-alone system.  One is that the user is limited to only those software programs loaded on the computer they are using.  A second is that if the computer goes down, the user must get up and move to another computer until the problem is fixed.  Any files stored on the computer are also inaccessible. 
Computer Aided Dispatch
The Computer Aided Dispatch (CAD) system is a critical aspect of disaster recovery in California and is available in various setups, tailored to the needs of the individual communications center.  A larger center with more dispatchers on at any given time will generally require a more complex system.  It gives dispatchers more accurate information on the location of an emergency, allowing quick and accurate dispatch of the correct number of firefighters and their supporting resources to the scene of an emergency.  Though the CAD system can be used simply for record-keeping, it usually involves a complex system of hardware, CAD software, and connection to Mobile Data Computers, alarm systems, reverse 9-1-1 systems, criminal justice databases and various other systems and resources.  The technology can also interface with other dispatching systems which increases communication between local, state, and federal emergency response teams.
CAD systems consist of several features that are essential in a communications center.  These “modules” include incident information, E911 interface, location verification, information files, incident display, unit display, incident dispatch, time-stamping, special features, report generation, external links, mapping, maintenance and security.  
The CAD integrates the call taker’s input, Automatic Number Indicator/Automatic Location Indicator (ANI/ALI) information, response plans, mapping and call recording/tracking.  Using the information verified by the ANI/ALI, and the call type indicated by the dispatcher, the CAD selects the appropriate response plan, and then auto-selects the appropriate units by their GPS location and availability.  The CAD shows unit status, and either detailed or summary information on incidents, both pending and assigned, and will store premise histories, pre-plans and other information files.
Mobile Data Computer (MDC)

Mobile Data Computers, or MDCs are essentially a mobile version of the CAD system, often with built-in GPS reporting.  The MDC provides units in the field with all of the call information that the dispatcher enters.  They can see incident type and location, units assigned, reporting party and call taker, premise histories, pre-plans (if available) and up to the minute comments by the dispatchers.  Also included is a digital run map, which has pre-programmed visual layers that can be turned on and off to show pertinent information such as parcels, location of hydrants and location of other units.  The MDC automatically updates the CAD with GPS tracking information (if built-in), and allows the unit to update their status instantly, thereby allowing dispatching of the closest available unit based on drive time.  Below are screenshots of an actual CAD system.  Not pictured is the pending/active incident list for privacy reasons.
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Radio Systems

Radio systems are essential to emergency services as they are the primary link between the communications center and field personnel, and between the responders themselves.  Radios are used to coordinate, allocate, update and request resources, as well as relay information regarding status and progress.  The minimal components of a radio system are antenna, base station and receiver.  The more complex the system, the more components it will involve.  Conventional radio systems are either simplex or duplex, while trunked systems are more complex and modern.
Simplex
A simplex radio system is the most basic system and utilizes only one frequency for all transmitting and receiving.  While this is a fairly low cost system, it is dependent on only one unit needing to communicate with the base station at any given time and the geographic range of communication is fairly limited.
Duplex

Duplex radio systems, by definition, utilize repeater stations and two frequencies per channel, one for receiving and one for transmitting.  While these systems have more parts, and therefore require more maintenance and are more costly, they provide much more coverage to an area, and increase the efficiency of communications.
Multi-site Trunked Systems
Multi site trunked radio systems utilize multiple channels, multiple repeater sites and are computer controlled.  These systems allow a large number of users to share a small number of frequencies.  Each trunked radio system has a number of communications paths, known as talkgroups, separated by channels, though in reality, the transmittals are rarely on the same frequency, as the system automatically selects open frequencies.

The effectiveness of trunking is based on two fundamental characteristics.  First, the percentage of time that any individual user requires a frequency is very small compared to the total number available, and second, the probability that many users will require a trunk at the same time is exceedingly small.  These systems are the most efficient way to utilize a limited number of frequencies amongst several agencies, and provide the greatest geographical range.

Base Stations

“Base station” refers to the radio used by telecommunicators to transmit and receive messages to and from units in the field.  The base station is equipped with powerful transmitters and receivers and is often the only unit capable of receiving weak signal transmissions and relaying the information to the other units.
Mobile Radios

A mobile radio is a transmitter and receiver mounted in response vehicles and apparatus for en-route and on-scene communications.  The mobile radio requires power from the vehicle and an antenna mounted on the vehicle.  They are more powerful than the portable radios.
Portable Radios

A portable radio is a transmitter and receiver used by on-scene personnel.  It is capable of completely independent operation using an internal battery and integral antenna.  Primarily used for communications between firefighters, they have limited range and power and are easily rendered ineffective by metal or concrete buildings.
Radio Frequencies

Frequency literally means the time taken by a signal to complete one cycle.  Radio frequency usually refers to an assigned channel.  Frequencies are assigned to a department and the department’s radio equipment is tuned to broadcast and receive on these frequencies.  In specific incidents, personnel may be directed to a tactical frequency dedicated to the incident, which the telecommunicator may have to monitor for the duration of the incident.  The table below shows common fire radio frequencies and basic properties.
	Common Fire Radio Frequencies

	Band 
	MHz
	Range and Interference
	Ideal Operations

	VHF Low 
	33 – 46 
	Longest signal range
	Open country operations

	VHF High 
	150 – 174
	↓ range, ↓ interference
	City/country operations

	UHF
	450 – 460
	Shortest range, least interference
	Congested city operations


As it became necessary to add more frequencies for fire service communications, it became evident that there were no more available frequencies within these ranges.  This prompted the FCC to make other frequencies available for the fire service.  Some agencies are successfully utilizing the 800 MHz range for voice communications, but these are limited by the FCC to trunked systems.
Scanning Receivers
Scanning receivers, or “scanners,” have the ability to monitor several radio channels automatically, thereby allowing inter-agency communication and mutual aid cooperation.  A scanner will usually sequentially cycle channels until a signal is detected and then lock on for the duration of the signal’s presence.  Some scanners, however will give one channel priority and will abandon a signal on a non-priority channel if a signal is detected on its priority channel.  Each dispatch center will have its own standard operating procedure and system which the telecommunicator must adhere to.
Purpose and Use of Recording Equipment

To cover the rights of the call taker and the public, both 24-hour and call check recording devices are mandatory in a communications center.  Activities in the communications center routinely deal with life and death situations.  A mistake can be involved with a death or a successful handling may be part of saving a life.  An accumulation of many of these experiences oftentimes creates a feeling of routine to the telecommunicator.  The public, however, sees things in a different light and it is common for the media to want the story on a life saved and a lawyer to want the story on a deadly mistake.
24-Hour Recording Equipment

Purpose

The purpose of the 24-hour recorder is to provide an accurate record of incoming and outgoing phone and radio transmissions.  Chapter 4 of the NEPA 1221: Standard for the Installation, Maintenance, and Use of Emergency Services Communications Systems, 1999 Edition states, “Communications centers shall have a logging voice recorder, with one channel for each of the following: (1) Each transmitted or received radio channel or talk group (2) Each dispatch alarm circuit (3) Each telecommunicator pone.”  In Chapter 5, NFPA goes on to say, “All incoming calls on designated emergency lines shall be recorded in accordance with this standard.”  The State of California in Government Code 26202.6 says that these recordings will be saved for at least 100 days.  These tapes are also available to the public and media if the communications center is funded with public money or is a joint powers agreement. 

Use

Audits

Audits are a common practice at communications centers everywhere.  They are used for personnel management, statistics, and to ensure policy and procedures are being followed.  EMD audits are a part of every program recognized as accredited centers. 

Training

Recordings may also be used to review critical incidents and create new procedures when new incidents are encountered.  They may also be used to correct deficiencies in standard protocol and procedures.  Recordings may also be used to teach new employees of situations they may encounter and techniques used to keep control of the reporting party.

Investigation

Recordings provide certified documentation for presentation in court.  These may be cases concerning the communications center or the calling party.  Fire investigators also frequently ask for tapes, especially when reporting party is suspected of being the arsonist.  A tape provides an unedited version of the call and incident.  Where a computer program may be edited later, it is much more difficult to edit a tape without evidence of the edit.

Types of Equipment

Twenty-four hour continuous recording equipment usually consists of large capacity reel-to-reel tape machines capable of recording many channels of telephone or radio traffic.  It may be necessary to also have smaller versions so that recording of particular calls can be extracted from the master tapes.

There are also different technologies that employ either digital videodisks (DVD) or digital audiotape (DAT) for 24-hour recording.

Requirements

Any telephone conversations that go to recorders are required to provide an audible beep tone indicating the taping.  Machine/tape arrangements must have a method of registering the time the recording was made. 

Call Check Recording Equipment
Purpose

Call check recorders are instant playback machines that come in many shapes and sizes and are a key part of the call taker’s equipment.  They can be used to clarify and verify critical information instantaneously.

Generally, a recorder is located at each desk and will record the last couple of calls, usually 10-18, or for the past 10 minutes.  A call check recorder can record both telephone and radio traffic.  Some centers, however, use different machines to record telephone and radio traffic separately.

The ability to playback a call or section of a call instantaneously helps critique techniques used by a call taker. 

Use

The call check recorder is invaluable for picking up missed radio traffic and can be a lifesaver for a reporting party who calls with information and then hangs up after giving it once.  The recorder can also provide instantaneous information if the responding units are unable to locate the incident and suspect the call taker made an error.

Instant recording also allows for immediate taping of a particular call without manipulating the master tape.

Types of Equipment

Solid State

This variety uses a computer chip to record information.  A call can usually be accessed by an identification number or symbol.  DVD technology is part of a solid-state system.

Tape Loop

This is a loop of tape without beginning or end, thus the term “loop.”  A call is recorded, but to find it you must fast forward or rewind the tape.  This type of system also may use the DAT small tapes.
Notification Systems
Field personnel are often provided with portable pagers that will either display incident codes or more complex alphanumeric information about the incident.  Some personnel will be provided with portable radios that alert and allow for communication between dispatchers and other personnel.  Fire stations may be notified in a variety of manners such as telephone, paging, printouts, overhead alerting or radio, often accompanied by audible tones that vary by incident type.  In some cases of small-town, volunteer agencies, firefighters may be notified of an emergency by sirens located at the station that tell them they are needed at the station. 
Reverse 9-1-1

Reverse 911 is a notification system that is usually integrated with the CAD and is designed to alert members of a community of an emergency that requires their attention.  It allows the wide-scale dissemination of essential information such as evacuation instructions, what to do in the specific emergency and what to expect.  Reverse 9-1-1 software works by selecting a group of telephone numbers from a preloaded database based on the geographic location associated with that number.  The program then calls the number and plays a prerecorded message giving emergency instructions to whoever receives the message.  Landline telephones are automatically included in the database, which is updated annually.  
VOIP and cell phone users that wish to be included in the reverse 9-1-1 database will usually need to notify their local fire department or telecommunications center.  Additionally, anyone who moves or changes a phone number between phone company updates will need to notify their PSAP to make sure their information is up to date in the system.  Users may also choose to opt-out of a reverse 9-1-1 system, though it is not recommended.  One goal of the Next Generation 9-1-1 upgrades is to be able to send notifications via text message as well.  
Alarm Systems
Municipal Fire Alarms
Emergency call boxes provide a means of reporting emergencies in public access areas such as parks, public buildings and along highways.  They can be either hardwired, landline systems, or solar-powered, wireless systems such as those found in remote areas.  Some boxes allow for voice communications, some offer non-verbal selection of a type of emergency, while others allow only for the basic notification of an emergency at that location.  The drawback to these systems are the number of false alarms received due to the anonymity of these boxes.  Whatever the system, the telecommunicator must learn and adhere to the operating procedures for their communications center. 
Automatic Alarms
The National Fire Protection Association (NFPA) defines two types of public alarm systems.  Type A Reporting Systems are those in which “an alarm from a fire alarm box is received and retransmitted to fire stations either manually or automatically.”  Type B Reporting Systems are those in which “an alarm from a fire alarm box is automatically transmitted to fire stations and, if used, to outside alerting devices.”

Automatic fire alarms are essential to the safety of any building and can detect smoke, heat, water or dangerous changes in air quality.  They can also be manually activated by pull boxes.  The five common types of automatic alarm monitoring systems are Local, Auxiliary, Remote Station, Central Station, and Proprietary Protective Signaling Systems, each of which operates in a slightly different way.  The Local Protective Signaling System is simply an alarm system that operates within the protected premises.  The Auxiliary Protective Signaling System is one that transmits a fire alarm from the property to the communications center via a municipal fire alarm box.  The Remote Station Protective Signaling System connects the property to a communications center or other remote station via leased telephone lines.  A Central Station Protective Signaling System connects the property to a private operation, such as an alarm company, that monitors the system for any indication of trouble.  The Proprietary Protective Signaling System protects an owner’s multiple properties from one location on any of those premises.  Most systems are designed to deploy sprinkler systems and other protective measures automatically when activated to help mitigate damage until help arrives.
The telecommunicator is responsible for knowing and adhering to policies and procedures for handling automatic alarms set forth by the communications center itself.
Topic 2-2: Ergonomic Precautions and Requirements
[image: image50.png]



According to the Occupational Safety and Health Administrations, ergonomics is “fitting jobs to the people who do them.”  Also according to OSHA about one-third of all occupational injuries and illnesses stem from overexertion and/or repetitive motion, costing the nation approximately $20 billion dollars a year.  Obviously changes need to be made to decrease the number of injuries that lead to time off work comp claims, employee turnover and therefore increased workloads for fellow coworkers.

The most common ergonomics injuries in Communications Centers are in the area of musculoskeletal disorders brought on by repetitive motion, heavy lifting, forceful exertion, contact stress, vibration, awkward posture and rapid hand and wrist movement.  These types of actions are common in the dispatch center.  For example, you may be required to sit for anywhere from 8-12 hours at a time, constantly typing on a keyboard and reading a VDT.  There may be multiple operations where you are looking down to read EMD cards and twisting to enter information into CAD and then looking back at the cards. Another example might be answering the phone with a mouse, keeping the handset to your ear and using a keyboard, and looking at an awkward angle to see a list of unit statuses.  At one time neck pain, wrist and back pain were considered part of the hazards of a job where sitting for long periods was required.  The study of ergonomics has brought a new perspective on these types of injuries and how they can be prevented. 

Handsets and Headsets

The 1990s may be characterized as the decade of ergonomics.  As the Occupational Safety and Health Administration (OSHA) and other employee safety regulators support new rules, regulations, and laws, communications centers everywhere are making important changes in design and technology.  Two common tools used to communicate over the telephone or radios are handsets and headsets.  Headsets are more frequently used, allowing dispatchers to multitask.
Changing Technologies

The Handset

A telephone handset is the standard piece of the telephone into which one communicates with another party.  It consists of a mouthpiece in which to speak into, and a hearing device in which you hear the other party.  It is connected into the telephone by a telephone cord.  You must use your hand to hold the set to your ear and mouth.

The era of the handset is almost over.  As computers become commonplace in the dispatch center having both hands free to type is mandatory.  Holding the handset in place with the shoulder, even with padding, leaves the neck in a position it was not meant to stay in for long periods.  This is also an unstable position and the call taker cannot risk dropping the telephone or disconnecting the

reporting party.  Many handsets also do not offer the ability to increase or decrease volume or mute the call takers voice when they must communicate to others in the room. 
The Headset, a Better Solution

A headset is a communications device worn over the head with the earpiece worn over or in the ear.  The mouthpiece consists of a voice tube in which one would speak.  A headset can be used to talk on the telephone or over the radio.  A headset connects to the telephone or radio via a telephone jack.  A headset has been the most common tool to use in conversing over a radio or telephone as it frees the dispatcher’s hands to type or other manipulative functions. 

The headset solved the problems a handset created.  The headset allows free movement of both hands for typing, toning or taking notes.  It also allows free head and shoulder movement.  This allows the call taker to do stress reduction techniques even while on the telephone with a reporting party.  The headset is stable and with the microphone approximately 1 ½” from the mouth, allows the call taker to raise or lower volume of speech depending upon the situation.  Many headsets also offer the volume of the reporting party to be adjusted, and may provide a mute switch for the call taker to use when speaking to others in the call room.  Although some adjustment time is required when you first start wearing a headset, after awhile it becomes part of the daily routine and you forget it is even on. 

Wireless headsets are the newest addition to the headset family.  They still require the call taker to wear an earpiece and microphone but there is no cable connecting the headpiece to the phone or console.  These models allow the call taker to freely walk around the communications center while talking on the phone.  This can be especially useful if the call taker needs to find a reference manual or map located across the room while continuing to speak to the caller.  It also allows the trainer the ability to sit next to the trainee and monitor their actions without being caught in the cable and cords. 

Heads-Up on Headsets*
What Dispatchers Have to Say by Barry Furey

 *9-1-1 Magazine, January/February 2002

Headsets are a basic staple of communications centers.  Yet, when it comes to these devices and dispatchers (as is the case with many pieces of equipment) there is a love-hate relationship.  When 9-1-1 Magazine conducted an informal poll about the subject, not surprisingly, a variety of opinions was offered.  These ranged from extremely supportive, “Personally I wouldn’t work a shift without mine.  Saves the neck from strain and I can filter out the room noise better with it on, “to the less enthusiastic, “I would love to come up with a medical reason why I couldn’t wear a head set.  They are mandatory at our department.”  However, within these diverse responses were a number of common likes, dislikes, and recommended features. 

Perhaps the most frequent request was for a comfortable device.  Considering that telecommunicators work for long periods of time, including an increasing number of ten and twelve hour shift, this is certainly understandable.  A dispatcher whose description of the ideal headset was, “One that stays put and does not cramp my ear after one hour,” perhaps best summed up this requirement.

Personal comfort levels with headsets can also depend upon experience, as well as job requirements and functions.  From Kentucky came the following:  We have headsets, and I like them now, although when we switched to them, it was an adjustment.  I think the most difficult thing for us is what we were used to hearing what was going on all the radio channels, and now, if someone has something hot going (a pursuit or a robbery or some such), no one else knows about it unless they shout it out.”

The need for mobility and extended multi-tasking add to the issue.  Although this conclusion is arrived at by purely unscientific means, it appears that agencies that require teletype, filing, or other duties that remove the telecommunicator from the console are less conducive to headset use.  A response from Vermont addressed this issue.  “At my current PD we don’t sit at a console/phone (ever) for more than probably 15 minutes at a time  We have lobby traffic, releasing of towed vehicles, paperwork (copying/faxing) etc. etc. etc. Being attached to a console by a headset is my worst nightmare with that kind of activity.”

This need for mobility suggested alternatives to the traditional hard-wired hardware.  “Wireless headsets.  Now that’s the way to go,” opined a respondent from Texas.  “With a push button on the ear piece so you can transmit across the room. “ Wireless headsets offer great promise in providing greater mobility to the wearer, while reducing the tangles and breakdowns caused by cords. They do, however, remain a pricier option than convention models, and there may be interconnection issues with some switching devices.  Another potential snag may be battery life.  Some models advertise “up to seven hours continuous use on a single charge.” While even in the busiest centers dispatchers rarely talk non-stop, extended shifts and the need to remain constantly in the listen mode may push their capacity to the limit.  It’s wise to check the advertised life as well as inter-modulation issues before completely cutting the cord.   This should not suggest that cordless devices are too viable, but rather, like any other equipment, need to be suited to the task.

It would also appear that while head-set use is widespread, it is by no means universal, and may even be decided by individual preference in some agencies. 

“We do not use headsets, I would love to.  It would require our Village to spend money to update the old radio and phone systems.”

“When we are on radio we must wear our headsets.  We have no option; there is no way for us to use the radio without the headset.  We have 8 dispatchers around each other and it would get kind of loud.  We have two headset jacks at each radio.  So if one goes bad, we can change to the 2nd one.  As for 9-1-1 and non-emergency, if we want to wear them we can, if we don’t want to we don’t have to.” 

Noise also seems to be of significant concern to many, although for different reasons.  Some cited headsets as a way of reducing distractions.  “When our center first went on the air we had desk mics and traditional telephone handsets.  The background noise that could be heard over the radio and phone was horrendous.  We quickly switched to headsets.” 
Others complained of different excesses; “One of the problems we had with headset usage here is when the officers squeal their radios.  It does awful things to the inner ear.  We tried to make them aware of the squeal they were sending directly into our ears, but several of the officers just could never get the hang of turning their portables down when they were on their car radio.  We’ve been issued headsets at least twice, but many dispatchers came up with excuses from their doctors as to why they medically couldn’t wear them.” 

Some additional “problems” attributed to headsets may more accurately be addressed elsewhere.  For example, more than one telecommunicator expressed the desire to have a noise canceling microphone, a single headset for both telephone and radio, and an in-line volume control.  All of these features are currently available, either directly as a feature of the headset, or as part of a properly designed interface.

So, what makes a good headset?  Many things.  As an administrator, I look for one that is found to be comfortable by my staff, is affordable, and can be repaired in modules.  One with a sturdy cord and connectors is a plus, because these parts tend to be stretched, pulled, twisted, stepped on, or otherwise abused during the normal course of business. Telecommunicator input was also received on items such as molded earpieces versus over the ear pads.  As could be expected, some suggested features were the result of a tongue firmly planted in the cheek.  These tended to center around the ability of the device to withstand Diet coke and a variety of fast foods, or to automatically disconnect disagreeable callers.  However, one senior supervisor from California provided a concise set of specifications.  “Light, unobtrusive hardware.  Volume controls.  Push-to-talk controls on the cord, for across-the-room transmission, when necessary.  Reliability and endurance.  I also like being able to add extensions to the cords, so one can walk across the room, but remove a couple sections so there less of a long cord to tangle around chairs for the majority of one’s shift.  Add ‘em if you need ‘em, but ya don’t have to stay stuck with a terrifically long cord just because you need to walk across a large room for a cup of coffee a few times during your shift.” 

Finally, from the opposite coast, comes this comment concerning the debate between headsets and handsets.  “Everyone has different methods to how they work their best and how they are most comfortable.”  Obviously, these individual preferences not only affect this decision, but also color the features and functions that dispatchers look for in a headset.

Barry Furey is the Executive Director of the Knox County Emergency Communications District in Tennessee.  He has been involved in public safety for 30 years and has managed PSAPs in three states.

Workstations

Much of the following equipment can be mixed and matched to suit the communication center and position at which it is needed. 

Desktop Equipment

Equipment needed at each position obviously depends upon the job done there.  A call taker position would need equipment such as a telephone with access to all required buttons, an ANI/ALI, a computer keyboard, one or two monitors, resource guides, and EMD cards.  All this equipment must be within easy access without unnecessary stretching, twisting, or neck movement.  One way this may be accomplished is to make each piece as mobile as possible.  This way, if someone with long arms and legs comes into the position after a shorter individual, neither employee is hampered by equipment location.  If these items may be moved, they may be called “desktop.”  This equipment may be wired to a single workstation or be moveable to several workstations.

Console Mounted Equipment

At some communications centers console mounted equipment is preferred.  Console mounting tends to appear neater and more contemporary.  The build of the console may make the equipment as easy to reach as the desktop variety but no compensation for taller/shorter/fatter/thinner people is possible on a shift-by-shift status.  This requires additional equipment to make the console workable, perhaps footstools, fully adjustable chairs, and monitor stands. 

Modular Furniture

Not only is the choice of desktop or console mounted equipment available, but also the appearance of the furniture.  With consoles they must stay where they are constructed due to their weight and wiring.  A more moveable and less monstrous looking choice is the modular variety.  This furniture appears more like separate desks and stations.  Positions are not necessarily hooked to one another physically, yet are still generally hooked via computer/telephone systems. 

Chairs 

Make sure the chairs can be adjusted for height differences so you feet can rest on the ground and there is no undue pressure on the back of your legs cutting off circulation.  A footstool may assist in this problem but many times operating the radio is done with a foot pedal so there must be room on the footstool for easy operation of the foot pedal.  The arms of a chair should also be adjustable to assist keeping your forearms, wrists, and hands in a straight line while using a keyboard or mouse.   The arms also need to allow the user to keep their shoulders relaxed and elbows close to the body.  The back of the chair should also be adjustable to provide full support to the lower back.  A neck rest can also provide support to assist in proper positioning.  There should be a 90 degree or greater angle at the hips and knees and the head and neck should be in an upright position, easily looking forward, to the left, and right. 

Monitors

Tired eyes and vision problems may be a sign the computer monitor needs adjustment.  The distance of the monitor should be about an arm length away.  The screen should also be at eye height.  Constantly having to bend your neck to look down or up can cause neck and back problems.  There should not be a glare on the screen during any part of the day whether it is from natural light or indoor lighting.  The lighting in a room should be around 20-50 foot candles so there is not a major contrast between monitor settings and the environment. 

Additional Accessories

Wrist rests, lumbar and cervical supports, adjustable keyboards, and mouse pads also help employees keep proper posture.  Various lighting options, lighting adjustments for individual dispatch positions and the ability to dim lights in the center also aid in the reduction of eyestrain.  Air circulation, which brings in fresh air, will aid in keeping airborne illnesses down and does not allow air to become stagnant.  The air vents should not be blowing directly at a dispatch position since this causes any paperwork to need to be weighed down and it can lead to dry eyes, nose and mouth.
Some dispatch centers also offer exercise equipment or a place to get up and walk around.  This is important in preventing repetitive injuries, eye strain, and back and neck pain.  A cause for concern is if a center cannot provide breaks and mealtimes away from the dispatch environment. 

As technologies change, more things may be integrated into the computer (where we have come from writing calls down on call cards, to entering calls into a CAD system, the future may combine all the needed accessories including the telephone into the computer system). Some of this technology already exists, to the point where touch screens have alleviated the need for a mouse and some keys on the keyboard.  As these changes occur, you can be sure they will change the job of call taking. 

	POSSIBLE PHYSICAL COMPLAINTS RELATED TO VDT WORK

	Physical Complaints
	Possible Solutions

	Eyes are tired at the end of the day 
	· Adjust the distance of the monitor

· Adjust contrast/brightness

· Rest eyes by frequently focusing on other objects or closing them for a few moments

	Eyes feel dry 
	· Deflect the amount of air blowing directly on an individual from the ventilation system

· Suggest blinking eyes more frequently or using eye drops

	Neck and shoulders are often stiff and sore
	· Adjust chair, monitor, and/or keyboard height

· Change sitting posture

	Back pain or discomfort
	· Adjust backrest height and/or lumbar support

· Change sitting posture

	Tingling, numbness, or pain in forearms, wrists, or hands
	· Adjust chair height, keyboard, or hand/wrist posture

	Legs often stiff and cramped, or ankles and feet swollen and numb
	· Adjust chair height (use footrest, if needed)

· Change sitting posture


	POTENTIAL ERGONOMIC PROBLEMS FOR VDT OPERATORS

	Ergonomic Factor
	Potential Problem
	Possible Solutions

	Repetition
	Rapid, sustained, or extended keying
	· Vary work tasks

· Frequent “microbreaks”

	Forceful Exertions
	Forceful keying (pounding)
	· Alter work behavior/habits (training)

	Forceful Exertions
	Forceful pinch grip when writing
	· Use rubber pen(cil) grips

	Localized Contact Stress
	Wrists or palms resting for prolonged periods on hard keyboards or sharp work surfaces/corners
	· Alter work behavior/habits (training)

· Wrist rest

· Padded or rounded surfaces/corners

	Awkward Posture/Position
	Wrists bent to the sides when using side keys
	· Alter work behavior/habits (training)

· Different keyboard with more accessible keys

	Awkward Posture/Position
	Wrists bent back (extended) or forward (flexed) for prolonged periods
	· Alter work behavior/habits (training)

· Wrist rest

· Lower/raise height or change slope of keyboard

	Awkward Posture/Position
	Elbows held out away from body
	· Lower work surface

· Lower chair armrests

· Bring chair armrests in 

closer


	POTENTIAL ERGONOMIC PROBLEMS FOR VDT OPERATORS

	Ergonomic Factor
	Potential Problem
	Possible Solutions

	Awkward Posture/Position
	Elevated or tensed shoulders
	· Lower work surface or keyboard

· Lower chair armrests

· Raise chair keeping feet flat on floor or on footrest

	Awkward Posture/Position
	Twisting the neck to the side
	· Bring document, object, and/or monitor closer to centerline of view

	Awkward Posture/Position
	Twisted torso posture
	· Rearrange work flow

· Bring frequently used item within easy reach

· Provide more knee space

· Use U-shaped work surface
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Topic 2-3: Emergency Backup Power Systems
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Imagine having the electricity go out and leaving your emergency communications center inoperative.  At every communications center, there needs to be an alternative power source for emergency operations.  This is to provide backup when the main system fails and to maintain a reliable source of power.  Not only are telecommunications and CAD systems reliant on power, it must be a constant source of power.  Power surges and “waves” interrupt the correct functioning of many types of emergency center tools. 

Purpose

Various situations may cause loss of primary electrical power or voltage problems.  Solid-state telecommunications and computers are very susceptible to power caused problems.  Causes can be from varying circumstances:  downed power line, transmission equipment failures, the in-house equipment, catastrophic wide area blackouts, or even terrorist attacks. 

Alternate or backup power arrangements are needed and required as a protective feature to maintain equipment operation both for the communications center and remote radio sites or links.  A complex center may lose functions for example of:  telephone, radios, computers, lighting, environmental systems, status boards, public and private alarm systems, even electrically locked doors. 

Requirements

Requirements of the NFPA 1221 standard provide for dependable back up power arrangements, and voltage regulating equipment and annunciator panels that indicate to the telecommunicator the state of the power supplies.  A backup power supply for 24-hours with automatic switchover, and manual override, is required.  To insure that the alternate system is dependable it is required that the backup be tested once a week under full load for one hour.

Switching to the Alternate Power Source 

Switching to the alternate source may be done in one of two ways.  It may be a manual operation or an automated operation.  A manual operation may take precious time to perform but it is reliable.  Most automatic systems may be overridden and switched manually for this reason.  Automatic systems may be more practical, but also more expensive. 

Difficulties encountered with automatic or manual switchover may create periods without power.  Solutions for this serious problem should be covered in the center’s emergency action plan and the steps taken can depend on the period of time involved.  If this is just a short period generator problem, it would be useful to have portable lights, radios, and cell phones on hand.  It may also be necessary to immediately notify the alternate center to take over.  Normal phone handsets may be needed to operate on phone lines if the computer is down. 

Emergency Power

While two sources of power supply are required for communications as the primary and backup systems, this may be accomplished in various ways.  Primary power usually is supplied from main line electrical utilities grid.  Backup power may be accomplished by generators or second circuit from the electrical company along with a four-hour storage battery. 

Generators

Another source of alternate power are engine driven generators.  They also protect our computer systems from power outages.  They keep all the components necessary to do the job operation during these power issues.  Fuels, to run these generators, include gasoline, diesel, propane, and natural gas.  These may be used for a long period as long as fuel is readily available; this is not the case with battery backups unless extra batteries are available.  In cases of natural disaster or large-scale emergencies, extra fuel deliveries may not be possible. 

Battery

For computers, battery operated uninterrupted power source (UPS) systems guard a computer against power surges, outages, and spike.  Battery sources and solar panels are many times employed for microwave and remote radio sites.  These must obviously be maintained and tested on a regular basis.  Battery banks are the power supply for municipal fire alarm systems and always on a floating charge, but still must be connected to the alternate power source. 
Topic 3-1: Laws, Standards and Guidelines Affecting Communications Center Operations
What are Codes and Ordinances?

Webster’s dictionary defines codes as “any set of standards set forth and enforced by a local government agency for the protection of public safety” and ordinances as “an authoritative rule or law; a decree or command.”

Codes and ordinances can be the rules and regulations of a state, city, or county.  Many codes and ordinances pertain to communications centers and call takers, and may come from Health and Safety Codes, EMS agencies, Department of Motor Vehicles (DMV) regulations, or the Warren 9-1-1 Emergency Assistance Act.  Each geographical area will have some specific differences in the codes and ordinances that affect that area. 

Codes as Laws

Warren 9-1-1 Emergency Assistance Act

The Warren 9-1-1 Emergency Assistance Act gives Communications Division of the California Department of General Services the ability to establish codes and standards for 9-1-1 agencies.

Section 53114

“The Communications Division, with the advice and assistance of the Attorney General, shall coordinate the implementation of systems established pursuant to the provisions of this article.  The Communications Division, with the advice and assistance of the Attorney General, shall assist local public agencies in obtaining financial help to establish emergency telephone service, and shall aid such agencies in the formulation of concepts, methods, and procedures which will improve the operation of systems required by this article and which will increase cooperation between public safety agencies.”

Section 53114.1

“To accomplish the responsibilities specified in this article, the Communications Division is directed to consult at regular intervals with the State Fire Marshal, the State Department of Health Services, the Governor’s Office of Traffic Safety, the Office of Emergency Services, the California Council on Criminal Justice, the public utilities in this state providing telephone service, the Associated Public Safety Communications Officers, the Emergency Medical Services Authority, the California Highway Patrol, and the Department of Forestry and Fire Protection.  These agencies shall provide all necessary assistance and consultation to the Communications Division to enable it to perform its duties specified in this article.”
Section 53114.2

The legislature authorizes the Department of General Services, Telecommunications Division, California 9-1-1 Emergency Communications Office (9-1-1 Office) to establish mandatory standards to provide the fastest, most reliable, and cost-effective telephone access to emergency services for any 9-1-1 caller in California.
Section 53118

The legislature declares that a major purpose in enacting this article is to eliminate instances in which a responding emergency service refuses to render aid to the requester because the requester is outside of the jurisdictional boundaries of the emergency service.  A public safety agency that receives a request through the system for emergency services outside its jurisdictional boundaries shall transmit the request to the proper public safety agency.  In the event an emergency unit is dispatched in response to a request through the system, such unit shall render its services to the requesting party without regard to whether the unit is operating outside its normal jurisdictional boundaries until properly relieved by the public safety agency responsible for that geographical area. 

9-1-1 Standards

Standards are defined by the “Fire and Emergency Law Casebook” as “minimum requirements established often through a consensus of opinion that may or may not be required by law.” These are often considered by the industry as common or “best” practice.  These standards can be especially important in court cases when there is no written policy for a call taker to fall back on. 

The following are mandatory standards from the State of California 9-1-1 Operations Manual:

General Standards

· The primary published emergency telephone number shall be 9-1-1 and will be the only number on the “Emergency” page of the telephone directory.

· The numerals 9-1-1 shall not be used in any way that may confuse or be misleading to the public.
· Private companies, such as ambulance or other service providers, shall not use the numerals “9-1-1” in the name of their company nor may they list 9-1-1 in the telephone directory without written authorization from the PSAP(s) that will be affected by the listing.  When 9-1-1 is authorized, the ambulance companies must also list a seven-digit telephone number for nonemergency calls. 

· Alarm companies and other non-public safety entities shall not program equipment to automatically dial 9-1-1.

· Individuals who knowingly and intentional disrupt or report a false crime to 9-1-1 may be charged a fine of $1,000 to $10,000.  Willful use of 9-1-1 for non-emergency purposes may be charged progressive fines from $50 to $250.
California 9-1-1 Network Standards
· Network service providers shall take periodic service measurements on the 9-1-1 trunk groups to ensure a minimum grade of service of P.01.  This means no more than one busy signal per 100 attempts.  These measurements shall also be taken at the request of public safety agencies.  Participating public safety agencies and the 9-1-1 Office will be notified of the results of P Level Service measurements out of compliance.
· Protected 9-1-1 circuits shall not be opened, grounded, short-circuited, or manipulated in any way unless the appropriate PSAP has released the circuit.
· Every primary PSAP will have ESNs exclusively for routing landline 9-1-1 calls and ESNs exclusively for routing wireless 9-1-1 calls.

· All equipment and network providers shall provide 9-1-1 Outage Notification Procedures to the 9-1-1 Office for implementation in the event of a 9-1-1 outage where the outage may cause a significant impact to the delivery of 9-1-1 calls in California.  Applicable situations include significant network or equipment failures and community isolation.
· PSAP line/trunk requirements shall be determined by the number of 9-1-1 calls and specific transfer functions.  All 9-1-1 calls shall receive the same level of priority and call handling.  Trunking levels will be based upon call volume analysis.

· 9-1-1 lines/trunks in the California 9-1-1 Network that are funded by the 9-1-1 Office must be pre-approved by the Office.  All 9-1-1 lines/trunks in this network that are direcrtly billed to and paid for by the public safety agency must meet “tariff” conditions and must be reviewed by the 9-1-1 Office before service is established.

PSAP Standards

· Each PSAP shall be responsible for answering 9-1-1 calls 24 hours a day, seven days a week, 365 days a year.

· PSAPs shall accommodate the most current Automatic Location Identification (ALI) standard for the State of California, currently “Format 04”, in any equipment replacement or upgrade.
· During the busiest hour of any shift, ten seconds shall be the maximum amount of time in which incoming 9-1-1 calls are to be answered.  The State realizes that unpredictable spikes may occur and will take abnormalities into consideration when reviewing statistics.

· PSAPs shall accommodate connectivity of 9-1-1 call taker CPE, funded by the 9-1-1 Office, to the Call Data Reporting (CDR) system within 30 days of system installation.  Any intentional manipulation to the 9-1-1 call data may result in reduction of 9-1-1 Office funding.

· Each PSAP shall have a minimum of 2 trunks to a Selective Router and trunks will be augmented based upon maintaining a typical P.01 level of service and call volume.

· Each PSAP shall have a minimum of one nonpublished 9-1-1 number for emergency call transfers.

· PSAPs shall provide their 10-digit emergency numbers to other entities transferring 9-1-1 calls to them, including VOIP Service Providers (VSPs), Satellite Service Providers (SSPs), Telematic Service Providers (TSPs), Automatic Crash Notification (ACN) Service Providers, and other authorized entities.

· When transferring a 9-1-1 reporting party to a response agency, procedures will be developed for advising the calling party that the call is being transferred and to remain on the line.  Every effort should be made to minimize the number of 9-1-1 call transfers. 
· All facilities and equipment associated with 9-1-1 service shall be provided with protective devices to prevent accidental worker contact.  Each protected termination will be clearly identified. 

· Network service providers and customer premise equipment supervisors will assure that all employees whose normal duties may include contact with 9-1-1 facilities are familiar with procedures designed to safeguard those facilities. 
· All 9-1-1 lines will have a visual and audible signaling of incoming calls.  Tone signals for the 9-1-1 calls (audible ringing, busy tone, and all trunks busy) shall be provided in the normal manner as for seven-digit lines.  Incoming 9-1-1 calls will activate audible ringing at every PSAP.
· The advertising or promotion of seven-digit telephone numbers for any type of emergency service by either public or private agencies is not permitted. 
· All PSAPs will maintain interagency communication capabilities for the purpose of emergency coordination.
Non-mandatory Guidelines

There are also non-mandatory 9-1-1 standards that are common practice in most PSAPs.  These include, but are not limited to, the following:

· When answering a 9-1-1 call at a PSAP, the call will be answered so as not to identify the PSAP as a police department, fire department, etc. but rather “9-1-1 Emergency, what are you reporting?” or “City ‘A’ 9-1-1, may I help you?” etc. 

· Documented training and adequate written procedures should be provided to PSAP managers and call takers. 

· It is recommended that all PSAP transactions be recorded, including an accurate means of determining date and time of call receipt.

· Government Code Section 262202.6 states that logging recorders and tape retention should be a minimum of 100 days. 

· To prevent disruption of operations, each PSAP or associated dispatch center should be secure and exercise access control.
· Default answering, which is only used in selective routing systems, provides additional assurance of emergency 9-1-1 call completion. 

· Where available, a recorded message should be provided to incoming calls in the even all answering positions are busy.  The message should state that the 9-1-1 emergency number has been reached and that the call will be answered as soon as possible.  Another option is to include a recording that acknowledged action taken for a major incident, further advising the reporting party to remain on the line if the call is unrelated to that incident. 

· A short-term recording ad replay capability should be provided for each answering position to assist in dispatch accuracy and for rapid access to recordings of previous 9-1-1 calls. 

· ALI printout retention is a PSAP administrative decision, but it is recommended that these records be kept for a minimum of six months. 

· Emergency electrical generators should be considered essential at the PSAP to ensure continued 9-1-1 and other communications operations in the event of a commercial power failure.  In addition, battery backup for 9-1-1 telephone systems should be provided to ensure uninterrupted system operation while the system is transferring from commercial to backup generator power. 

· Alternate entry routes for commercial power and network service provider cables should be considered at every PSAP facility. 

NFPA 1221
Standard on Installation, Maintenance, and Use of Emergency Services Communications Systems
Other organizations also make recommendations to emergency dispatch centers.  For example, the National Fire Protection Agency (NFPA) has guidelines in Standard 1221 for the Installation, Maintenance, and Use of Emergency Services Communications Systems. 

Section 7-4

· Classifies CAD systems into three categories depending upon what the CAD system is expected to do for the dispatcher.

Section 4-2

Qualifications and training for telecommunicators. 

Section 4-3

· Staffing of communications centers.
· Although complying with these sections is not the job function of a call taker, they allow a call taker to compare centers in which they might want to work. 
Section 4-3.1

· Jurisdictions receiving 730 or more alarms per year, at least one telecommunicator shall be on duty in the communications center. 

· 95% of alarms shall be answered within 30 seconds, and in no case shall the initial call taker’s response to an alarm exceed 60 seconds.

· The dispatch of the emergency response agency shall be made within 60 seconds of the completed receipt of an emergency alarm. 

· Communication centers that provide EMD protocols shall have two telecommunicators on duty at all times.

SB 911
The State 911 Advisory Board was created by SB 911 in 2003 to advise the Telecommunications Division of the Department of General Services on the following subjects: policies, practices and procedures for the California 911 Emergency Communications Office; technical and operational standards for the California 911 system consistent with the National Emergency Number Association (NENA) standards; training standards for county coordinators and Public Safety Answering Point (PSAP) managers; budget, funding, and reimbursement decisions related to the State Emergency Number Account; proposed projects and studies conducted or funded by the State Emergency Number Account; expediting the rollout of Enhanced 911 Phase II technology.

Emergency Medical Services
Emergency medical services (EMS) are always closely monitored by state and local health departments, hospitals and insurance companies.  There will be regulations monitoring the scope of practice under which EMTs, EMT-Paramedics (outlined in the California Health and Safety Code Sections 1797.170), and emergency medical dispatchers must work.  State regulations regarding duty to act, abandonment, standard of care and negligence must also be addressed when discussing EMD.

When a case is filed in court many times the communications center and the call taker will be named in the suit.  This is because of “Respondent Superior,” which means the employer is responsible for the actions of the employee.  The majority of lawsuits filed against communications centers and call takers center around the concept of negligence.  To be successful in proving negligence there are 4 factors that must be substantiated, Duty to Act, Breach of Duty, Causation, and Damage. 
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Negligence

Negligence is the action or behavior that failed to conform to the standard of care and there was a

resulting injury.

Malfeasance

Doing something beyond the scope of your training which results in damages.

Misfeasance

Doing something that you are allowed to do but doing it incorrectly.

Nonfeasance

Not doing something that you should have done. 
Duty to Act

Duty to act describes a situation when an agency or individual has a legal responsibility to respond and provide care.  If an emergency medical dispatcher begins to give instructions and then stops for what is not deemed a “good” reason they may be negligent.  The duty to act begins when the dispatcher is certified as an EMD and the center for which they work has EMD policies.  The article covering this is 1799.108. 

There is also a duty to answer the phone and provide assistance by the mere fact that it is part of the job of a call taker.

There are two types of duty, those that are written as policy and procedure and those acts that would be practiced by another call taker given the same situation.  This is one reason it is imperative the new call taker understands all the policies and procedures that effect their decisions.

Breach of Duty 

Breach of duty is the failure to act correctly, whether according to policy or as another call taker would have done. 

Causation

Causation is the breach of duty that brought about the ultimate conclusion.  A court may decide there was a certain percentage of responsibility; it is not always 100% or 0% situation.  For example, a call taker sends units to the wrong address and a gunshot patient dies.  The call taker and communications center may only be found 50% liable and the shooter 50% liable.

Damage

Actual damages, monetary or physical. 

Special Relationship

The call taker must be very careful not to create special relationships, promises to callers that cannot be backed up.  For example, saying “everything will be ok” or “help is on the way” if the fire department is not yet en route.  Promises made on the phone are like verbal contracts; and if the
call taker cannot ensure the outcome, promises cannot be made.  This goes as far as being careful not to say, “They’ll be there in a minute” when in all likelihood it will take four to seven minutes at least. 

Michael K Johnson, District of Columbia 3/21/1989, is an excellent example of this.  Twice the call taker informed the caller that “help was on the way” when they in fact were not.  Johnson won monetary damages from the District of Columbia.  (Fire and Emergency Law Casebook, Thomas D. Schneid, Delmar Publishers 1997) 

Prioritization

It is also important to know codes and ordinances that may effect how a call is prioritized for dispatch.  These may regulate if an emergency vehicle may be dispatched with or without lights and sirens.  For example, in some areas private ambulance services are not to go Code 3 (lights and sirens) except in extreme cases. 

Codes and ordinances can even be the deciding factor on whether a unit will be sent at all.  In some areas, law enforcement is not required to respond to a vehicle accident without injuries, or vehicle fires when the vehicle has not been reported stolen. 
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Topic 3-2: Cultural Diversity

No communications center exists whose population consists of only one culture, age group, religion, or socioeconomic class.  Diversity is an everyday part of everyone’s life.  When the phone rings at a communication center, there is no way of telling what the reporting party will be like.  The fact is that each reporting party must receive the same level of service, no matter who they are or why they are calling.  This is very clear in the Americans with Disabilities Act (ADA), which clearly states that all reporting parties must be able to access the services offered by a communications center whether they are calling on a phone or using a nonverbal system.  The Equal Employment Opportunity Commission (EEOC) and the Federal Employment and Housing Commission (FEHC) also handle complaints of discrimination regarding race, gender, sexual orientation, religion, etc.  Cultural diversity should be viewed as an opportunity for the call taker to learn about other ideas and views in the community where they work.  An emergency call is not the time or place to have a lengthy discussion with a reporting party about differing points of view, but there are always opportunities during work and in off hours to expand cultural horizons. 

Diversity Defined

Webster’s dictionary defines diversity as, “1) the state or fact of being diverse; difference; unlikeness. 2)  Variety. 3) A point of difference.”  This can be seen through different attitudes, awareness, cultures, physical appearance, religion, sexual orientation, race, gender or disabilities.

What can happen if diversity is not seen as a benefit? Discrimination, conflict, intolerance/judging, bias, and communication barriers can form.

How do Biases Form?

From the day we are born, we are affected by biases.  Our socioeconomic status may affect the medical treatment we receive or do not receive during our entrance into the world.  The foods we eat, the children we play with, the things we hear our loved one say, where we go to school, and what we see around us are all things that affect who we are and what we become.  Some influences are positive and some negative, but we are affected by all of them in some way.

How Does Cultural Diversity Appear?

Every reporting party will be different in some way.  Since the call taker will not see the reporting party, many of the differences will be in the way the reporting party sounds or follows instructions.  It may require listening more closely to answers given by someone who has a speech impediment or who does not speak English as a first language.  This does not mean to ask fewer questions or eliminate instructions; it may just take more time and patience. 

Childbirth 

Perhaps cultural diversity is most easily apparent in EMD instructions.  Western culture practices medicine very differently from many of the cultures also living in the United States.  For example 

the people allowed in the room when a woman is giving birth are very different from Hmong to Vietnamese to American culture. 

It is common practice in hospitals in the United States for the father to be present at his child’s birth.  This is certainly very practical and a good source of support for the mother.  However, with some Southeast Asian cultures, this may not be the case.  In the Hmong culture, birth is managed at home; there is no doctor or midwife to deliver the baby.  With the first baby, the woman gives birth with the help of her mother and mother-in-law.  During subsequent births, the woman manages on her own, with her husband available to cut the cord and wash the newborn infant.

Vietnamese men rarely participate in the births of their children.  There is a common belief that the husband should not be present at birth since this may result in a difficult labor.  The following explanation was given, “In my country, when a woman is giving birth, there are only herself and a midwife or a doctor.  Her husband should never be there. (Why should he not be there?)  Because they say if the husband comes in the room, the baby will not come out.  This means she will have a difficult birth.”  P.L. Rice “When I had my baby here! Melbourne:  Ausmed Publications, 1994

Death

Another situation that is common for a call taker is the patient who is dying.  Almost every culture in the world handles death and the aftermath differently.  The following is an excerpt from a television show on Tibetan Buddhism.
From The End of Life: Exploring Death in America, January 1998

In the Western world, the person’s dead, put him in a body bag and get him out of her, you know?  But when somebody dies, it’s not just, sort of, like…turn out the light and its dark – the dark room.  I mean, dying is a long, complicated process.  And so one can – one works with that before, during, and after the moment of death. 

Tibetan Buddhists believe that preparation in life for death can make all the difference.  They hold that the moment of death may actually lead to enlightenment or at least to a transition period before the best possible rebirth”

There are religions that require last rites be given to a dying person for salvation of their soul, and then there are religions that believe death should be celebrated.

From Hinduism Today, January 1997

“If we are born again and again, it loses its dread in light of the soul’s pilgrimage to eternity.  No matter how ill, how infirm our condition, there is a serene and consoling center of our being to which we can adjourn, the Source within.  It is more us than our body, more us than our mind and emotion.   It will not die.  It does not hurt or fear.  As physical debility and death draw near, we seek this center, whether we call it Paramatma, God, Self or Divine Consciousness.  In the Drishna Yajur Veda, Katha Upanishad, Yama, Lord of Death, explains:  “Death is a mere illusion which appears to those who cannot grasp Absolute Reality.  The soul is immortal, self-existent, self-luminous and never dies.”

The call taker needs to keep an open mind and ear when giving out medical instructions.  The reporting party may verbally refuse to follow instructions or answer questions, or may simply remain quiet.  This is not because of the reporting party’s desire not to help the patient, but a cultural difference that must be respected.  As easy as it is to allow your own values and ideas to interfere with your judgment, you must not allow these to interfere with the service you provide.

Legalities

In addition to the ADA, there are other federal, state, and local laws prohibiting discrimination and harassment.  If a reporting party perceives they are being treated differently or with less professionalism than others are, the communications center may find itself in a lawsuit.  It will then be up to the courts to decide if unfair treatment did occur.

Keeping in mind that the attorneys are now asking for audiotapes of calls, CAD transactions, and mobile data terminal transmissions for up to an hour before and an hour after an incident.  In addition to reviewing the information for the facts of what took place, they are also checking for anything the call taker may have said or typed that could be viewed as discriminatory toward the reporting party.  This lesson was learned by the Los Angeles Police Department during the Rodney King incident.  Several discriminatory remarks were typed back and forth between dispatchers and law enforcement personnel that were later used during the trial.

Discrimination is illegal and even the perception of treating someone differently can cause huge problems for a call taker. 

GROUP ACTIVITY 3-2-1

TITLE:


Diversity and Presumptions

TIME FRAME:

0:30

MATERIALS NEEDED:
Writing board/pad with markers/erasers (one per group)

INTRODUCTION:
This activity provides you the opportunity to evaluate a situation where values play an important part in making a critical decision.

DIRECTIONS:

1. In your group, review the scenario below and the list of potential 





     recipients.





2.  Decide which one person will receive the donor heart.





3.  List the reasons for your selection on the easel pad.





4. You have 15 minutes to complete this activity.





5.  Select a spokesperson, and be prepared to discuss your decision  





     with the rest of the class. 

You are a group of surgeons at a major health maintenance organization (HMO).  The patients listed below must receive a heart transplant or they will die.  There is one heart available.  All of your patients are a match and available for a transplant.  Which patient receives the heart?

GROUP 1

1. Hillary Clinton

2. A 40-year old Hispanic man who is an attorney with 3 children

3. A minister or priest for one of the largest churches in California.

4. A young girl who 16 weeks ago survived a devastating train explosion in Japan during which all her relatives were killed. 

5. Tonya Harding, former Olympic figure skater, convicted of assaulting a competitor.

6. A fire fighter who rescued 4 people from a collapsed building in Oklahoma but whose entire family was lost in a home fire last week.

7. Sidney Simpson, daughter of slain Nicole Brown-Simpson. 
GROUP 2

1. Eric Menendez, convicted of killing his parents for their money, is sorry and wants to pursue a career as a therapist. 

2. A 29-year old woman who has recently been released from prison after serving an 8-year sentence for shooting an extremely abusive husband.

3. A former gang member who has just been awarded a full scholarship to a prestigious university.

4. A white man who was held hostage in Yugoslavia for 14 years.

5. Oprah Winfrey.

6. A 13-year old Japanese girl who is a musician.

7. A scientist who is known to be associated with a White Supremacist group and is close to discovering a cure for AIDS.

Topic 4-1: Overview of Maps


[image: image8]
The idea of a map is seemingly a straightforward concept.  The word is often used without explanation, suggesting that the “map” is so well understood that no definition is needed.  A map, however, is a complex communication of a given area and fundamentally different from any other form of communication.  The apparent simplicity of an ordinary sketch map is deceptive.  In fact, even the simplest map is a remarkable instrument for understanding and communicating about the environment.  Like writing, a map is a way of graphically expressing mental concepts and images. 

Different maps show different information, and no single map can show everything.  Most maps, however, will fit into one of two categories.  The first is planimetric; the second is topographic.

Categories

Planimetric

Planimetric literally means “in one plane” or flat.  They are the most common maps and the ones we are most accustomed to seeing.  Flat maps present only the horizontal positions of an area’s geographic features, identifying locations without displaying the contours of the land.  Features usually shown on a planimetric map include boundaries, rivers, roads, railways, and populated places (cities and towns). The features and distances are adjusted spatially in an attempt to present the curved surface of the earth on a flat map.  State road maps, city/county maps, and fire service maps are great examples of planimetric maps.

Topographic

Topographic maps, often shortened to “topo” maps, were developed from aerial and ground surveys and are very extensive as to information and scaling.  There are occasions when you will need to use topographic maps because they represent the land as it appears in three dimensions, as if the observer was looking at eye-level across the landscape.  The need for using a topographic map oftentimes depends upon the necessity to reveal the terrain along with other features.  The United States Geological Survey (USGS) over many years has produced topographical maps that are most widely used.  Government and forest agencies use these maps on the constant basis. 

Both natural and artificial features are usually portrayed on topo maps.  They show and name works of nature including mountains, valleys, plains, lakes, rivers, and vegetation.  They also identify selected artificial features such as roads, boundaries, transmission lines, and major buildings.

Contour Lines

Topographic maps use contour lines to indicate elevation (height above sea level).  A contour by definition an imaginary line on the ground where every point is at the same height above sea level.  Topo maps display contour lines to depict the shape and elevation of the land, a feature not shown on other types of maps.  Every fifth line, known as an index contour line, is heavier than the others are.  Follow one of the heavier lines and you will find a number on it.  This number indicates that every point along that line is that many feet above sea level of the nearest ocean.  The distance in 
height between one contour line and the next is called the contour interval.  The contour interval varies from map to map and is determined by the scale of the map.  On a great number of topographic maps, the contour interval is 100 feet.  On a map of a rather level area, the contour interval may be as little as 20 feet, or on a map of a mountainous region, the interval may be 500 feet or more. 

Contour lines can be a bit confusing in the beginning, but you will soon look at each hill and mountain in terms of contour lines.  Before long, you will be able to tell if you are looking at a gentle slope, a steep incline, or even a cliff.

Contour lines that are close together indicate steep terrain, while lines far apart indicate flat terrain.  The closer the contour lines are spaced, the steeper the terrain.  Concentric contour lines that form complete closed paths represent hills and mountains.  Elevations can also be located on the contour lines; and degree of slopes computed. 
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USGS Topographic Map
Orthophoto

A third type of map that may be of use to a call taker is an orthophoto map, which is a uniform-scale photographic map.  These maps show land features using color-enhanced photographic images and combine the characteristics of a photograph with geometric qualities of the area.  They 
have been processed to show detail in true position, and may or may not include contour lines.  Orthophotographic procedures are used to remove the displacements caused by the camera and terrain.  As such, they are corrected to scale so that geographic measurements may be taken directly from the maps.  Because imagery naturally depicts an area in a more true-to-life manner than the conventional line map, the orthophoto map provides an excellent portrayal of extensive areas of sand, marsh, or flat agricultural areas. 

With street and building lines shown, a very accurate map is depicted.  Orthophoto maps are widely available from the government and commercial enterprises, and may be used during particular situations such as disasters or wild land fires.

Maps Used in Communications Centers

Commercial

Sheet Maps

These folded maps are widely available from retail stores or businesses such as automobile associations.  While the scale on a sheet map is smaller than the scale on a map book the larger image presented on a sheet map can be more useful.

Map Books
Map books are a great alternative to folded maps, offering quick and easy map navigation in a convenient bound form.  They provide detailed, easy-to-read street-level mapping using a distinctive page and grid system and are available for countywide areas or the entire state.  The map book is the form used at most communications centers in California.

Each page in a map book displays approximately ½ square mile of a unique geographic area, enabling you to have precise page information when looking up a city, community or street address.  Map numbers proceed from left to right, top to bottom for the region being covered. This format is normally used with CAD systems in order to furnish map grids and corresponding page numbers to personnel responding to an emergency call.  To ensure accuracy, it is necessary that all parties use the same version or edition of the map book; otherwise a call taker looking at page 12 may not be looking at the same map as a fire fighter who is using an older edition of the map looking at page 12.

Using the book is rather straightforward.  Primary coordinate is the page number, which may be provided by another agency or responder, displayed on the computer, or by looking up a street name in the street index.

Example Using the California Road Atlas and Driving Guide

To find the city of Sea Ranch.  Look up the name of the city in the “Cities and Communities” index.

In this example, Sea Ranch is in Sonoma County, with a zip code of 95497. The population is not listed.  The city can be found on page 30 in grid zone E5.

	COMMUNITY NAME
	COUNTY
	ZIP CODE
	POP.
	PG.
	GD.

	Sea Ranch
	SON
	95497
	
	30
	E5


To find a street called Oceanside Blvd.  Look up the street in the “Street Index.”  If there are multiple listings, choose the proper city and/or block address range.

	STREET
	CO.
	PAGE
	GRID

	Oceanside Blvd.
	SDCO
	106
	B3


In this example, Oceanside Blvd is in the community of San Diego.  The street can be found on page 106 in grid zone B3.

Computer Software

Computer-based mapping software is readily available for the computer, both for personal use at home or for large, sophisticated systems used in communication centers.  Customized map programs, designed for or integrated into a CAD system, are frequently used to aid in dispatching.

Fire Department Maps

Specially designed maps for day-to-day fire service operations provide information such as jurisdictional boundaries, response regions, addresses, hydrant locations, etc.  These maps are created and customized for the particular department that will use them.  Fire department maps are frequently shared with other agencies to assist with mutual aid responses.  Examples of fire department maps include:  run maps, operational maps, preplans, complex sites, and special area maps.

Run Maps

Run maps (also called run books) are bound maps that are carried on fire apparatus.  Because commercial maps cannot provide the specific information fire departments need, customized maps are developed and employed.  Features identified on run maps include streets, addresses, hydrants, jurisdiction lines, special buildings, etc.  Since run maps are not standard, they will vary by each agency’s design.  The pages are developed to either show individual portions of the jurisdiction on a grid system, or cover each response district or a geographical neighborhood.  A drawback to the rectangular grid layout occurs when incidents are at the edge of the map and two pages need to be used in order to view the entire area. 

Run maps are of immense value and used on every call by the responding units and the communications center.
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Run Map
Operational Maps

Large wall maps are often used in fire stations and communications center to display the entire jurisdiction or response area.  For communication center operations, these maps will include dispatch area lines, jurisdiction lines, and fire station locations.  They can incorporate grid coordinates or map book page numbers.  Oftentimes, operations maps are used to determine and assign resources.  While lacking detail, these maps can display the local area in an easy to see format with only major roads and landmarks shown.  (See figure 6.8 on page 71 in Telecommunicator, IFSTA, and First Edition)

Preplans

Preplans or site maps are another type of map carried on fire apparatus primarily for use at the scene.  Certain properties such as building complexes, factories, target hazards, schools, and shopping centers require more detailed and in-depth information on a larger scale than is normally provided by other types of maps.  This precise information is collected by a fire crew during inspections and from other sources.  A preplan usually includes a site plan or diagram of the property along with important fire information for the location such as water supply, hazards, blocked access ways, low overheads, limited turning areas, etc. 

As a reference, the large scale of a preplan provides a detailed map for managing an emergency.  Each preplan is identified by a specific numbering system specified by the fire department that developed the plan.  This number can be supplied by the CAD system in the same way other map numbers are furnished for a particular incident.
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Site Plan
Complex Sites and Special Area Maps

Complex site maps generally outline apartment or business developments.  These maps show the exact location of an individual apartment or store.  They may also show water sources such as fire hydrants or standpipes and which entrances and exits may be best for emergency units to use. 

Government Maps

Rarely is there a government entity or public utility that does not have their own proprietary maps.  Local, state and federal governments have developed maps that can greatly assist the fire service. Oftentimes they will be the best maps available for an incident during mutual aid or disaster operations.  Particular examples would be the United States Forest Service national maps and the California Department of forestry and Fire Protection Administrative Map Program.  With the advent of digitizing, many of these maps may be available for computer use in the communications center.

Compatibility

As you have read, maps can vary from agency to agency, depending on their particular needs, and may include a combination of commercial products, custom-developed maps, or computer views.  In order for maps to be effective, each party involved in the emergency must know which map is being used and ensure they are the same.

· Fire District Map, Zone 6, Section c

· 2002 Thomas Brothers, Golden Gate Book, Page 927A4

· 2002 California Atlas 208C2

· Aguagna 7 ½ Quad, Section 4, township 9 South, range 2 East

Map Application Systems

Global Positioning System (GPS)

A global positioning system is a satellite navigation system funded and controlled by the U.S. Department of Defense.  While there are many thousands of civilian users of GPS worldwide, the system was designed for and is operated by the U.S. military.  GPS provides specially coded satellite signals that can be processed in a GPS receiver, enabling the receiver to compute position, velocity, and time.  Three GPS satellite signals are used to compute positions in three dimensions and the time offset in the receiver clock.  A private vehicle may now have a GPS, which uses a small computer to analyze the GPS information to plot locations and provide direction to any given point.

Automatic Vehicle Locator (AVL)
AVL is a device that makes use of the GPS to enable an agency to remotely track the location of a vehicle.  Benefits for using the AVL include and increase in the accountability of field personnel and boosting the efficiency of response times by dispatching the closest vehicles to an emergency.  AVL combines GPS technology, cellular communications, street level mapping, and a user interfaced to pinpoint the longitude and latitude of its target.  Its location can then be displayed on a map.

Geographic Information Systems (GIS)

A geographic information system uses computer software, hardware, data, and personnel to manipulate analyze, and present information tied to a spatial location.  Simply put, GIS combines layers of information about a place to present a better understanding of that place.  What layers of information are combined depends on the need and typically include topographic quadrangle map sheets and buildings as the base; producing particular information maps tailored to the specific needs of the agency or incident.  Available, as an example, would be the map products produced by the GIS team of OES for the World Trade Center, Oklahoma city, and Oakland disasters.  Occurrence of a calamity in your jurisdiction may result in customized GIS maps being provided for your incident.

The locations of fire stations can be plotted on a road network; and a network analysis can be used to calculate the time necessary for the emergency units to travel from the stations to different areas of the city.  Several elements can be included in the analysis, including the speed of travel based on road type from various fire stations.

Computer Aided Navigation (CAN)

Computer aided navigation is designed for aircraft.  This computer software system is used for aircraft dispatching and is designed to determine headings.  CAN uses a legal description, section township, and rage (or longitude and latitude) to determine closest aircraft to the emergency.  The variable omniradar (VOR) and latitude and longitude information is then given to the pilots of the aircraft to direct them to the emergency. 

Topic 4-2: Using and Reading a Map
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Where is the emergency and how do the responding units get there?  As a call taker, it is your responsibility to question the reporting party so accurate information on the exact location of the emergency can be reported to emergency personnel. 

Maps will always be a part of the day-to-day operations of a communications centers and used by call takers and dispatchers to support the fire service and field operations.  Map products, like a picture, are worth a thousand words depicting information in their own unique way.  Becoming proficient in map use is a formidable goal for call takers and, through practice and experience, this goal can be met.  Familiarity with a variety of maps also allows call takers to work with other agencies or on incident dispatcher position.  NFPA #1061:  Standard on Professional Qualifications lists map reading as a requisite skill needed for allocating resources, providing accurate directions and information, and maintaining maps.

To be able to use maps, you must know how to read them. The language of a map is really quite simple.  A good map will include instructions to help you understand them.  Once you have become familiar with the language of maps, you will be able to use them to find out many things.

A map is a picture of an area as seen from above.  It will have symbols and other information to help make it easier to understand.  A map can show the street that you live on or it can show the world.  Maps will help people find their way from one place to another and can record all types of information about people, places, and things.

Latitude and Longitude

Latitude and longitude describe a grid system of the Earth that has been used for mapping and navigation for centuries.  This grid is commonly encountered in sea and air transport, but its application in other areas is growing including its use in public safety communications.  The coordinates of the grid are stated in two terms, latitude and longitude.  Each describes a measured distance from an established zero point on the surface of the Earth.  Latitude and longitude were originally established as a time measurement of the sun’s movement across the Earth.  As a rough guideline, each minute of degree will approximate on mile, and each degree around sixty miles.  The growing use of this grid system by government agencies and the public (via GPS receivers in their vehicles) necessitates a basic knowledge of latitude and longitude.

Latitude measures distances north or south of the equator, 0 through 90 degrees, a standard parallel north or south.  Longitude measures distances east or west from the prime meridian in Greenwich, England, 0 to 180 degrees, running through North and South Poles.  These measurements are expressed in degrees, hours, minutes, and seconds from the particular base meridian.  An example of the format would appear as 37 degrees 15’ 10” N;  22 degrees 30’  10” E and pronounced as 37 degrees, 15 minutes, 10 seconds, North by 22 degrees, 30 minutes, 10 seconds, East.  Coordinates supplied by the CAN program for aircraft use minutes with tenths for the seconds as a difference from above.

An imaginary line for each degree, minute, and second segment of the coordinates will cross at a specific point on the Earth and define a specific location.  When applied to a navigation type map or converted by computer software, the actual point on the ground can easily be determined. 

Several common uses include determining the coordinates for medical helicopters, fire fighting aircraft, automatic vehicle locators, and GPS mapping.

Map Grids

Why do maps need two sets of lines?  Giving a location only in latitude would be like telling people that you live on South Street, without telling them where on South Street.  Mapmakers use longitude and latitude to develop a grid that helps the user locate a place on a map by reducing the area of the search.

The grid has a series of lettered columns beginning with “A” running across the top and bottom of the map.  There is also a series of numbered rows beginning with “1” running along the right and left margins.  Each square or box within the grid can be identified by its corresponding letter and number.  To find something that is located in C5 on the map grid, you must look in the box formed where column C and row 6 cross each other.  So how do you know what grid the place you are looking for is located?  The first step is to look in the map index. 

The index is an alphabetical or numerical list of the places or objects that can be found on the map.  Depending upon the type of map, there may be one or more indexes.  Different indexes will assist in locating a specific place or object.  A street index identifies the location of streets, ways, roads, avenues, courts, etc.  A city/community index identifies the location of the various cities and towns listed on the map.  There may also be indexes for zip codes, postal routes, freeway access, landmarks, points of interest, schools, parks, waterways, etc.  Indexes can be quite general or very specific, again depending on the map. 

To quickly tell someone where a point is on the map, relay the page umber you are looking at along with the grid information by column letter and row number.  The other party can easily find that same point on the map.

Orientation/Direction

A quick glance at a map will show you the relative direction between one place and another.  When you want to find the actual direction as it relates to north or south between these two places, you need to know where north is on the map.

So where is north?  It is easy to find on a globe, all you will need to do is look for the North Pole.  On most sheet maps, north is at the top of the map.  When you place a topographic map before you, with the printed matter right side up, you can be reasonably certain that what is on top is north, what is toward the bottom is south; east will be to your right, and west to your left.  To be sure, sheet maps will have an arrow or compass rose that will show you which direction is north.

Legend

The legend is a list of symbols used on a map, indicated by a sample symbol with an explanation showing what feature that symbol depicts.  Each symbol should appear in the legend exactly as it looks on the map.  Legends are typically located in the front or back cover of the map, or on the map itself.  This information is necessary and should not be overlooked, as they are the first step in reading a map.

Symbols

Most maps depict a lot of information in a small amount of space, so they use symbols.  By using symbols, maps can have more content and less clutter.  Map symbols are a map’s alphabet and explain the lay of the land.  These symbols are not random marks.  On the contrary, the people who developed them have made every effort to have them look like the things that they represent as far as relative size, shape and color.

Symbols can let you scan a map rapidly for important information.  You can quickly find pertinent locations such as campgrounds, toxic waste handlers, fire stations, interstate highways, hospitals, airports, schools, shopping centers, or cities with a population over 10,000.  When you look at a map, you will find that each feature on the map has a location, some shape, and a symbol that represents one or more of its characteristics.  Map symbols are not standardized and can differ from map to map.  To find out what a map symbol stands for, look at the legend.

Colors and Features

Maps are color-coded to ease the identification of various features and to provide a more natural appearance and contrast.

Black = Artificial or Cultural Features

Roads, trails, houses, public buildings, railroads, power lines, dams, bridges, and boundaries are usually shown in black.

Red = Highways and Interstates

This color distinguishes highways and interstates from less important roads.

Blue = Water Features

Water feature include rivers, canals, lakes, oceans, swamps, and marshes.  The exceptions are glaciers and snow packs, which are printed in white with blue shading or contour lines.

Green = Vegetation Features

Vegetation includes all areas that have year round vegetation, such as trees, brush, and wild grass.  An exception to this would be within city or town limits and residential or commercial development areas, which are shown in white.

Brown = Elevation Features

Under elevation, there are the hills, mountains, valleys, and plains.  These are shown as thin brown lines called contour lines. 

Be sure to review the legend to determine which colors have been assigned to the various features on the particular map you are using.

Scale

Maps can do so much more than tell us where and which way, they can tell us how far.  Because the areas that are being mapped are usually hundreds of times larger than the map itself, cartographers (mapmakers) had to find a way to describe the relationship between the map and the area that is being mapped.  To do this, they establish and indicate a consistent relationship between the size of the map and size in real life.  In other words, they let a small length on the map represent a large one on the ground.  This relationship is called a scale.  Scales are usually indicated as a certain measure of distance per inch or as a size ratio.

Maps are made for many different purposes, so their scale can differ.  The greater the area a map covers, the smaller the scale.  The smaller the area covered with more detail shown, the larger the scale.  A map that only covers fifty square miles would be a large-scale map.

Representative Fraction or Mathematical Scale

The first scale on a map is the representative fraction scale and is stated as a ratio, e.g.,1:24,000.  What this ratio means is that if you took “1 unit” of measure from the map, it would be equal to “24,000 units” of the same measure on the ground.  For example, one toothpick length laid on the map would equal 24,000 toothpicks laid end to end on the ground.  The miles per inch can also be calculated mathematically from the radio if need be.  Ratios can be of any scale depending on the particular map.  However, the map legend will also always show the scale of inches per distance or a bar scale which would be more useful for the common user.

Since we cannot easily visualize a value such as 1:24,000 maps usually not only show the scale ratio but also convert the ratio to units of measurement.  For example, a 1:24,000 map can also be expressed as 1 inch + 2,000 feet or about four-tenths of a mile.  Using this scale, 1 mile is represented in 2.64 inches. 

Graphic or Bar Scale

An easier scale for the average user to understand, and the most common, is the graphic scale.  A graphic scale is displayed as a ruler-like bar with marked divisions that represent some fixed distance on the ground.  Approximate distances can be measured and then compared with the bar scale. 

For example, to find the distance between two cities on a map with a bar scale, mark the distance between the two locations on a piece of paper or a ruler.  Place the paper or the ruler along the bar scale and read the distance.  If you want to measure distance along waterways or other curved places you should use a piece of string.

Verbal Scale

A verbal scale will give the relationship between the map and the ground in simple English.  It might read something like this, “1 inch equals 160 miles.”

What is the Right Scale?

When choosing a map, consider whether a small scale or large-scale suits your purposes better.  A large-scale map shows a small land area in great detail.  A small-scale map shows less detail, but a larger land area.  For instance, a USA national map is a much smaller-scale map than a map showing the details of a specific county or zip code.  Interactive computer maps allow users to choose and adjust the scale based on the area of display selected.
Topic 4-3: Street Names and Addresses


[image: image13]
In addition, NFPA #1221 specifies that information on streets and important locations shall be accessible in the communications center.

Introduction

Location, location, location!  This is the most important factor in emergency response.  Without street naming and house numbering, it would be nearly impossible to locate an address when there is an emergency.  We do not have to worry about that possibility since street naming and house numbering has been a part of every city’s infrastructure for decades.  As a call taker, obtaining an address that is accurate and complete is one of your highest priorities.

Without exception, the creation of street names and addresses is founded on a “system” established by the authority having jurisdiction.  Local ordinances will define the system, taking into consideration the concerns of other agencies such as the fire department, utility departments, and the United States Postal Service.

Here are some of the basics. 1) The system should be as simple and logical as possible. 2) all street names and numbering should start at central point.  This point is usually the city center.  3) It should be suitable for the local topography.  4) It must be capable of accommodating growth. Difficulties occur when, over a wide area, a lack of uniformity is created.  This can sometimes cause life-threatening problems due to slow response times.  Lack of uniformity often occurs in built-up areas with adjacent jurisdictions or where towns transition into less populated rural areas.  Local jurisdictions establish a different system for their particular area.  Without coordination, that system conflicts with the neighboring community and sudden address changes occur at the boundary lines.  Continuation of a uniform system can be accomplished through cooperation efforts between jurisdictions or by the county government implementing a countywide system.

For fire service communications, it is necessary to understand the street and address organization and divergences that exist.  It is critical to appreciate the consequences of erring when receiving street names and addresses.  Addressing differences will in all likelihood continue to be a common problem for emergency services; one that may never be overcome.

Street Naming

Obtaining the correct street name may at times be difficult but very important.  Problems occur with pronunciations, north or south, road or drive designations, and lettered or numbered streets, etc.  Each variation will indicate a different location, which is crucial if equipment is sent to the wrong site, complicating the dispatch process.  Constant awareness is necessary to obtain the correct street, which many times hinge on the prefix, suffix, or thoroughfare designations.  Subsequent dispatches to the same incident using a different designator for the street will create a significant problem because the responding units will go to a different location.

Early establishment of original towns had streets laid out in a grid pattern that made locating roads rather simple.  A point of reference, usually the center of town or city hall, is where street names started, with the streets then radiating out in four directions.

Growth, natural features, topography, or subdivisions that are more modern oftentimes did not allow continuance of the grid system.  This has lead to the various naming and organization schemes that will be covered.

Certain basics must be taken into consideration:

· Avoid duplication

· There should be no duplication of street names or numbers uses as street names.

· Avoid confusion

· Do not use street names that sound similar.

· Retain continuity

· A street running in one direction should have the same name throughout its entire length.

Naming Conventions

Designations

Directional Prefixes and Suffixes

A prefix is a word that precedes a street name and is usually directional.  That is North, south, East, or West Main Street and requires designating the base point.  Commonly streets run north and south, while avenues run in an east-west direction.  Suffixes are a word that follows a street name such as Mill Creek Road NE (northeast), and generally indicate a geographical area rather than compass direction.  At times a court, way, or circle will have sides designated as east, north, upper or lower to define the different portions, especially if that small road is on both sides of a main road.

Street Titles or Thoroughfare Designations

The second word in a street name (also a suffix) completes the title and designates the thoroughfare, such as First Avenue or Street. Using thoroughfare designations s a location device is the simplest method of street naming.  Where towns may use the same proper name the designation 
of street, avenue, etc, will identify a specific road.  The following words are used as thoroughfare designations: court, drive, lanes, loops and circles, terrace, path, alley, place, road, streets and avenues, trail and way.  Usually there are definitions in the local ordinance that specify how each type is to be used. 

Main Streets

Commonly larger streets are treated differently as to designations and suffix words.  These major thoroughfares are collector streets running in a diagonal direction and usually have center medians.  They are seldom named as numbered or lettered streets and will have the suffixes such as boulevard and parkway.

Street Names

One premise of using a system is so that street names will provide a locational device facilitating the finding of a street within a community.  The choosing of the street name scheme for a locale can be a simple system such as numbered streets and named avenues or a theme of local landmarks, geography, or persons.  A sequence of states or presidents is an example of a theme system.  The Neighborhood Unit System may be used for subdivisions not in a rectangular pattern due to topography.  Within these neighborhoods, streets will frequently be named according to a selected theme, such as local sites, historical events, individuals, or trees.

Alphabetical Sequencing

Naming streets in order by the first letter is another naming method used.  The intent here is to have streets progress according to the alphabet; either just as a lettered name (A, B, C, etc. Street) or a proper name (Alameda, Belmont, Carmichael, etc.).  Such a system should always start at a base point and continue in alphabetical succession.  Streets named in this order will help locating a street in relation to others. 

Street Numbers as Street Names

Just as in alphabetical order above, naming streets by number is another common method.  Numbered streets progress in order, 1st, 2nd, 3rd, etc., and can be unlimited unlike the alphabet of only 26 letters.  Obviously, here too is the requirement that the town have a base point from which numbering starts.  Various options are used for street signs or maps as to either spelling out the number, (First Street) or merely using a number (1st Street).  For entering in CAD systems, it may be necessary to use whichever convention is compatible with the computer software.  Systems usually design numbered streets as running in one direction while common named streets are laid out in the other direction.
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Alphabetical and Number Sequencing with Aligned Block Numbers

Highways

Roadways that are part of a county or state road system traverse most communities.  These will be main arterials between either towns or high capacity highways or freeways.  Naming designations are not within the jurisdiction of the local town or city and will take several forms.  Most will have both a number designation as well as a common name, that name can change among communities.  Highways can be either State or National multi-lane roads while freeways are those that have more limited access. 

Each is numbered and named according to a state, national or county system.  Examples would be Highway 101, county road J29, Interstate 80, and State Route 20.  Worded names for freeways and highways usually change with geographical areas while county road or highways are consistent within the county.  Common suffixes used are frequently freeway, highway, causeway, expressway, turnpike, or skyway.  Duplicate highway numbers are common for older portions of these through business districts but are known as bypasses or business routes.  For state or federal highways, there is an importance as to law jurisdiction and highway maintenance.  Obtaining the correct identification, name or number, also may be important for CAD entries. 

Freeways in particular have many difficulties for communications centers.  Constant difficulties occur as to identifying locations from callers as normal cross streets and addresses do not exist.  Adding to the problem is the aspect of which travel direction the incident is in.  Reports require obtaining the location in relation to exits as well as the direction.  This is often a difficult task for the caller to provide.  With limited access freeways, this is a very different consideration for apparatus response.  Determining the exit will be alleviated as the state goes to an exit ‘numbering’ system since many freeway signs contain more than one name.  For county roads or highways using geographical landmarks, mileage markers (paddle markers), or call boxes should be considered as location references.  The latter are numbered with the road designation and mileage from the county line. 
Addresses

Properly numbering addresses is necessary for locating or identifying buildings and jurisdiction in any area.  Generally, road names existed before the necessity for addresses came about due to population growth or expansion to towns.  There are many reasons for this need from mail delivery to emergency response.  The older way of finding properties by occupant name or business signs just was no longer efficient.  Systems were adopted to accomplish this and are just as complex as the naming of streets.  All areas now have some system of addressing using various standard methodologies adopted by the local government.  Knowledge of your local system will serve as a guide in understanding just how addresses are laid out;  with the exception of when township/range or latitude/longitude are used for incidents.  It is important also to point out that property lines are identified by block and parcel numbers that are a different matter from property addressing. 

Block Numbers

General

The first order for a system of addressing is establishing block numbers before assigning individual property numbers.  The intent and need is to establish a uniform sequence of block numbers for streets running in one direction and the same for roadways that are perpendicular to or of the opposite direction.  A general intent is that all block numbers advance along the direction of the street from a starting point.  These numbers should be comparable to adjacent streets and systematic.  Generally, if a street changes its direction dramatically and for a substantial length, the numbering should be changed to reflect the orientation with a different base line. 

This is most easily accomplished where the community roads are laid out in a rectangular grid but also must be adaptable to curved streets.  Several uniform methods are used for block designations that are in 100 number increments called ‘block interval’.  Generally, there are 12 blocks within a mile.

Systems

The first model sets forth the order of block numbers aligned to cross streets with numbers changing at each main street, 199, 200 etc.  When streets are named with numbers, the common recommendation is that block numbers identify with the numbered street. Example: 2100 block starts at 21st Street.  Again, this requires establishment of a starting point in town for assigning block numbers or for block sequences on north-south and east-west roads.  Sometimes a very useful circumstance for knowing block numbers occurs when certain block numbers are of the same series at a landmark.  For example, the 1400 block of all streets occur at the railroad, river, or a highway.  Communities established with street forms not in a rectangular pattern will still utilize a uniform sequence for block numbers starting from certain points according to a general direction.
An alternative for jurisdictions that do not use a central axis point in town is to start block numbering at the borders.  Numbers then advance directionally from the city limit.  Systems of this type may even be a continuation of numbers from the adjacent city.  Oftentimes this is a system wherein block sequence progresses outward from the county seat.  Another option is similar where block numbers of the city start from the border nearest the county seat instead of each city using a random city border.

The second method determines block numbers based on a grid system of specific distances.  A coordinate or quadrant grid is designed for the town and block numbers change when the grid line is crossed instead of at main streets, block numbers and addressing for curved roads, cul-de-sacs, and diagonal collector streets will be according to specified uniform formats to compensate for their different direction.

Address Numbers

The final step in property numbering is giving a number to the address for each occupancy.  The number is assigned to a property lot and not to a specific building, which allows for changes when new structures are built.  General standardization should provide for consecutive numbers, with even numbers on the right and odd numbers on the left side of streets according to the direction of the road.

Specific Address Assignment

The usual method for selecting a particular number is according to front footage of lots.  The concept being the minimum width of a lot for an additional building and can vary from 20 feet in business districts to 50 or more feet for residential areas.  The basis is the increment selected for frontage and differs according to what the individual planning agencies have adopted.  Along the length of the block, each front footage increment is allotted a spaced out number, such as 200, 220, 230, 240 etc. This then will allow the building on the parcel to get an address number relative to its front footage.  Subdivision of the lot late then allows and additional address number which will not be out of sequence. 

Separate Entry Numbering

Other variations of property layout also occur.  Addressing of corner lots have options as to which street the address will be for but is usually based on the side to which the main entrance fronts on.  Provisions also must be made for numbering of building with separate entrance on the same lot.  Recommendations are that such buildings use the same property address but with an A, B, etc or a similar sub number rather than anew address number.  For a duplex or triplex houses separate sub numbers should be assigned to each residence.  Developments also exist where businesses or apartments are situated along driveways; in this case, a number is assigned to the property where the driveway joins the street.  Mobile home parks should be treated like other multi-family dwellings. 

The familiar need for identifying rooms within multiple occupancy buildings is also a necessary part obtaining a location.  Apartment, flat, room or suite numbers, may use names, numbers or letters that are included as part of the street address.  The designations may be aligned to a systematic numbering of buildings, floors, or towers.  It is useful to note here for awareness that in some residential buildings the European style of floor numbering is used whereby floor number one is the floor above the street level.
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Frontage Numbering and Building Addresses

Commercial Developments Locators

The existence of large planned unit developments, large apartment complexes, and shopping centers will have their own system of roadways within the complex.  The address numbers may be treated either according to where the entrance joins the street or as individual numbers of a recognized street in the complex.  Most units would face toward the middle of the roadway; the apartments or buildings to the interior and behind would have a sub-number, (example, 908 Sapphire Court, Building D). Shopping centers in many instances will use their own numbering for the stores, (example 250 Eastridge Mall).  This would be the most useful way to broadcast locations rather than the street address and often includes a specific entrance on a particular street.  As with all business properties the name of the store must be used along with the number for dispatching. 

Special circumstances exist for large area commercial sites such as industrial complexes, airports and harbors, institutions on a campus design, federal or military reservations, and parklands.  If the property is large, they will contain road networks of their private design and some are exempt from local normal use of addresses, usually identification of locations is according to their particular building or access points for the response of outside local government agencies a gate number or access point with a guide provided, is used rather than a street address. However, a legal street address can also identify a particular entry.

In the case of waterfronts or harbors, piers, basins, and berths or slips, numbers are used as the address or part of the address.  Such designations will identify the general or subordinate location.  Airports will use a system of gate, building, or terminal numbers for location purposes.  Incidents concerning waterways or runways will employ yet another system for designating those.  
The communications center will have to obtain and use this additional information.  In these larger sites, parking lots will be numbered to indicate location, with row or section numbers further dividing the parking area. 

Rural Addressing

Due to their nature, rural areas have a different set of circumstances that are not comparable to the parallel streets of metropolitan locations.  Public roads and cross streets are sparse and block numbers are not obvious.  Curved roads due to topography or natural features are the usual layout and the only main roads may be the highways.  These conditions present challenges in developing a number system, which in a rural area is even more necessary than in the city.  Adopting a countywide arrangement providing for a uniform method of identifying addresses of rural properties is preferred, and it should be apparent for the public’s understanding. 

Problems

There are two main problems confronting a rural addressing system.  The first concerns the absence of jurisdiction the county or regional agencies may have to establish a system in the first place.  In addition, there are budget limitations; it is very expensive to survey and then maintain the necessary signs and enforce the address numbering.  A system should be in place throughout the area preventing individuals from selecting their own identification and further confusing the issue.  It is preferable to have one agency determining the system and be responsible for its accomplishment.  The ideal would be a countywide system and a continuation of numbering from adjacent counties.

The second problem exists because the areas are so large with varying distances between properties.  Therefore, the use of front footage increments is not practical.  A system that provides for these distances in a uniform manner benefits all.  A further complication exists where property is interior to other parcels that front on the main roads.  An easement or narrow lot has a driveway to access the properties that can be far removed from the main street.  While not official streets, the private property road may be known as the “such-and Such” Ranch road, which can aid in locating buildings.

Use of Common Names

Identification of a rural property always exists in one way or another even if an addressing system is not in place.  Years ago the norm was to identify homes or ranches just with occupant’s name.  This method may still be used today for some very remote areas.  For public safety agencies, this will require mapping and listings for responses.  Reports from such remote areas may also require the owner to describe travel directions at the time of the call.  A parcel or lot number may not be as useable to the communications center as would be the road number as in the case of National Forest lands.  Perhaps the use of the section number (e.g., township and range land survey) would be the only way to describe the property.

A more definitive means was the assignment of mailbox numbers by the post office for their routes.  While the purpose was just for mail delivery, at least some identification was given to building locations.   At times even utilities found it necessary to use their own numbers on maps to locate the customer being serviced.  While either source above is not the most efficient for communications, they may be the only identification available. 

Designated Systems

Where formal addressing systems have been established variations of two methods are used.  The first method involves designating addresses according to road distances.  Addresses progress from the start of the street with the increments tied to footage or mileage.  Numbers relate to the measured fractions of a mile, thousandths or hundredths, chosen by the authority.  Such is known as Denman’s Century System, or rural addressing mapping.  In this way, block number change at measured distances or segments of a mile.  As a simple example, property located 2000 feet from the beginning of the road would be in the 2000 series.  Or, based on mileage numbers 3 tenths of a mile could be set as the 3000 block.  Either way the idea is to indicate by distance where the property was from the start of the road and indicated by occasional roadside mileage markers. For planning purposes, an involved calculation is used to determine the exact address number from the fraction of the mile used.

The other method uses a grid system for the area.  Addresses or block numbers are determined according to where the property falls along the grid.  Perpendicular and parallel lines are developed as standard intervals for the grid.  The measure selected is up to the responsible agency and can be random, section lines, or even latitude or longitude.  This Uniform Measurement or Equal Interval system then indicates the numbering for a building according to the nearest grid line.  This number can also be a measure of distance from the base lines with addresses derived by fractions of a mile or distance in feet. 

Topic 5-1: Contracts and Agreements
Paid Contracts
Paid contracts are agreements between two agencies, for a specified amount of money, for one agency to handle fire and/or rescue protection in the other agencies jurisdiction.  Many paid contracts deal with isolated, unincorporated “islands” that are contained within the boundaries of a city and are not large enough to warrant their own fire & rescue services.  The responsible city or agency then pays the provider agency for its services.  Paid contracts can also be between local agencies and state government to provide fire protection services for state lands.  Many times, city agencies will contract with county ambulance services to eliminate the cost of having to maintain their own fleet.

Mutual Aid
Two-way assistance by fire departments of two or more communities on the basis that each will aid the other in time of emergency by supplying personnel, equipment or other resources.  Usually a predetermined contract in the form of a “mutual aid agreement” which details the arrangement and provides for various contingencies.

A Mutual Threat Zone (MTZ) is a geographical area between two or more jurisdictions into which those agencies would respond on initial attack.  It is also called a mutual response zone or initial action zone.  Incidents occurring in these zones are treated as an imminent threat to all jurisdictions until assessed by on-scene fire resources.  Boundaries are pre-determined through a cooperative effort between adjacent jurisdictions.

Watershed Response Areas (WRA) are predetermined wildland areas within a jurisdiction that have a high fire threat due to heavy brush and dense vegetation. 

Local Responsibility Areas (LRA) are wildland areas within a jurisdiction for which neither the State nor Federal governments have any legal responsibility for providing fire protection.  Unless a threat to federal or state areas is established, resources for fire suppression are obtained as Assistance For Hire and will be paid for by the requesting agency.
State Responsibility Areas (SRA) include lands identified by the California Public Resources Code for their significant watershed value and lands used principally for range or forage purposes.  These lands are covered wholly or in part by timber, brush, undergrowth or grass, whether of commercial value or not, which protect the soil from erosion, and reduce rainwater runoff.  California Department of Forestry and Fire Protection (CAL Fire) holds the primary financial responsibility for fire protection in lands exclusive of cities and federal lands regardless of ownership.

Federal Responsibility Areas (FRA) are lands for which the primary financial responsibility for fire protection is borne by the federal government.  These include military bases and lands identified by the Federal Public Resources Code for their significant watershed value.  FRAs are generally lands managed by the Department of Agriculture, Forest Service, the Department of Interior, Bureau of Land Management, National Parks Service, US Fish and Wildlife Service, and Bureau of Indian Affairs.

Urban Interface Areas (I-Zone) are where structurally developed areas meet or intermingle with wildland areas or areas of heavy vegetation.  This includes, but is not limited to, parks, large greenbelt areas, open water course areas, undeveloped land tracts and residential tracts within a National Forest.
Automatic Aid

Automatic Aid, or “Automatic Response” is a type of mutual aid response agreement in which two or more in which two or more agencies agree to share fire and rescue resources such as personnel and equipment in a time of need at no cost the requesting agency.  An Auto Aid agreement makes it possible to utilize another agency’s resources when they are closer to the location at the time of need.
Move-Up Plans
Move-up plans are another type of mutual aid or automatic aid plan that is part of a predetermined operations plan.  In the event that an area is left underserved due to a high number of incidents within a jurisdiction, or major incidents that require multiple units, units from surrounding areas may be temporarily reassigned to cover that area in order to ensure the fastest and most appropriate response possible.  This could be from station to station within a single agency’s jurisdiction, or cross-jurisdictional.  The term “underserved” means that area staffing has reached a pre-determined “draw-down” level of minimum resources (staff & equipment) assigned.
Master Mutual Aid (MMA)
On November 15th, 1950 Governor Earl Warren signed the California Disaster and Civil Defense Master Mutual Aid Agreement in to effect.  The Master Mutual Aid system allows statewide firefighting resources to become an immediate part of the emergency response.  Made and entered into by the state of California, its various departments and agencies, and the various political subdivisions, municipal corporations and other public agencies of the State of California to facilitate implementation of the Chapter 7 of Division 1 of Title 2 of the Government Code entitled “California Emergency Services Act.”  It is a general agreement for all statewide agencies to share resources in the event of a disaster  
Multi-Agency Coordination System (MACS)
A Multi-Agency Coordination System (MACS) is a combination of facilities, equipment, personnel, procedures, and communications integrated into a common system with responsibility for coordination of assisting agency resources and support to agency emergency operations. 

MACS FUNCTIONS 
a. Evaluate new incidents. 
b. Prioritize incidents: 

• Life threatening situation 

• Real property threatened 

• High damage potential 

• Incident complexity 
c. Ensure agency resource situation status is current. 
d. Determine specific incident and agency resource requirements. 
e. Determine agency resource availability for out-of-jurisdiction assignment at this time. 
f. Determine need and designate regional mobilization centers. 
g. Allocate resources to incidents based on priorities. 
h. Anticipate future agency/regional resource needs.
i. Communicate MACS "decisions" back to agencies/incidents. 
j. Review policies/agreements for regional resource allocations.
k. Review need for other agencies involvement in MACS. 
l. Provide necessary liaison with other coordinating facilities and agencies as appropriate.

California Fire Assistance Agreement
The California Fire Assistance Agreement (Referred to as CFAA or “Seven Points of Light Agreement) is designed to provide immediate-need mutual aid resources state-wide between Fire agencies from the Federal, State and Local levels.  This agreement defines cost accountability and reimbursement matters in advance so as not to delay decision making by individual agencies on their ability to respond to a mutual aid requests.
The following recitals define the specific objectives from the 2009-2013 agreement:
Recitals from the 2009-2013 CFAA Agreement

1. The Federal Fire Agencies are responsible for providing a level of wildland fire protection for federal lands, as designated by Congressional action and Federal policy; and
2. CAL FIRE is responsible for providing a level of wildland fire protection for State Responsibility Area lands, as designated by the State Board of Forestry and Fire Protection; and
3. For efficiency and effectiveness, the Federal Fire Agencies and CAL FIRE may exchange protection area responsibilities with the understanding that Local Responsibility Area lands are not part of this agreement or included in the exchange; and
4. Cal EMA is responsible to provide for systematic mobilization, organization and operation of necessary fire and rescue resources through the California Fire and Rescue Mutual Aid System in mitigating the effects of disasters and to ensure that the responding agencies understand the terms and conditions of the agreement applicable to their response; and
5. The State of California and Federal Fire Agencies, at times of severe wildfire conditions, and other emergencies often have need of emergency apparatus and/or personnel to provide fire protection or perform other tasks during control actions; and
6. Cal EMA through the California Fire and Rescue Mutual Aid System have such emergency apparatus and personnel which may be available, in the spirit of cooperation, for dispatch and use; and
7. It is desirable that the State of California and Federal Fire Agencies establish and enter into an agreement for the prudent use of such emergency apparatus and personnel; and
8. The State of California and Federal Fire Agencies will generally use this agreement for engines, water tenders and overhead to address incidents once local agreement resources are exhausted or where a local agreement is not in place; and
9. This agreement may be used to reimburse overhead for incident management teams or any other emergency apparatus where a local agreement is not in place; and
10. The State of California and Federal Fire Agencies shall use this agreement as the primary fiscal authority for reimbursing local government agencies for the use of their resources. Annual operating plans may be utilized at the local level to facilitate administrative and operational issues; and
11. When this agreement is exercised to obtain Cal EMA resources and/or resources through the California Fire and Rescue Mutual Aid System, those resources will be reimbursed pursuant to this agreement; and
12. When ordering any emergency apparatus and personnel from other agencies through the California Fire and Rescue Mutual Aid System, a local agency may utilize this agreement as the primary fiscal authority for reimbursing other local agencies; and
13. Responsibility for determining the basis for requesting assistance through this agreement rests with the Incident Command. The Incident Command is responsible for all assignments and tactical decisions for resources obtained through this agreement; and
14. Except as otherwise provided in paragraph 37 of this Agreement, all parties to this Agreement hereby waive claims between and/or against each other arising from the performance of this Agreement, for compensation for loss or damage to each other’s property, and personal injury including death, of employees, agents and contractors, except that this waiver shall not apply to intentional torts; and
15. It is desirable that the State of California and the Federal Fire Agencies establish a system that supports the electronic processing of salary surveys, invoices and other pertinent documents.
The 2009-2013 participating agencies are California Emergency Management Agency, Fire and Rescue Branch; State of California Department of Forestry and Fire Protection; United States Department of Agriculture Forest Service, Pacific Southwest Region; United States Department of the Interior, Bureau of Land Management, California State Office; United States Department of the Interior, National Park Service, Pacific West Region; United States Department of the Interior, Bureau of Indian Affairs, Pacific Region; United States Department of the Interior, Fish and Wildlife Service, Pacific Southwest Region.
Seven Points of Light Agreement
Provisions of the California Fire Service and Rescue Emergency Mutual Aid System’s Mutual Aid Plan, that provide for assistance without reimbursement, may apply to state resources prior to a declaration of “local emergency” (as defined in the California Emergency Services Act), when a local government entity determines that a fire is likely to exceed its ability to control.  Applicability will be based on the following guidelines:
1.  From the time of initial attack to the point of determination that an incident is likely to exceed the ability of a local government entity to control, state resources can be made available to local fire agencies through a variety of agreements (e.g., automatic aid, wildland protection, mutual threat zone, etc.)

2. In the absence of an emergency that is beyond the ability of a local government entity to control, mutual aid shall not be used to shift the costs of fire suppression to another political entity.

3. Mutual aid fire suppression resources committed to an incident, under the provisions of the California Fire Service and Rescue Emergency Mutual Aid System’s Mutual Aid Plan, should only be used during the period of the emergency.  The period of emergency constitutes the time during which mutual aid resources are necessary to prevent imminent, or perceived imminent, threat to life or property.  As the emergency conditions de-escalate, the mutual aid resources should be released, based on a preplanned demobilization process.
4. Entities should make maximum use of locally available facilities, equipment and services.

5. Requests for firefighting resources, for response to an emergency that is beyond the ability of a local government entity to control, are to be based on the “closest resources” concept and initiated through proper mutual aid channels.

6. Federal fire suppression resources which may be the “closest resources” are not part of the California Fire Service and Rescue Emergency Mutual Aid System.  Assistance provide by these resources will be on an assistance-by-hire arrangement, unless obtained through other pre-existing agreements.

7. Local government agencies receiving mutual aid are responsible for providing logistical support to the mutual aid personnel and equipment.

ROSS

While this is not a contract or agreement, it is the vehicle by which resources are moved in the case of a master mutual aid or other such situation.

The National Interagency Resource ordering and Status System (ROSS) project is a National Wildfire Coordinating Group (NWCG) sponsored information systems development project.  ROSS is a computer software program which automates the resource ordering, status, and reporting process.  Established in 1997 and chartered by NWCG in June 1998, the scope of the project focuses on automating current processes enabling dispatch offices to electronically exchange and track information near real-time.  ROSS tracks all tactical, logistical, service and support resources mobilized by the incident dispatch community.

ROSS operates in an estimated 400 interagency dispatch and coordination offices throughout the Nation.  Automation of dispatch processes has reduced labor-intensive practices, increased customer service, improved communications and lowered the costs associated with delivering services to field operations.

The ROSS Project Team is comprised of representatives from the Bureau of Indian Affairs, Bureau of Land Management (BLM), Department of the Interior, U.S. Fish & Wildlife Service (USFWS), National Park Service, National Information Technology Center, US Forest Service (USFS), State representatives, and supporting contractors.
ROSS is a nationwide database for dispatch centers across the United States for the management of resources for incidents such as natural disasters.  The web-accessed CAD system has information for all resources and allows dispatchers to create New Incidents, New Requests, fill Pending Requests for Local Resources, Fill Strike Team orders, check on Request Status, and Reassigning Resources from the Incident Resources Screen.  Some agencies use ROSS as their actual CAD.
Fire Management Assistance Grant (FMAG) Program
The Fire Management Assistance Grant (FMAG) program is a Federal program providing financial assistance to State, local and tribal governments to cover the costs of fighting major wildland fires.  The request for FMAG assistance must be initiated by an Incident Commander or California Emergency Management Agency official while the fire is burning, not after, and must demonstrate that the costs meet either a single fire or cumulative threshold.  If an event is approved by the Federal Emergency Management Agency (FEMA) for assistance, the Federal government will pay 75 percent of the costs, leaving the State (or tribal government) responsible for the remaining 25 percent.

The following list of Eligible Costs is excerpted from the FMAG brochure provided by Cal EMA’s Fire and Rescue Branch.
· Equipment Costs 
Expended or lost, to the extent not covered by insurance
· Labor Costs 
Overtime for permanent or reassigned state and local employees, and regular time and overtime for temporary and contract employees.
· Travel and Per Diem 
For employees performing eligible work, including provisions of field camps and meals when provided in place of per diem.
· Essential Assistance 
Activities to protect life and property directly related to the declared fire including, but not limited to, police barricading and traffic control, extraordinary emergency operations center expenses, evacuation and sheltering, search and rescue, arson investigation, public information, and removal of trees that pose a threat to the general public.
· Temporary Repair of Damage Caused by Firefighting Activities 
Short-term actions that protect the immediate safety of the general public and are completed within 30 days of the close of the incident period for the declared fire.
· Mobilization and Demobilization 
The latter may be claimed at a delayed date.

Form ICS 209

The ICS 209 form is also known as an Incident Status Summary and is used for reporting information on major incidents.  In order to determine incident prioritization and thus, appropriate resource allocation, during concurrent or consecutive incidents, it is necessary for the form to be properly completed as soon as possible.  Nationwide implementation of online ICS-209 data entry was effective May 19, 2002.  This allows immediate access to the incident data, as well as access at any time to the historical data for future planning.  The information should be entered either at the incident, or by dispatchers at the level closest to the incident.

Topic 6-1: Fire Service Apparatus, Equipment, and Terminology

Fire Service Apparatus
ENGINES
Fire engines are units that carry water, a pump, hose and often a ladder.  Fire engines are divided into four types, as defined by the FOG manual
.  The simplified table below, excerpted from the FOG manual, shows the minimum specifications for each of the engine types.
	Type
	Pump Capacity (GPM)
	Water Tank (Gal)
	2 ½” Hose

(Ft)
	1 ½” Hose (Ft)
	1” Hose (Ft)
	Ladder
(Ft)

	1
	1,000
	400
	1,200
	400
	200
	20

	2
	500
	400
	1,000
	500
	300
	20

	3
	120
	300
	-
	1,000
	800
	-

	4
	50
	200
	-
	300
	800
	-


Types 1 and 2 engines are generally more suited for structure fires because of their increased pumping capacities and the larger diameter hose carried on these units. 
Type 1
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The Type 1 Engine is commonly known as the structure engine or “pump” and is primarily employed for the use of its personnel for medical aids and fires in urban areas.  With the exception of the vegetation areas, all of the first assigned engines are Type 1, including paramedic engines.  The wheelbase is much longer than the other engines and is made to be driven primarily on paved roadways, streets, and highways.  It has the highest rated pump capacity at a minimum of 1000 gallons per minute (GPM) and a 400 gallon tank.  The Type 1 engine’s hose compliment is primarily made up of a larger 2½-inch diameter hose made for structural firefighting with a minimum of 1200 feet on each engine.  It also includes 400 feet of 1½” hose and 200 feet of 1” hose.  The Type 1 engine has at least 20 feet of ladder and requires a minimum crew of 4.
Type 2
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The Type 2 Engine is a mobile piece of fire equipment which carries hose, water and a pump and combines the features of both a structural engine and off-road wildland capability.  It is normally found in fire stations where both structure engines and brush engines are needed.  The Type 2 engine has a minimum 400 gallon tank with a minimum pump capacity of 500 gallons per minute.  The minimum hose compliment the Type 2 carries is 1,000 feet of 2 ½” hose, 500 feet of 1 ½” hose, and 300 feet of 1” hose.  Like the Type 1, the Type 2 engine also carries at least a 20 foot ladder, but only requires a minimum crew of 3, rather than 4.
Type 3
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The Type 3 Engine (Brush Engine) is the primary engine for vegetation fires.  Type 3s are shorter in wheelbase, making them much more maneuverable in off-road situations and are available in both 2 and 4-wheel drive.  They are unable to do any structural firefighting due to the complete lack of larger diameter hose and a relatively small minimum pump capacity of 120 gallons per minute.  The minimum water tank capacity for the Type 3 is 300 gallons and its hose compliment is completely of the smaller diameter.  While it is not required to carry a ladder, it usually does carry specialized equipment for making long hose-lays up mountain sides for wildland suppression.  The minimum hose compliment includes 1,000 feet of 1 ½” hose and 800 feet of 1” hose.  They Type 3 engine is staffed by a three-member crew. 
Type 4
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Type 4 Engines, often called "quick attacks," are considerably smaller and lighter than the other engine types and are used when access into tight, restricted areas becomes a problem.  The Type 4 has a minimum pump capacity of only 50 gallons per minute, with a minimum 200 gallon water tank.  It must carry a minimum of 300 feet of 1 ½” hose and 800 feet of 1” hose.  Because of their limited capacities, Type 4 engines are not generally suited for initial attack purposes on most fire incidents, but are used as a "mop up" tool under certain circumstances for wildland fires.  Type 4s are usually staffed by a three-member crew.
Type 5
Type 5 Engines are wildland engines with minimal pump capacities 50 gallons per minute with a 500 gallon tank.  They carry a hose compliment of 300 feet of 1 ½” hose and 300 feet of 1” hose.  A minimum crew of 3 is required for operations of the Type 5.

Type 6

The Type 6 Engine is known as an “initial attack” wildland engine and has a minimal pump capacity of 50 gallons per minute with a 200 gallon tank.  Hose compliment for this engine includes 300 feet of 1 ½” hose and 300 feet of 1” hose.  This engine requires a minimum crew of 2 for operations.

Type 7

The Type 7 Engine is a light duty vehicle with only a 125 gallon tank and small capacity pump at 20 gallons per minute.  It carries 200 feet each of 1 ½” and 1” hose.  It is a multi-purpose unit used for patrol, mop up, or initial attack.  A minimum crew of two is required for operation of a Type 7 engine.

All engines can be used for all fire types (wildland, structural, etc.).  Their use is not mutually exclusive to the types of fire for which they were primarily designed.  However, on fire incidents with special suppression problems, requests may be received for specific types of engines.  For example, requests may be received for Type 3 engines to suppress a wildland fire requiring long hose lays, while requests may be received for Type 1 engines on the same fire for structure protection.  Sometimes, requests for engines will not be for an engine type, but will rather be 

for a specific objective, as in a request for a four-wheel drive fire engine.
TRUCKS

A truck company is a specialized piece of equipment which performs all of the functions not directly related to extinguishing the fire, but necessary to the firefighting operations.  This might include, search and rescue, ventilation, salvage and providing access to the roof with ladders.  It carries equipment to assist with vehicle extrication, structure ventilation and forcible entry.  It is staffed with a four-person crew trained in swift water, trench rescue, confined space rescue and over-the-side rescue.  A truck is distinguished by a large aerial ladder equipped with a basket or platform.  There are several types of trucks that vary from aerial length to pump capacity.  The simplified table below, excerpted from the FOG manual, shows the minimum specifications for two of the truck types.
	Type
	Aerial

(Ft)
	Elevated Stream

(GPM)
	Ground Ladders

(Ft)
	Minimum Personnel

	1
	75
	500
	115
	4

	2
	50
	500
	115
	4


Quint
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The quint is so called because it can perform five major functions of fire apparatus.  This truck carries a hose complement, water tank with pumping capabilities, and a full complement of ground ladders, as well as a chassis-mounted, motorized aerial ladder.  The quint also carries specialized rescue and salvage equipment.  A quint has the capacity to elevate its main ladder up to 100 feet for firefighting and rescue.  Due to the variety of equipment, and space taken by the water tank, a slightly smaller amount of each type of equipment is carried.  The quint has become more popular as the need for maximized resources continues to grow.
Tiller Truck
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A tiller truck is a semi-trailer truck carrying a turntable ladder.  It has separate steering wheels for the front and rear wheels, thereby increasing maneuverability in narrow streets.  The steering device for the rear is sometimes a tiller, rather than a true steering wheel and is operated by a second driver, or “tiller man” in the rear cab.  The tiller truck does not have a water pump or carry water, though the ladder has a built-in waterway for directing water.  It has the full complement of ground ladders and rescue equipment. 

Water Tender
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A water tender is a tanker-type vehicle capable of transporting large quantities of water to fire scenes usually from 1500-5000 gallons of water.  Water tenders can be either small, rugged vehicles or as large as a tractor-trailer.  They are often used at vegetation fires to supply the engines with a source of water or on other occasions when hooking up to a hydrant is not possible.  Water tenders do not usually carry other fire suppression equipment such as hoses or ladders.  It may also be referred to simply as a “tanker.”  The table below is excerpted from the FOG manual, and shows the minimum standards for the three types of water tenders.
	Type
	Pump Capacity (GPM)
	Water Tank

(Gal)

	1
	300
	2,000

	2
	120
	1,000

	3
	50
	1,000


MEDICS

Paramedic Assessment Engines 

This is a Type 1 Non-transport Medic.  Most engines are staffed with one firefighter/paramedic onboard.  Their main goal is to be able to get a paramedic on scene as soon as possible to access the patient and begin treatment before the arrival of the paramedic ambulance.  This firefighter/paramedic is able to perform all of the Advanced Life Support tasks of the Paramedics responding in the Paramedic Ambulances.

Paramedic Ambulance
[image: image59.png]


These are Type 1 transport ambulances staffed with one Paramedic and One EMT.  The paramedic ambulances are stocked with the necessary equipment and drugs for the paramedics to treat an ALS (Advanced Life Support) patient.  The paramedic ambulance must respond with an additional unit as a medical aid requires a minimum of 2 paramedics on scene.  Generally one medic is the ‘radio’ person, talking to the base station hospital over the radio or telephone, relaying information about the patient, and obtaining orders regarding treatment.  The other person is the ‘patient’ person, responsible for patient care, starting IV’s, administering medications authorized by the base hospital, and other such duties.  During a normal transport, the ‘radio’ medic will drive the ambulance to the hospital while the ‘patient’ medic monitors and treats the patient.  If the patient is in such a condition that both medics need to treat and monitor while en route to the hospital, a firefighter from the engine on scene will drive the ambulance to the hospital.  In most cases, the engine will then follow to the hospital to pick up their firefighter.
BLS Ambulances
The ICS standards refer to the Basic Life Support ambulance as a Type 2 Medical Transport.  BLS ambulances are usually staffed by two EMT’s, though the capability and personnel details are determined by the local Emergency Medical Services (EMS) authority.  BLS ambulances are capable of delivering basic emergency interventions performed by EMS practitioners trained and credentialed to do so (e.g., splinting, bandaging, oxygen administration)  

DOZERS
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Suppression of large wildland fires frequently requires the use of a bulldozer or “dozer,” to cut a firebreak through the vegetation.  The large tractor-trailer unit that hauls the dozer is called a transport. Usually, the transport and the dozer have the same radio number.  For example, Transport 3341 usually carries Dozer 3341.  Dozers may also be requested as a mop-up and rehabilitation tool for certain types of fires.  ICS defines three Types as indicated in the table below.  CDF dozers are all Type 2.
	Type
	Size
	Horse Power

(HP)
	Operator

	1
	Heavy
	200
	1

	2
	Medium
	100
	1

	3
	Light
	50
	1


RESCUE COMPANIES (USAR)

USAR stands for Urban Search and Rescue.  Classifications for USAR Companies are listed below.
· Basic:  capable of light extrication from vehicles and standard construction buildings. Equipped with handheld tools (axes, picks, etc.)  Typically an Engine Company.
· Light:  capable of moderate to difficult extrication from vehicles and buildings. Equipped with pneumatic, power and hand tools.  Typically a Truck Company
· Medium:  capable of difficult and extensive extrication from vehicles, buildings, trenches and confined space/technical rescues.  Equipped with pneumatic and power tools, cribbing, shoring, ropes and rescue litters.  Typically a designated Rescue Company. 
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Heavy:  capable of extrication from reinforced concrete structures, extensive building collapse, roadway and bridge collapse, confined space and elevated rescues.  Typically a designated Heavy Rescue Company with specially trained personnel assigned.

AIRCRAFT

Firefighting aircraft are generally used in wildland firefighting.  They can be either rotary (helicopter) or fixed wing (airplane).  This classification includes both suppression and lead aircraft.  Tactical and logistical aircraft supervised and coordinated by aerial supervisors may be procured from the USDA Forest Service, USDOI, Aviation Management Directorate, US Department of Defense, or state, county or municipal sources.  Contract or procurement agreement requirements and standards will vary among the various sources.
Fixed Wing
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Aerial Tankers are certified by the Federal Aviation Administration to carry water or fire retardants.  Air tankers are used to drop water or retardant in a single dispersal from on-board tanks.  An officer in a separate airplane called an “Air Tac” also known as “Air Tactical,” or “lead” plane directs air tankers and monitors the fire from the air.  The picture to the right shows a tanker mid-dispersal, lead by the smaller “lead plane.”  Frequently, the Air Tac will be the first resource to arrive at a fire scene. Consequently, it will be able to give an accurate report on conditions of the fire and also assist the incoming ground and air resources with information.
The Incident Command System (ICS) recognizes four types of airtankers based on gallon capacity of retardant or suppressant.  Types 1, 2 and 3 in the following table have been evaluated and approved by the Interagency Airtanker Board.  The Type 4 airtankers have been approved by the Department of the Interior.  Very Large Airtankers have not yet been classified, but the DC-10 is currently utilized by CAL FIRE.  It carries up to 12,000 gallons of retardant, cruises at 280 knots, and has 3 constant flow tanks.
	Airtanker Classification (does not account for retardant download requirements)

	Type 1:  3,000 Minimum Gallon Capacity

	Aircraft
	Maximum Gallons
	Cruise Speed (Knots)
	Number of Doors

	C-130 (MAFFS)
	3,000
	250
	Pressurized System

	P3-A
	3,000
	240
	Consant Flow

	DC-7
	3,000
	235
	6 - 8

	Type 2:  1800 – 2999 Gallon Capacity

	DC-6
	2,450
	215
	8

	P2-V
	2,450
	184
	6

	Type 3:  800 – 1,799 Gallon Capacity

	CL-215 (Scooper)
	1,400 (Water)
	160
	2 (foam capable)

	CL-415 (Scooper)
	1,600 (Water)
	180
	4 (foam capable)

	S2 Tracker
	800
	180
	4

	S2 Turbine Tracker
	1,200
	230
	Constant Flow

	Air Tractor AT-802 F
	800
	170
	Constant Flow

	Type 4:  Less than 800 Gallons

	Air Tractor AT-802/602
	600 - 799
	160 mph
	1 (in-line or horizontal)

	Turbine Thrush
	400  -770
	140 mph
	1 (in-line or horizontal)

	Turbine Dromader
	500
	140 mph
	1 (in-line or horizontal)

	Piston Dromader
	500
	115 mph
	1 (in-line or horizontal)


There are four types of airtanker retardant delivery systems, known as tank/door systems.  These are evaluated and approved by the Interagency Airtanker Board to ensure that the systems meet desired coverage levels and drop characteristics.  A Variable Tank Door System is comprised of multiple tanks or compartments controlled by an electronic intervalometer control mechanism to open doors singly, simultaneously, or in an interval sequence.  The pilot is able to select either a low or high flow rate.  The Constant Rate System is characterized by a single compartment with two doors controlled by a computer.  The system is capable of single or multiple even flow drops at designated coverage levels.  The Pressurized Tank System uses high pressure to discharge retardant through small tubes, allowing varying coverage levels through adjustments in pressure levels.  The Standard Tank System is comprised of single or multiple tanks or compartments that are controlled either manually or electronically, which can be opened individually or simultaneously.
Fire Service Helicopter
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Helicopters are aircraft that depend principally on the lift generated by one or more rotors for its support in flight.  They are capable of the delivery of firefighters, water, or chemical retardants (either a fixed tank or bucket system), and internal or external cargo.  A crew of firefighters specially trained and certified in the tactical and logistical use of helicopters for fire suppression is responsible for helicopter operations.  A helitanker is a helicopter equipped with a fixed tank that is Air Tanker Board certified, and capable of delivering water, retardant, or foam.
The Incident Command System categorizes three types of helicopters based on minimum gallons of water/retardant, lift capability, number of passenger seats, and pound card weight capacity.  Operations personnel refer to helicopters by type.  Density altitude will greatly affect lift capability, as demonstrated in the following Helicopter Classification table.

	Helicopter Classification

	Type
	Passenger Seats
	Maximum Gross Takeoff/Landing Weight (Pounds)
	Minimum Capacity (Gallons)

	Type 1 (Heavy)
	15+
	12,500+
	700

	Aircraft
	Typical Payload at 8,000’ Density Altitude
	Typical Payload at 11,000’ Density Altitude

	Sikorsky S-64E (Aircrane)
	12,700
	9,117

	Sikorsky S-64F (Aircrane)
	15,640
	10,288

	Boeing 234 (Chinook)
	19,063
	15,363

	Boeing 107 (Vertol)
	4,656
	3,424

	Sikorsky S-61
	4,038
	2,221

	Bell B-214
	3,754
	2,665

	Aerospatiale 332L (Super Puma)
	4,328
	2,729

	Aerospatiale 330 (Puma)
	4,525
	3,325

	Kaman 1200 (Kmax)
	5,288
	4,588

	Sikorsky CH-54 or CH-64 (Skycrane)
	11,098
	7,978

	Sikorsky S-70 (Firehawk)
	6,569
	5,669

	Sikorsky S-70 (Firehawk)
	6,569
	5,669

	Type 2 Helicopters (Medium)
	9-14
	6,000 – 12,500
	300

	Bell B-212
	1,973
	1,010

	Bell B-205A-1
	1,294
	642

	Bell B-205A-1+
	1,596
	896

	Bell B-205A-1++ (Super 205)
	2,806
	2,120

	Bell B-412
	1,742
	884

	Sikorsky S-58T
	1,635
	597

	Type 3 Helicopters (Light)
	4-8
	Up to 6,000
	100

	Aerospatiale 315B (Llama)
	925
	925

	Bell B-206 B3 (Jet Ranger)
	715
	380

	Bell B-206 L3 (Long Ranger)
	950
	830

	Bell B-206 L4 (Long Ranger)
	1,196
	767

	Bell B-407
	1,315
	880

	Aerospatiale 350-B2 (Astar)
	1,083
	700

	Aerospatiale 350-B3 (Astar)
	1,972
	1,911

	Hughes 500 D
	515
	295


Air Ambulance

A rotary-wing aircraft that is configured, staffed, and equipped to respond, care for, and transport patients.  A rotary-wing aircraft must be approved/licensed by a State as a medic in order to perform these functions.

MOBILE COMMUNICATIONS CENTER (MCC) 

Communications is vital to the protection of emergency response personnel.  Without adequate communication, people involved in firefighting cannot share valuable information about fire conditions or safety concerns.  Mobile Communications Centers (MCC) or Mobile Communications Units (MCU) are a rapid response mobile emergency incident communications system.  The MCC provides a variety of incident communication support functions.  Dispatchers monitor incident radio traffic and communicate with personnel on the incident, as well as communicating and coordinating with the Emergency Command Center of the local administrative unit.
[image: image64.png]


The MCC is the hub for communications activity at an emergency incident.  It is equipped with satellite phones for those incidents where phone coverage is not available due to remoteness or catastrophic loss of phone service.  It provides access to televised weather conditions and local news reports.  The MCC also serves as the cache for additional portable radios that are often needed at a large or complex incident.
MCCs respond staffed with personnel trained in emergency dispatch as well as radio maintenance and repair.  The MCC can expand to accommodate up to 10-12 staff. 
Fire Service Equipment Terminology
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Fire Service Operational Terminology
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Topic 7-1: Fire Service Communications Overview 
Career Potential in Fire Service Communications
As communications has become more technically oriented, telecommunicators with defined skills are in demand.  No longer can someone be pulled off the street and taught to be a call taker or dispatcher.  Typing, computer skills, medical training, and fire service/law enforcement and safety are directly related to their communications counterparts.  The process of becoming a telecommunicator, and advancement once in the field, depend upon continuing education and flexibility to change. 
The first Step needed to work in telecommunications is a high school diploma.  Extracurricular activities such as public speaking, internships, and work-study also show initiative and build the skills a telecommunicator needs. 

The selection process begins with the communications center taking applications and scheduling a test date.  The test generally consists of an oral interview, practical examination, background investigation, and sometimes a psychological evaluation. 

Career Ladder 

Entry 

Entry into the public safety telecommunications field generally begins at the call taker level. As a call taker, several classes have proven beneficial to take. For those entering the fire service field, Introduction to Fire Science is suggested.  This class covers the history of the fire service, general structure of the fire service, and the history of equipment and apparatus.  By learning the history, functions, and strategies of personnel, the fire scene takes on a clearer-image, as does the multitude of acronyms and terminology.  For the person entering the police services, similar classes may include Criminal Justice oriented study.  Being trained in EMD is a definite advantage to the person looking for a job in communications and is necessary for the communications employee.  Once hired at a communications center there will also be agency specific training, which is important for the new employee to learn and understand. It is also a good idea after being hired to become familiar with the area.  Knowing the general vicinity of major businesses, freeways and common places, as well as any hard to spell street names or neighboring towns is a good idea.  The new employee should take the time to learn the job well before trying to move to a higher-level position.  Since ideally each job builds on the levels below it, having a good foundation is imperative

Promotion 

Moving up the ladder of success is everybody’s goal.  There are certain steps to take that will prepare the call taker for this move.  Courses recommended for the dispatcher position include the Incident Command System, radio systems, computer-aided dispatch and, of course, continuing professional training.
The most direct route to Communications Center Manager is from call taker to dispatcher to dispatch supervisor and then to Communications Center Manager.  Suggested training for the dispatch supervisor position includes State Fire Trainings Level 1 Fire Instructor and Fire Management courses.  Training for a Communications Center Manager includes State Fire Training’s Level 2 Fire Management series. 

There are other avenues to take along the way as well.  These include Public Education Specialist, Incident Dispatcher, and Training Supervisor.  Courses for these interests are offered by such organizations as State Fire Training and the California Fire Chiefs Communications Section. 
Fire Service Communications Systems and Equipment Terminology
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The Role of the Fire Service Telecommunicator

The fire service telecommunicator must be a multi-tasker.  They answer emergency/triage related and/or non-emergency information-related telephone calls from persons requesting fire, EMS and/or other public service and provide pre-arrival instructions to callers in emergency situations, such as CPR, airway management, bleeding control, childbirth instructions, etc.  The telecommunicator must be able to operate several computers, utilizing specialized software, to answer telephone calls, enter calls for service, respond to radio transmissions and determines service needs and the level of response.  They dispatch Fire or EMS requests based on incident type specific to the level of need or a tiered medical response based on medical necessity while handling a high volume of emergency communications requiring tact, good judgment, initiative and speed.  The telecommunicator is responsible for typing data into the Computer Aided Dispatch (CAD) terminal while questioning callers for information.  They are trained to determine nature, validity and disposition of calls.  They transmit radio messages to mobile units in the field, including call assignments and cancellations, emergency calls, incident and patient information and receives acknowledgements.  They also track resources in the field for availability and status and provide appropriate resource management, including which units go in and out of service based upon request for training and based on incidents.  In addition, they are often assigned special projects based on the needs of the communications center.

Vital Services of Fire Service Communications Systems

There are four main functions, or “vital services” of fire service communications systems.  They are communication with the public, communication between department members, communication between fire departments, and communication between the department and other agencies.  The first, communication with the public, provides assistance to the public or refers the incident to the fire service, based on their analysis of the situation through appropriate lines of questioning..  These include emergency and non-emergency calls either for fire or medical emergencies, or simple requests for information.
Communication between department members and/or departments entails radio, fax, email and telephone transmissions of either an emergency or non-emergency nature.  This includes incident information to units and fire stations, on-scene status reports, coordination information, instructions from Incident Commanders, tactical communications and general administrative topics.  Communications between different departments are just as important as those between department members.
The last of these vital services is the communication between the fire service and other agencies, such as police or public works, utility companies, hospitals and the media.  They can often assist in spreading the information or providing other assistance. 

Fire Service Communications Facilities
Communications centers are under certain requirements under the NFPA regarding location and construction to ensure the integrity of the center regardless of most natural and man-made disasters.  They should be located away from high danger areas, and targets of terrorist attacks.  They can serve single departments or multiple agencies, including law enforcement, and, depending on the area they serve and its call volumes, can have a staff as small as one, or need several dispatchers on duty at once.
Topic 8-1: National Incident Management System and Incident Command System
National Incident Management System (NIMS)

The National Incident Management System (NIMS) provides a systematic, proactive approach to guide departments and agencies at all levels of government, nongovernmental organizations, and the private sector to work seamlessly to prevent, protect against, respond to, recover from, and mitigate the effects of incidents, regardless of cause, size, location, or complexity, in order to reduce the loss of life and property and harm to the environment.

NIMS works hand in hand with the National Response Framework (NRF).  NIMS provides the template for the management of incidents, while the NRF provides the structure and mechanisms for national-level policy for incident management.

The National Integration Center (NIC) Incident Management Systems Integration (IMSI) Division 
The Secretary of Homeland Security, through the National Integration Center (NIC), Incident Management Systems Integration (IMSI) Division (formerly known as the NIMS Integration Center), publishes the standards, guidelines, and compliance protocols for determining whether a Federal, State, tribal, or local government has implemented NIMS.  Additionally, the Secretary, through the NIC, manages publication and collaboratively, with other departments and agencies, develops standards, guidelines, compliance procedures, and protocols for all aspects of NIMS.

On February 28, 2003, the President issued Homeland Security Presidential Directive 5 (HSPD–5), “Management of Domestic Incidents,” which directed the Secretary of Homeland Security to develop and administer a National Incident Management System (NIMS).  This system provides a consistent nationwide template to enable Federal, State, tribal, and local governments, nongovernmental organizations (NGOs), and the private sector to work together to prevent, protect against, respond to, recover from, and mitigate the effects of incidents, regardless of cause, size, location, or complexity.  This consistency provides the foundation for utilization of NIMS for all incidents, ranging from daily occurrences to incidents requiring a coordinated Federal response. 

NIMS is not an operational incident management or resource allocation plan.  NIMS represents a core set of doctrines, concepts, principles, terminology, and organizational processes that enables effective, efficient, and collaborative incident management.  HSPD–5 also required the Secretary of Homeland Security to develop the National Response Plan, which has been superseded by the National Response Framework (NRF).  The NRF is a guide to how the Nation conducts all-hazards response.  The NRF identifies the key principles, as well as the roles and structures, that organize national response.  In addition, it describes special circumstances where the Federal Government exercises a larger role, including incidents where Federal interests are involved and catastrophic incidents where a State would require significant support. 

HSPD–5 requires all Federal departments and agencies to adopt NIMS and to use it in their individual incident management programs and activities, as well as in support of all actions taken to assist State, tribal, and local governments.  The directive requires Federal departments and agencies to make adoption of NIMS by State, tribal, and local organizations a condition for Federal preparedness assistance (through grants, contracts, and other activities).  NIMS recognizes the role that NGOs and the private sector have in preparedness and activities to prevent, protect against, respond to, recover from, and mitigate the effects of incidents.
Building on the foundation provided by existing emergency management and incident response systems used by jurisdictions, organizations, and functional disciplines at all levels, NIMS integrates best practices into a comprehensive framework for use nationwide by emergency management/response personnel
 in an all-hazards context.  These best practices lay the ground-work for the components of NIMS and provide the mechanisms for the further development and refinement of supporting national standards, guidelines, protocols, systems, and technologies. NIMS fosters the development of specialized technologies that facilitate emergency management and incident response activities, and allows for the adoption of new approaches that will enable continuous refinement of the system over time.

The September 11, 2001, terrorist attacks and the 2004 and 2005 hurricane seasons highlighted the need to focus on improving emergency management, incident response capabilities, and coordination processes across the country.  A comprehensive national approach, applicable at all jurisdictional levels and across functional disciplines, improves the effectiveness of emergency management/response personnel across the full spectrum of potential incidents and hazard scenarios (including but not limited to natural hazards, terrorist activities, and other manmade disasters).  Such an approach improves coordination and cooperation between public and private agencies/organizations in a variety of emergency management and incident response activities.  The National Incident Management System (NIMS) framework sets forth the comprehensive national approach (see table below).

Emergency management/response personnel include Federal, State, territorial, tribal, substate regional, and local governments, nongovernmental organizations, private-sector organizations, critical infrastructure owners and operators, and all other organizations and individuals who assume an emergency management role.
Incidents typically begin and end locally, and are managed on a daily basis at the lowest possible geographical, organizational, and jurisdictional level.  However, there are instances in which successful incident management operations depend on the involvement of multiple jurisdictions, levels of government, functional agencies, and/or emergency responder disciplines.  These instances require effective and efficient coordination across this broad spectrum of organizations and activities.
NIMS uses a systematic approach to integrate the best existing processes and methods into a unified national framework for incident management.  Incident management refers to how incidents are managed across all homeland security activities, including prevention, protection, and response, mitigation, and recovery. 
This framework forms the basis for interoperability and compatibility that will, in turn, enable a diverse set of public and private organizations to conduct well-integrated and effective emergency management and incident response operations.  Emergency management is the coordination and integration of all activities necessary to build, sustain, and improve the capability to prepare for, protect against, respond to, recover from, or mitigate against threatened or actual natural disasters, acts of terrorism, or other manmade disasters.  It does this through a core set of concepts, principles, procedures, organizational processes, terminology, and standard requirements applicable to a broad community of NIMS users. 
	What NIMS Is:
	What NIMS Is NOT:

	A comprehensive, nationwide, systematic approach to incident management, including the Incident Command System, Multiagency Coordination Systems, and Public Information
	A response plan 

	A set of preparedness concepts and principles for all hazards
	Only used during large-scale incidents

	Essential principles for a common operating picture and interoperability of communications and information management
	A communications plan

	Standardized resource management procedures that enable coordination among different jurisdictions or organizations
	Only applicable to certain emergency management/incident response personnel

	Scalable, so it may be used for all incidents (from day-to-day to large-scale)
	Only the Incident Command System or an organization chart

	A dynamic system that promotes ongoing management and maintenance
	A static system


Standardized Emergency Management System (SEMS)

What Is SEMS? 

The Standardized Emergency Management System (SEMS) is the system required by Government Code Section 8607(a) for managing emergencies involving multiple jurisdictions and agencies.  SEMS consists of five organizational levels, which are activated as necessary: 

1. Field response 

2. Local government 

3. Operational area 

4. Regional 

5. State 

SEMS incorporates the functions and principles of the Incident Command System (ICS), the Master Mutual Aid Agreement (MMAA), existing mutual aid systems, the operational area concept, and multi-agency or inter-agency coordination. 

Local governments must use SEMS to be eligible for funding of their response-related personnel costs under state disaster assistance programs. 

Purpose of SEMS 

SEMS has been established to provide effective management of multi-agency and multijurisdictional emergencies in California.  By standardizing key elements of the emergency management system, SEMS is intended to: 
· Facilitate the flow of information within and between levels of the system, and 

· Facilitate coordination among all responding agencies. 

Use of SEMS will improve the mobilization, deployment, utilization, tracking, and demobilization of needed mutual aid resources.  Use of SEMS will reduce the incidence of poor coordination and communications, and reduce resource ordering duplication on multi-agency and multijurisdictional responses.  SEMS is designed to be flexible and adaptable to the varied disasters that occur in California and to the needs of all emergency responders. 

The five SEMS organizational levels are:
Field Response Level
The field response level is where emergency response personnel and resources, under the command of an appropriate authority, carry out tactical decisions and activities in direct response to an incident or threat.  SEMS regulations require the use of ICS at the field response level of an incident. 
Local Government Level

Local governments include cities, counties, and special districts.  Local governments manage and coordinate the overall emergency response and recovery activities within their jurisdiction.  Local governments are required to use SEMS when their emergency operations center is activated or a local emergency is declared or proclaimed in order to be eligible for state funding of response-related personnel costs.  In SEMS, the local government emergency management organization and its relationship to the field response level may vary depending upon factors related to geographical size, population, function, and complexity. 
There also exists state (e.g., CDF, CHP, State Colleges and Universities) and federal jurisdictions at the Local Government organizational level of SEMS with responsibility to manage and coordinate the overall emergency response and recovery activities within their jurisdictions.  State agencies are required to use SEMS at this level and should be incorporated (or at least coordinated), as appropriate, at the SEMS Local Government or Operational Area organizational level.
Federal agencies are not required to participate in the SEMS organization.  However, many federal agencies also have responsibility to manage and coordinate the overall emergency response and recovery activities within their jurisdictions and often must coordinate with other local and state jurisdictions (e.g., the USDA, Forest Service, the California Department of Forestry and Fire Protection, and local fire agencies coordinate wildfire suppression activities). 

Operational Area Level
Under SEMS, the operational area means and intermediate level of the state's emergency management organization which encompasses the county and all political subdivisions located within the county including special districts.  The operational area manages and/or coordinates information, resources, and priorities among local governments within the operational area, and serves as the coordination and communication link between the local government level and regional level. 

It is important to note, that while an operational area always encompasses the entire county area, it does not necessarily mean that the county government manages and coordinates the response and recovery activities within the county.  The governing bodies of the county and the political subdivisions within the county make the decision on organization and structure within the operational area. 

Region
Because of its size and geography, the state has been divided into six mutual aid regions.  The purpose of a mutual aid region is to provide for the more effective application and coordination of mutual aid and other emergency related activities.
In SEMS, the regional level manages and coordinates information and resources among operational areas within the mutual aid region, and also between the operational areas and the state level.  The regional level also coordinates overall state agency support for emergency response activities within the region. 
State
The state level of SEMS tasks and coordinates state resources in response to the requests from the REOCs and coordinates mutual aid among the mutual aid regions and between the regional level and state level.  The state level also serves as the coordination and communication link between the state and the federal disaster response system.

Incident Command System (ICS)

The Incident Command System (ICS) was developed to provide a basic structure for incident responses and is used nationwide under NIMS.  ICS provides common terminology for apparatus, personnel and equipment, thereby ensuring that each request is filled with the exact apparatus or equipment needed by the requestor.  It also ensures that each person taking part in the incident (whether in the Emergency Operations Center, aka EOC, the field, or a regional office) knows exactly what roles must be filled, as well as identifying the objectives, based on commonly identified functions.  Use of ICS avoids misdirection, miscommunication and duplicate or conflicting instructions.  ICS allows for effective management of small to large scale incidents.  It simply provides a structure for the responders and can be expanded or reduced depending upon the circumstances.  ICS complies with the National Resource Ordering and Status System (ROSS).
The Fire Communications Dispatcher is the link that supports, requests, or fulfills requests from responders and/or outside agencies.  ICS is used on a daily basis (on a much smaller scale) in the fire service.  It is essential that the Communications Dispatcher become familiar with the functions, roles and terminology used in SEMS/ICS.
Sample ICS Flow Chart
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Topic 8-2: Fire Service Incidents
Fire Service Incidents
Fire service telecommunicators will encounter various incident types for which they will need to be prepared.  These include fire-related, rescue-related, technical rescue, search and rescue, hazardous materials, and terrorism incidents.  Hazardous materials and terrorism incidents will be detailed in Section 1C.
Fire Related Incidents

Fire related incidents are considered escalating emergencies requiring immediate response.  They include brush and wildland fires, fire alarms, structure fires, high rise fires, and vehicle fires.

Brush and Wildland Fires
Brush fires are vegetation fires made up of brush, scrub and shrubbery.  Wildland fires are non-structure fires that occur in areas with little or no development, and may or may not be a prescribed burn.  Prescribed burns are intentional, controlled fires intended to meet specific objectives.  This can be to reduce available fuel sources, i.e., dead vegetation, in the event that there is a natural wildfire, or for training purposes.
Fire Alarms

There are different types of fire alarms which are triggered in different ways.  Tele Therm alarms detect a rapid rise in temperature, thus activating the alarm.  Water flow alarms are triggered when water is present, usually by the activation of on-site fire sprinkler systems.  Smoke detectors are the most common household fire alarms, and detect the presence of smoke in the protected area.  There are also alarms designed to detect flame and light.  Communications centers are notified either by a caller, an alarm company or notification systems located at the center.
Structure Fires

A structure fire is a fire originating and burning in all or part of any public building, dwelling, mercantile or commercial building, manufacturing shop or other structure, such as a gas station, shed, barn or storage facility.  In the event of a structure fire, it is imperative that any occupants of the structure be evacuated as quickly as possible, and the location of others ascertained.
High Rise Structure Fires

A high rise structure is defined as a building having occupied floors 75 feet or higher above the lowest fire vehicle access level.  Fires in these large buildings offer a variety of challenges to fire department personnel, including evacuation, search and rescue and extinguishing the fire.
Vehicle Fires

Vehicle fires include conflagrations in autos, motor homes, trains, aircraft and trailers.  Vehicle fire risks include explosion and exposure to harmful chemicals released as byproducts of burning materials used in the construction of the vehicle.  Danger is increased if the vehicle is located in or near a structure such as a gas station or garage.  A vehicle fire could also include trucks carrying hazardous materials, or gasoline tankers.
Rescue Related Incidents

Aircraft Emergencies

Aircraft emergencies include crashes, emergency landings, and medical aids and can involve both cargo and passenger planes, of either the private or commercial variety.  It is important to quickly ascertain the location of the incident, type of aircraft, nature of the emergency, amount of fuel on board, number of people on board, and type of cargo.  At an aircraft emergency, rescue is the primary focus.  
Motor Vehicle Collisions
Motor vehicle collisions are incidents involving a road vehicle and a pedestrian, stationary structure, debris or other vehicle.  A single car incident can easily evolve into a multiple vehicle collision, and either situation can easily evolve into a vehicle fire.  It is important to ascertain the exact location, which can be difficult on rural roadways or highways, and direction of travel.  The number and type of vehicles involved is also critical information in determining the type of response needed.  There may be hazardous materials on scene, or there may be multiple injured parties, and often, persons in need of extrication.
Water Rescues
Water rescues can be divided into two main types, Swift water and Still water.  Swift water rescue refers to the removal of a person or persons from a body of water moving at a rate of greater than one knot (1.15 miles per hour).  This can include rivers, creeks, washes and storm drains and requires specialized training, equipment and precautions to combat the powerful currents that can exist in even shallow waters.  Still water rescue refers to the removal of persons from a body of water that is either standing or moving at a rate of less than one knot.  This can include lakes, ponds, swimming pools and holding tanks.  Challenges faced by responders to a water rescue include access to the scene and a lack of complete information.
Submerged/Sinking Vehicle Incidents
If a vehicle enters a body of water, it will sink.  The depth to which it sinks is determined by the depth of the body of water, while the rate at which it sinks is dependent on many factors, such as vehicle materials and amount of air trapped in the vehicle.  The only focus of a submerged or sinking vehicle is to evacuate any occupants as quickly as possible, as escape will only prove more difficult as the immersion continues.
Technical Rescue Incidents

Building Collapses
Building collapses can be caused by a variety of incidents, both natural and man-made.  These can include earthquakes, hurricanes, accidental explosions, acts of terrorism and structure fires.  There are many concerns in the event of a building collapse.  There will usually be victims trapped in the rubble, and it is a priority to extract them as quickly as possible.  However, the safety and stability of the building must be established to ensure the safety of responders.  Utility lines must be located and neutralized to prevent dangerous situations such as electrocution, fire and explosions.  Building collapses are classified into three distinct types:  

Pancake Collapse is when both sides of the supporting walls or the floor anchoring system falls.  It is characterized by the roof or upper floor falling directly onto the one below, and may result in several or all floors collapsing one on top of the other, through to the bottom level, creating many small spaces that will need to be searched.
Lean-To Collapse is when only one side of the supporting walls or floor anchoring system fails, leaving one side standing and creating a large space near the remaining wall.
V-Type Collapse is when the center of the floor or roof support system fails, with the walls generally remaining upright, leaving spaces near each side of the standing walls.
Confined Space Rescues
Confined space rescue is the removal of victim(s) from a space that is large enough that a person can enter but has limited or restricted means for entry or exit and is not designed for continuous human occupancy, such as tanks, vaults, pits, tunnels, sewers or silos.  Risks to responders and victims include exposure to chemicals and asphyxiation due to hazardous fumes or general lack of oxygen.  Rescuers must take care not to become victims themselves.
High Angle Rope Rescues

High angle rope rescue refers to the rescue of persons through the use of rigging techniques, anchor systems, belays, mechanical advantages, and subject extrication techniques, where the load is predominately supported by the rope rescue system.
Industrial Entrapment Rescue
Industrial entrapment rescues are very complex and can involve various types of industrial machinery.
Trench Rescues
Trench rescue involves the extrication of buried or partially buried persons from a hole, trench or any container in which a loose granular substance can envelop the victim.  Trench rescue operations include the shoring up of the walls to prevent further burial of the victims, or engulfing and trapping rescuers.
Search and Rescue Incidents

Search and rescue operations occur under various circumstances.  They range from small scale, single agency operations searching a limited area, to large scale, multi-agency searches of large areas.  Common search incidents include lost children, elderly people that have become disoriented and wandered away, or hunters that have gotten lost in the woods.  Larger scale incidents include the search for survivors following a natural disaster or man-made, large-scale disaster such as a terrorist attack.  Canine search and rescue teams, mounted teams and air search teams are useful resources in search and rescue operations.
Communications Dispatcher 1B – Fire Call Taker
Topic 1-1: Scope of the Call Taker Position

Instead of asking what a call taker does, the question should be, "What doesn't a call taker do?"  The call taker has many roles and must be efficient in each of them if the emergency services system is to work.  The call taker is the first link the reporting party has in receiving emergency help.  The call taker must interrogate each reporting party to find the location and type of each emergency.  He or she must also determine the closest equipment with the capabilities needed to do the job required.  Call takers are the scene commanders until emergency equipment arrives and with this role comes responsibility.  All this must be done quickly and correctly, many times as lives hang in the balance.

The First Contact

When the call taker answers the phone, there is no way to know what the reporting party will be reporting.  Gone are the days when a firefighter could answer the phone, tell the reporting party they would be right over, and then jump on the rig and drive to the address.  Call takers these days must have an understanding of everything from telephone systems to computers, and the geographical area that they serve.  There are also higher than ever expectations from the public, fueled by media attention and advancements in dispatch tools.

One of the first things a call taker learns when going to work for a communications center is the list of questions they should ask for given situations,  These questions invariably start with location of the incident and telephone number and may include everything from directing someone out of a burning building to giving childbirth instructions.  It is up to the call taker to get the necessary information and convince the reporting party to follow their instructions.  If a call taker cannot enter the correct address and type of call, the incident is doomed to fail.  Controlling the call is not always an easy task but it is something every call taker-must learn how to do.

It is the answers to the call taker's questions that direct them in running a call correctly.  The size and type of a business demands how much equipment and what kind of equipment should be sent.  Hazardous materials calls differ from vehicle rollovers, which differ from chest pain.  The call taker must enter the correct call type to get the right equipment to the scene.  Many times unique situations arise which demand the call taker to use common sense and ask additional questions.  The call taker that excels in this area will become a role model.

Understanding the local telephone system allows the call taker to troubleshoot problems when they arise, whether it is with the Automatic Number Indicator (ANI) / Automatic Location Indicator (ALI) or the inability to call someone back at a payphone due to phone company limitations.  When problems with the phone system occur call takers must use common sense and policies set forth by their communications center.
The majority of communications center these days use some form of computer aided dispatch (CAD) system.  CAD can assist a call taker in choosing valid addresses within their area, picking the closest and best equipment for the call, and tracking equipment status.  However, as with any computer system it is only as good as the information entered into it, and that must be done by listening to the reporting party and entering the information correctly, following communications center policies.

Knowing the geographical area serviced by their communications center is vital for the call taker.  Many times access to a given area is affected by traffic patterns, events such as parades and street closures, as well as naturally occurring situations like flooding or downed trees.  Choosing and directing emergency equipment is left up to the call taker and a map. 

Many people who call also believe the call taker has the answers to all of their questions, ranging from turning on a pilot light to how their medications should be administered.  Clearly the call taker needs a wide array of sources available to them and many times will fall back on policies that guide what instructions they can give.  Many times the answers are affected by legal liability issues.

Citizens and communications center alike hold call takers to very strict standards regarding customer service.  It can be difficult to deal daily with people who are under stress; after all calling 9-1-1 is rarely done in a time of calmness.  Yet, there are very few professions where customer service is of more importance.  Customer service is providing to the client the right product for their need in the right amount of time.  This is the very definition of the call taker’s job.  It is this customer service that begins a reporting party's interaction with the emergency system.  If it goes well, the best stage is set for the units upon arrival. If something goes awry, the call can snowball into an avalanche of life-threatening proportions.
Being a Team Player

The processing of an incident involves many people, including the call taker, radio dispatcher, and

field personnel. No one person can act alone. Since each incident involves a team, it is important that the call taker think of himself or herself as a member of that team.  The team cannot complete its task if the initial address is incorrect or if not all of the important information has been obtained from the reporting party.  The call taker is a key member and the team’s success relies heavily upon his or her performance.  It is also important that the call taker remembers that he or she can also look to other team members for advice and instruction.  When the communications center is busy, it is imperative that the team trusts one another and works together, backing one another up as much as possible.  This works as a checks-and-balances system to ensure the quality of everyone's work. 

Prioritization 

The number of emergency units available versus the number of emergency calls many times determines how long a reporting party must wait for help.  For this reason, many communications center prioritize their calls. 

In most instances, communication centers prioritize their calls with life over property, property over environment, and environment over routine public assists.  Prioritization is something the call taker must always consider when choosing call types.  Using the wrong call type or not asking the appropriate questions to determine call type can result in devastating error. 

Many communications center also prioritize phone lines as well.  9-1-1 calls are generally answered before seven-digit emergency lines.  Allied agency lines, like the California Highway Patrol (CHP), are next in line, followed by public business lines. 

The idea behind prioritization is to get help to those who need it most, most quickly.  Many times when things go wrong at a communications center it is linked to incorrect prioritization, whether it is due to incorrect information from a reporting party or by a call taker's mistake. 

Safety Issues 

A call taker's first concern is for the safety of the responding emergency service workers.  If the emergency service workers enter an unsafe scene and become victims, a disservice has been done to them and the citizens expecting assistance.  This does not mean a firefighter or medic will never enter a hazardous scene, it simply means that the call taker’s first responsibility is to pass on all the information they have about the scene so the responding personnel can make a decision based on reported facts.

Excerpt from an article by Jacob H.Fries, October 5, 2001. New York City dispatchers regarding  the WTC incident Sept. 11, 2001 americanfiresvc@juno.com
 “To think about what was happening, to let the entire·weight of it hit you, was not

possible,” they said. “There was no time to think, consider, or reconsider,” they said.  There was only time to do: to dispatch units to the scene, to coordinate from an office miles away.  Certainly, they said, there was little time to realize that many of their friends being

dispatched to the World Trade Center blaze would not return.
"A lot of us feel responsible, a lot of us feel remorse about sending them in,” said John Lightsen, a dispatcher.  “But no matter what, you’re not going to stop a fireman from saving somebody’s life.  That’s what they do and that’s what they love to do.”

But then after so many calls, there was only silence.  The dispatcher switchboard went dark and the radio calls out to the field went unanswered.  All at once everything stopped.  And that was the worst time of all, they said.  The towers had collapsed, leaving 343 firefighters dead or missing.

It can be very difficult to be on the phone with someone who needs help for his or her loved one and know that the units will not be entering the scene until it is deemed safe by law enforcement or other technical experts. 

"But for every fire alarm dispatcher who worked that day, who sent the first rescue workers into the twin towers, who fielded the final calls from people on doomed floors, it is a day that swirls with memories, with tempered pride, with grief and with guilt." 

Stress

To say the career of call taker is stressful can be an understatement.  The very job description of answering calls from people in need of emergency help is enough to raise some people's blood pressure.  What stresses someone out (stressors), however, can vary greatly from individual to individual.  The constant pressures of time, responsibility for life and death, and the inevitable unknown become an adrenaline rush for some call takers and a reason to find another career for others.  It is something to think about long and hard when considering a career in the emergency service field. 

9-1-1 Reporting Party Slain 

By Frances Robles, Miami Herald, Wednesday, July 21, 1999

The cries are loud, desperate, but brief and nearly unintelligible. "Send me some help!" 

the 9-1-1 reporting party says. "He's stabbing me in the back!" Thumping sounds can be 

heard between the man's screams

The call came in to Miami police at 1:30 p.m. May 25.  But there was a serious problem: police could not trace it because it came from cellular telephone. And when the dispatcher asks, "Where are you?  Hello? Hello?" there is no response.  The reporting party is dead.
Miami police later surmised the call came from Hezekiah Alphonso Brown, 53, who was found at 8:30 a.m. three days later at his 1020 NW 51st Street home with dozens of stab wounds in his back.  Police then realized: Brown phoned in his own murder – as it was happening.

"You can hear the thumps, like someone is hitting him, “said Miami police spokesperson Delrish Moss.  “It sends chills up your body.  You’re feeling what he’s feeling.”
The case underscores the problem Florida has long had with its booming cellular telephone industry.  As more and more drivers are relying on mobile telephones in emergencies, 9-1-1 systems across the state are unable to tell where the calls are coming from, unless the person tells them.

That should change-soon: Florida legislators last month enacted a 50-cent tax on cellular telephone users to pay for new technology that will pinpoint the location of 9-1-1 emergency calls from cellular phones.  While the law is in place, it will take time for 9-1-1 systems to be upgraded, Moss said. 

The bill was pushed forward after a 14-year-old Broward girl was impaled by a metal rod while riding in a car with her mother.  A snippy dispatcher informed the girl’s mother that police couldn’t help unless she could give her location. 

In Mr. Brown's case, the call showed up on police communications screen as coming from a main Bell South Mobility line. 

"This guy is screaming in agony on the phone and the poor dispatcher is trying to get him help and can't," Moss said. "When he's found days later, not only is he stabbed upwards to 

30 times, but he's dead and decomposing. We don't find the cellular phone." 

Miami police said Mr. Brown was the quiet type with only minor infractions on his criminal record and no known enemies. There was no forced entry into his home and nothing besides the telephone was missing. 

'The person's primary intent appears to have been to kill him," Moss said. "There are no suspects right now." 

Detectives spent the week passing out flyers to his neighbors, hoping one of them would call in a crucial tip. "I don't think anyone around here knew anything about him," said Sarah 

Larry, one of Mr. Brown's neighbors. "He was a loner. His murder makes you kind of nervous." 

Additional Stressors 

There are additional stressors inherent in the call taker's job.  Since all communications centers must be staffed 24-hours a day 7-days a week, many different work schedules exist.  They all, however, include working some nights and weekends.  For many people, working unusual hours and not being able to attend events with friends and family are a great deterrent from becoming a call taker. 

There is also a shortage of communications personnel, which means staffing is currently at the minimum level.  This creates the need for working overtime hours.  According to "Dispatch Monthly" magazine, the staffing shortage began in the mid-1990s when many dot com computer companies were looking for professionals who worked well making decisions independently, were computer savvy, and could think on their feet.  This is also the description of a good call taker candidate.  Unemployment rates for this type of individual was also at an all time low.  Since private companies could offer more money and better benefits than the public communications centers, communications centers began hurting for employees.  The Association of Public Safety Communications Officials (APCO) even convened a Staffing Crisis Task Force to look into the situation.  APCO also concluded communications centers were losing people to the private sector and stated “9-1-1 needs 9-1-1.”  Working overtime eventually takes its toll on everyone and can be exceptionally stressful to the body and the mind.  Overtime in itself was stated by Gary Allen of “Dispatch Monthly” magazine as “being a prime factor in communications centers losing personnel.”

The Positive Side 

Not every call that gets the adrenaline racing has negative outcomes.  There are uplifting moments for the call taker as well, and for many, these are the moments that make the job worthwhile. 

Excerpt from a Sacramento Bee article by Sekhar Padmanabhan, April 2, 2002
Sacramento, CA 

The friend of a North Sacramento woman delivered a baby girl Monday afternoon -thanks 

to a quickly arranged team effort. 

Sacramento police dispatchers at 1 p.m. transferred a 911 call to the Sacramento Regional 

Fire and EMS Communications Center in Rancho Cordova. The caller being transferred -a 

friend of the mother -could speak only Spanish. 

So one of the dispatchers in Rancho Cordova, Barbara Vatalaro, called the AT&T Translator Service in Monterey to put a translator on the line. 

Eloisa Martinez, 24, and her new daughter were doing fine late Monday at Sutter Memorial Hospital, said hospital spokeswoman Nora Bailey. 

The translator, Irma Barrazo, quickly learned that the caller's friend was in labor and having contractions close together, said Captain Dave Whitt, spokesman for the Sacramento Fire Department. Barrazo verified the Bowles Street location and sent help from the nearest fire company. Relying on the explicit instructions Vatalaro was giving Barrazo, the friend delivered the baby.
In an interview Monday night, Vatalaro said the baby was born three minutes after the call was transferred and that this was Martinez's second baby.  Firefighters arrived three minutes after the birth, she said.  An ambulance crew took Martinez and her baby to Sutter Memorial in East Sacramento. 

"Everything was happening so fast, but it seemed like a long time, “Vatalaro said.  “I had to give additional instructions on cutting the cord and wrapping up the baby.  What was frightening for me was when she said the head had come out…and it was a long time before the rest of the baby came out.”  Bailey could not release information on the size of the baby.

The fire department’s Whitt said the case “went down textbook.”  He said Barrazo had only been at her job for two months and that this was the first time she had helped deliver a baby. 

GROUP ACTIVITY 1-1-1

TITLE:


Twenty Questions

TIME FRAME:

0:30

MATERIALS NEEDED:
A variety of small toys, office supplies, or kitchen gadgets (one for 





every student)

INTRODUCTION:

This activity provides you the opportunity to understand the 





importance of asking reasonable questions in a logical sequence to 





reach an accurate conclusion.

DIRECTIONS:

1.  The class will be divided into groups of 2.





2.  Sit or stand back to back.  Do not look at your partner.





3.  The instructor will give one student an object.





4.  The student without the object tries to determine what the object





      is by asking questions.  The question cannot be “What are you





      holding?” or “What does the object look like?”





5.  The student has 5 minutes to ask up to 20 questions.





6.  Without discussion, reverse roles with your partner using a 





      different object to be identified. 





7.  The student has 5 minutes to ask up to 20 questions.





8.  Be prepared to discuss which questions proved most useful and





     whether the order of the questions played a role in how quickly





     the object could be identified.  Relate these ideas to asking





     questions of a reporting party. 

Topic 1-2: Overview of Emergency Medical Dispatch
[image: image65.png]


What is EMD? 
EMD stands for emergency medical dispatch.  It is a series of questions the telecommunicator asks a reporting party when they call with a medical emergency.  In addition to questions, appropriate directions for CPR, rescue breathing, pre-hospital childbirth, and choking are also available for the telecommunicator to use when necessary.
History of EMD
The concepts of EMD began shortly after the Department of Motor Vehicles established protocols for ambulances in 1976.  In 1977, Dr. Jeff Clawson, considered the “Father of EMD,” developed a set of questions and dispatch priorities to assist emergency telecommunicators to determine, over the phone, life-threatening emergencies and emergencies that did not require emergency equipment to travel with lights and siren.  This concept allows the EMD the ability to prioritize calls and use emergency equipment more wisely.  In 1986, the California Emergency Medical Services Authority (EMSA) established EMD training guidelines for agencies considering using an EMD program.  

Benefits for a Communications Center to Provide EMD

There are several reasons a communications center may decide to incorporate an EMD program.  The benefits can be categorized as benefiting the public and benefiting the EMS worker.  The public has begun to expect instructions from the 9-1-1 telecommunicator after the popularity of such shows as “Rescue 9-1-1.”  Across the country, there are weekly reports of telecommunicators saving lives by giving CPR and Heimlich maneuver instructions over the phone.  There are also stories of childbirth instructions being given which usually end with the sound of a newborn crying in the background.  With such widespread coverage, the public has the misconception that every communications center provides these instructions.  This is simply not true.  Medical experts agree that without oxygen, the brain starts to die within four to six minutes.  After that period, if a person is resuscitated there is the risk of irreparable brain damage.  For that reason, many communications centers have begun giving rescue breathing, Heimlich maneuver, and CPR instructions so the patient can begin receiving the benefits before the ambulance or fire department arrive.  Such instructions can mean the difference between life and death.  EMD also provides the emergency service worker with benefits.  The first of which is that the telecommunicator no longer has to tell the reporting party “help is on the way” and hang up, oftentimes without knowing the outcome of the call..  EMD allows the telecommunicator the opportunity to provide assistance before the responding units arrive and follow-up of patient outcome.  The responding EMS personnel also gain a better understanding of the patient they are about to encounter as the telecommunicator relays information such as age and chief complaint.  The telecommunicator can also gauge a scene’s possible safety issues if they stay on the phone for a longer period of time asking EMD questions. 

Negatives for Providing EMD

The two most cited reasons for not supplying emergency medical dispatch services are cost and liability.  There are relatively few companies that supply EMD programs, and they do not come cheaply.  There is also the concern of liability for providing EMD instructions to a reporting party who has no medical experience.  Giving instructions over the phone is not always easy, especially when you consider the caller may be reporting a loved one that is dead or dying, however many communications centers have provided  EMD services and there has not been a successful lawsuit against an agency who followed EMD protocols. 

Liability generally centers on the issue of negligence.  Negligence consists of four main components, all of which must be proven by a plaintiff for an EMD to be found negligent.  The first is a duty to act.  Certainly if a telecommunicator works for an agency which performs EMD there is a duty to act.  The second component is a breach of duty, which is simply a failure to perform the duties of the job.  An injury resulting from a breach of duty must also be proven.  Finally, causation between the telecommunicator’s duty to act, failure to act, and an injury must be proven.
When discussing negligence, several terms arise.  The "Reasonable Man Rule” is one such phrase.  This is simply a comparison of the accused person’s actions and the actions of a similar telecommunicator in the same situation.  The “Emergency Rule” is another term the telecommunicator should know.  It implies that a person who is confronted with an emergency is not to be held to the standard of conduct normally applied to one who is in no such situation.  This is generally used when a telecommunicator’s instructions to a calling party are not clear and result in the calling party injuring themselves or others.  Finally, the courts will look at whether or not the telecommunicator followed company policy.  Every agency should have, in writing, policies stating the telecommunicator must follow the EMD protocols exactly and not deviate from them on a whim, or try to recite them from memory.  

How Does the Telecommunicator Know What to Say?

EMD is generally in a card/rolodex-type form or it can be incorporated into a computer aided dispatch system.  There is a list of cards with questions depending upon the chief complaint (most serious problem) the caller is reporting.  This may be chest pain, difficulty breathing, or seizure.  The telecommunicator flips to the right card and asks the questions or gives the appropriate directions to the caller. 

The EMS System 

The Emergency Medical Dispatcher is an integral part of the emergency medical services.  Many times the EMD is the first piece in the puzzle and is in charge of the scene until the units arrive.  

Each piece of the EMS puzzle fits to create the "big picture." There are three main components of pre-hospital EMS care. 

EMD

The first person to have contact with the patient or scene is going to be the EMD.  There are several emergency medical dispatch programs on the market today.  The vast majority of programs require initial training of 24 to 36 hours.  During this time, the new telecommunicator is taught how to use the EMD protocol and how to handle hysterical, angry, young, and elderly callers.  It is highly recommended that the new telecommunicator be supervised by a more experienced person during the first several weeks of answering 9-1-1 calls.

EMT-I (Basic Life Support)
 

The next person to be exposed to the patient or scene is generally a first responder or EMT.  This is generally law enforcement or fire department personnel who have been trained and certified in basic life support (BLS) practices.

BLS means emergency first aid and CPR procedures that, at a minimum, include recognizing respiratory and cardiac arrest and starting proper application of CPR to maintain life without invasive techniques until the patient can be transported or until advanced life support (ALS) is available.  Automated external defibrillator (AED) training is now part of the basic scope of practice. 

EMT-P (Advanced Life Support)

Paramedics are trained and licensed in the use of advanced life support skills.  ALS includes, but is not limited to, all EMT-I and EMT-II skills, use of Laryngoscope, endotracheal and nasogastric intubation, Valsalva’s Maneuver, needle thoracostomy, and administration of 21 drugs. 

Training

BLS and ALS training are provided locally through community colleges, private organizations, county facilities and fire departments to name a few.  The training must comply with Division 9 of Title 22 in the California Code of Regulations. 

Emergency medical services are governed by several agencies.  Federally, the Department of Transportation governs the safe use of emergency equipment.  California’s Health and Safety Code (Division 2.5) sets the standards for emergency medical training and scope of practice, with the Emergency Medical Services Authority responsible for the coordination and integration of all state activities concerning emergency medical services.  Each county may even develop an emergency medical services program providing they follow established regulations.

California Dispatchers are at Risk Performing Medical Dispatch

Dispatch Monthly, Allen Media, January 2002

A California appeals court has ruled that the state’s public safety dispatchers do not have qualified immunity against lawsuits when performing their job duties, and that a lawsuit filed 
against the city of  San Francisco by the family of a woman who died of an asthma attack in 1998 can go forward.

The First District Court of Appeal reversed a lower court ruling that sent the case back for further proceedings.  The court also cited the city and county of San Francisco (CCSF) as “morally Blameworthy” in the incident, saying the plaintiffs had presented a “constellation of facts” to support that conclusion.  The lawsuit was filed by the husband and father of the Angelique Chan, who was taken by family members to Kaiser Hospital that did not have an emergency room. Through a misunderstanding between the family, a hospital security guard, and the 911 call taker, it took 20 minutes for an ambulance to arrive, and paramedics were unsuccessful in reviving Chan. 

The appeals judges also examined the issue of how the city’s emergency medical dispatch (EMD) training was tracked, the performance of the call taker, and the intent of state legislation allowing certain public safety employees immunity from civil lawsuits. 

The case dates to 1995, when the city established a task force to investigate existing standardized EMD programs.  In 1997 dr. John Brown became director of the city’s Emergency Medical Services department, which is operated by the Department of Public Health.

When Brown joined the agency, the task force had narrowed down the EMD choices to two:  one marketed by Medical Priority Consultants, and a criteria-based dispatching (CBD) system used in the state of Washington.  According to the court, Brown concluded that CBD was best for San Francisco because the city had recently combined its fire and paramedic dispatching.  

This merger brought together dispatchers who were originally trained as firefighters with those who had previous training as paramedics.  CBD allows dispatching to be based on a set of uniform criteria, the court noted, rather than based on the answers to a series of questions that had to be asked of each caller, regardless of whether some of the questions were relevant. 

Who’s trained?

Implementation of CBD began in early 1998, with a target implementation date of May 1998 for everyone using the new system to be trained in CBD

“For the most part, Dr. Brown believed this target was met,” the court wrote in its decision.  Normal training for non-medically trained personnel was three days long, although those with prior paramedic training went through an eight-hour course.

A few people who were assigned to the dispatch center just before the CBD implementation date needed catch=up courses.  “Dr. Brown was unaware of any introductory training in CBD being given to paramedics in 1998.  Departmental policy required that all dispatchers and call takers receive their full training in CBD, plus continuing education and compliance with quality improvement requirements.  Dr. Brown knew of no exceptions to this training prerequisite, “ the court said. 

The CBD system included written guidelines, and a policy was adopted that dispatchers would use CBD protocols in their dispatching duties.  This was true regardless of whether the person was assigned the role of the call-taker or dispatcher. 

“Of significance to the case before us,” the court wrote, “the CBD guidelines specifically address how EMS is to respond to 911 complaints of shortness of breath, or inability to breathe.”

There is a specific card for “Breathing Difficulties;” and under “Critical factors that should have a Code 3 assistance,” the guidelines state in par:  “Persons who are short of breath or cannot talk in full sentences because of respiratory distress have a significant impairment and should have     Code 3 evaluation.”

Code 3

Breathing difficulty:  Subjective self-report of uncomfortable breathing pattern.  Short of breath (SOB):  Subjective self-report of uncomfortable breathing pattern or patient is unable to speak full sentences and/or has a breathing pattern suggestive of uncomfortable of impaired breathing. 

Code 2

Hurts to breathe: Patient reports pain with deep inspiration and no pain when NOT breathing.  NO other CODE 3 criteria present.

On the evening of August 27, 1998, Chan and her husband Yong Shao Ma were having dinner at a friend’s home in San Francisco.  Chan suffered from asthma and sometimes had difficulty breathing.  After dinner, Chan complained that she wasn’t feeling well and was having difficulty breathing, according to the appeals court decision.

Mr. Ma took her to a nearby Kaiser facility.  “As Mr. Ma was apparently unaware, the [hospital] does not provide emergency medical services.”

The court used pre-trial depositions from the involved persons to reconstruct the incidents of that night, along with documents that both the city and plaintiff filed in support of the lawsuit.

Yelling Help

As they entered the building, Chan was holding her chest and making sounds indicating she was having a difficult time breathing.  Ma recalled his wife yelling out “Help, help” to one of two security guards inside the building.

Chan was unable to continue through the second of two automatic doors that led into the building.  Ma saw one of the guards use the telephone to call someone, and noticed that his wife’s color began to change to a paler, grayish color.  He then began to yell, “Help!” to the guards.

Ma spoke predominantly Cantonese and Mandarin Chinese, and knew only a “little bit” of English, the court noted.  One of the security guards came over to the couple and asked Chan to come to the phone.  “Ma became very upset because his wife was not able to say anything at that point:” the courts said.  Ma then picked up the phone and said, “Help.”

He heard a female voice on the line but was unable to understand what was being said.  No one tried to translate what the person on the phone was saying, Ma said.

Security guard White first saw Ma and Chan thought the glass sliding doors.  Ma was carrying Chan under her arms with her feet dragging, he testified in a deposition.  The couple was saying something to each other in Chinese, White said, and then went to dial 911 for help.

White said he was immediately connected to the fire rescue dispatcher to whom he reported that a woman had come into the facility believing was an emergency room.

According to White, the woman had collapsed onto the floor and said she was dying.  The call taker asked about the location of the woman, and White replied that the woman was still there and was screaming, “I’m dying and I can’t breathe.” 

White estimated that he was on the telephone with the 911 call taker for five minutes.  After the call, he went out on the 5th Avenue side of the building with a flashlight to await the arrival of police and paramedics.

Prior Knowledge

By all accounts, the call taker who fielded the 911 call from the Kaiser facility had an extensive emergency medical background.

Martha Cody graduated from Western Institute in pre-hospital care in, and then spent three years as a paramedic in Oakland (Calif.).  She joined the San Francisco fire Department as a paramedic and had put in 10 years there before she went off on light-duty from a work-related injury.  In early august 1998, she returned to duty, but as a dispatcher, just weeks before Chan’s incident.

According to the court, “In her training Cody had learned that an asthma attack can be fatal, and that the victim of such an attack cannot speak words.  The symptoms can include shortness of breath, expiratory or aspiratory wheezing, tightness, bronchospasms, sweating, and sometimes chest pain.” 

On the night of Chan’s asthma attack, Cody had a copy of the CBD guidelines sitting at her console, the court said.  “However, during the call from the Kaiser facility, Ms. Cody did not work from the guidelines.  At no time during the call did she consult the guidelines, nor was she instructed to follow them.  She had never been instructed before that night in the use of CBD guideline questions.”

In early 1998, Ms. Cody took a four-hour training course in emergency dispatch.  However, the court said, during this training session she was not provided with the CBD guidelines, nor was there any discussion of what those criteria were. 

According to the court’s ruling, “The program was a general overview of what was coming once the CCSF Department of Public Health and Fire Department emergency medical services merged later that year.  She was told that the purpose of implementing the CBD was “so that everyone in the dispatch center would use the same criteria to triage calls.”

In depositions for the lawsuit, Cody confirmed that a Kaiser security guard told her that a woman was reporting having difficulty breathing.  “She had no reason to doubt the truthfulness of this statement by the security guard, or that it represented a real breathing raises the possibility of a life-threatening situation and that time is of the essence in responding to such calls.” 

Suggested Answer?

After learning the woman was about 20 years old, Cody remarked on the phone that Chan’s comment that she could not breathe was inconsistent with the report that she was screaming.  She then asked the security guard to try to put her on the phone.  “The security guard advised her that the woman was unable to speak on the phone,” the court wrote.

Another person picked up the telephone and explained to Cody that Chan could speak only Chinese.  “When Ms. Cody learned the patient spoke Chinese, she planned to have an interpreter come on the line if the patient responded.”

The court wrote, “Based on a chief complaint of shortness of breath, which she was unable to confirm by direct contact with the patient, Ms. Cody understood that her next step was to try and ascertain exactly what was going on at the scene.”

In response to screaming heard in the background, Cody remarked, “It sounds like she’s flipping out.  Like she’s got some drugs on board. “Cody asked security guard White if Chan had been doing any drugs, and White answered somewhat ambiguously, “If [he needed] to venture an opinion…” 

White did not mention to Cody that Chan’s husband was with her and Cody did not ask.  She told White that she was dispatching the police along with an ambulance to the incident, and she hung up the phone.
According to her deposition, Cody understood her next step was to ensure that the scene was safe and secure, and then to send an ambulance.  The screaming she heard, her inability to get a very clear history, and her inability to talk to the patent all led Ms. Cody to the conclusion that the scene was not secure, although the security guard did not tell Ms. Cody that he felt threatened by the patient, “the court wrote.

Cody telephoned the San Francisco police dispatcher immediately after she finished her call with the security guard and requested that officers respond.

She also entered an incident into the EMS agency’s Commuter-aided dispatch (CAD) system at 10:46 p.m.:  20 year old female OD bizarre [sic] aggressive violent earning [sick] PD to respond. 

Terrance Hogue was working that evening in the EMS comm. Center as “fleet manager” and noticed the Kaiser incident.  He asked Cody about it and, according to the court decision, “She told him there was a possible overdose there and that the patient was acting aggressive and violent.  Cody was going to respond by sending the police to the scene.  
Cody told the police that they should call her once the scene at Kaiser had been secured.  This was standard operating procedure.”

Hogue testified that he called the paramedics a couple of minutes after his exchange with Cody and told them to stand by for a Code 2 response.  “He did not recall Cody saying that the caller had reported shortness of breath.  Had she done so, Hogue would have upgraded the response to a code 3,” the court said. 

Police units arrive on scene at 10:47, or about 10 minutes after Chan and her husband walked into the Kaiser facility.  The officers reported that the patient’s condition had worsened, and that she was now having trouble breathing, and the incident was upgraded to a Code 3 response.

CPR Needed

One of the responding police officers was San Francisco Police Officer Jeffrey Brown.  When he arrived at the Kaiser facility, he saw a large group of people gathered in the reception area.  As he neared the group, he saw Chang on the floor, who had just vomited.  H immediately radioed for an ambulance Code 2. 

“Right after calling for the ambulance, the office saw that Ms. Chan had stopped breathing, and he began to administer CPR along with another police officer on the scene, Officer Madden,” the court wrote.  “Once he learned that the woman had stopped breathing, Office Brown changed the ambulance summons from code 2 to Code 3.”
Officer Cathy Schiefer also responded to the Kaiser incident.  “According to Schiefer, she and Brown responded because the primary office who received the call was working alone and the call indicated that the incident was possibly PCP-related, and that a city employee needed assistance with a possible resister.”

When Schiefer arrived, she asked one of the security guards what was going on, “noting that the call came into the police department as a possible resister.  The security guard replied that he reported a medical emergency and not a resister or that the patient’s complaints were PCP-related. “

Furthermore, “Schiefer was puzzled by the fact that the complaint was apparently called in as a medical emergency but the dispatch note to the police came up as it did.”

Paramedics Arthur Davis and Frank McMahan were returning to their firehouse station when they were dispatched to the hospital for possible drug overdose:  They found nothing on the Geary St. entrance and radioed the dispatcher for more information.  At that moment, the incident was upgraded to Code 3, and they were told to go to the Fifth Ave. entrance of the hospital. 

“After calling for a fire engine truck, which was standard procedure for a Code 3 call, Davis and McMahan entered the building and immediately proceeded with patient care, which included airway management, oxygen, and cardiopulmonary resuscitation,” the court wrote.  “Davis and McMahan continued resuscitation,” the court wrote. “Davis and 

McMahan continued resuscitation efforts for 20 to 25 minutes, without success.  At no time during that period did Ms. Chan ever regain a pulse or spontaneous breathing.” 

Everyone Saved

McMahan was upset as he wrote his report, he said later in a deposition, in part because the original call had come in as an “OD Code 2,” which was then later changed to a Code 3  “Having worked in the field for 30 years, it was Mr. McMahan’s opinion that the medicines he has on board his paramedic unit would have started her up.  He noted that his ‘save rate’ during his 30-year career was 100 percent, explaining that if they are alive when I get there, they are alive when they get to the hospital.”

In his deposition, Davis explained the “Response Time Standards” published by the San Francisco EMS department for both Code 2 and Code 3 paramedic dispatches. 

The Code 2 response time goal is for the paramedic unit to arrive within 20 minutes of a 911 call being received. 

There are two types of Code 3 dispatches.  The first is denominated a “Life Threatening Code 3 Dispatch” applicable where there is cause to believe that the patient requires resuscitation, there are indications of airway obstruction or choking, or in cases of severe allergic reaction. 

In those instances, the response time standard is eight minutes or less for 90 percent of the calls.  This is the total time from receipt of the call until arrival at the scene, and includes two minutes to process the 911 call and to dispatch the unit.  This leaves a standard time of six minutes “roll time, “ which is the actual ambulance travel time.
Other Code 3 dispatches apply to heart attacks, shortness of breath, asthma attacks, overdoses and poisonings, events which are no immediately life threatening but which could be.

In 90 percent of the cases, the response standard from receipt of the 911 call until arrival at the scene is 10 minutes or less. 

Case History 

Chan’s family filed an administrative claim with the city in September 1998, and the city denied it routinely, allowing the family to file their civil lawsuit the next month.  The suit named the city, Kaiser, and the security guard’s contractor as defendants. 

The lawsuit alleged three separate causes of action:  wrongful death, negligent infliction of emotional distress on behalf of Ma, and for professional negligence.

The court wrote, “The complaint’s charging allegations are contained in a single Joycean sentence of compound and complex thought, as follows:  Defendants act [ed] with bad faith and wanton indifference toward the grave medical condition of Descendent by, inter alia, prodding the 911 caller to report a drug/alcohol related incident and thereafter showing callous indifference towards Decedent’s health and safety by reason of the characterization of the incident as a drug overdose while ignoring Decedent’s pleas that she could not breathe and was dying; by failing to provide timely emergency treatment to Decedent at the scene of the Incident prior to and after the cessation of breathing by Decedent; by failing to prioritize the Incident as a “Code 3” emergency, thus unduly slowing response time; by improperly concluding and reporting that the incident was a drug overdose; and, by their unduly slow response to the 911 emergency call placed in response to the incident.” 

The city filed a motion for summary judgment, and argued that it owed no duty to Chan, and that, in any event, California Government code section 820.2 afforded it absolute immunity for discretionary acts by government employees. 

In subsequent court proceedings, Kaiser and the security guard contractor were dropped as defendants.  In May 2000, the trail court granted the city’s motion to toss out the case, relying on state law allowing government employees certain discretion in their acts.    According to the trial court, the city’s arguments, “…establish that the actions of 911 call-taker Martha Cody involved her personal deliberations, decision and judgment, and, therefore, warrant as a matter of law, such immunity. 

Duty vs. Immunity 

The remainder of the court’s 35-page decision was taken up with the specifics of the law, and citations to previous court decisions.  Much of the decision rested on the fine line between Cody’s discretion to take action as the EMS dispatcher handling the incident, and her actions based on the information she knew at the time. 

The court took a two-pronged look at the case, first deciding whether the city owed a “duty of due care” to citizens who use its emergency medical service, and addressed whether that duty is limited or absolved by various statutory enactments. 

As for duty, the court look to the previous Rowland case, which set out a multi-part assessment that includes:  the foresee ability of harm to the injured party; the degree of certainty that the injured party suffered harm; the closeness of the connections between the defendant’s conduct and the injury suffered; the moral blame attached to the defendant; and the consequences to the community of imposing a duty to exercise care, with resulting potential liability. 

The court examines each of these factors at length, and compared previous court decisions to the Chan case.  

“Foresee ability is not seriously contested here, “ the court wrote.  “The very raison d’être for emergency medical services is to preserve human life.”

According to the court, the protocols the city established for medical dispatching were designed to allow dispatchers to discern as quickly as possible whether a call concerns a life-threatening situation requiring the fastest possible response.
“The conclusion that a failure to exercise due care in performing dispatching duties is likely to result in injury or death to 911 callers in manifestly clear and does not require further elucidation. 

On the issue of whether there is a direct connection between Chan’s death and the actions of the EMS agency, the court again found the matter was clear, despite the city’s arguments to the contrary.

“The degree of certainty that Ms. Ma suffered injury on the night of August 27, 1998, is absolute,“ the court said.  “[The city] instead contends that her death bore no causal relationship to Ms. Cody’s dispatching activities.”

But the court noted that the record contained, “sufficient direct and indirect evidence to support the conclusion that the connection between the response to the 911 call from Kaiser’s French Campus and Ms. Ma’s death is temporal and strong.”

First, the court wrote, despite the parties’ disagreement as to whether Cody properly interpreted the call, “It is clear that is was reported that Ms. Ma complained of an inability to breathe.  If this complaint mandated a ‘Life-Threatening Code 3 Dispatch response under [the city’s] Response Time Standards published by the EMS department, there is a 90 percent chance that assistance would have arrived within eight minutes of the 911 call being received.” 

Additionally, the court noted that paramedic McMahan was upset when he discovered the call originated as a Code 2 dispatch, requiring instead a response time of 20 minutes under the city’s standards.

Further, the city admitted in pretrial statements that the dispatch call to the paramedic unit did not occur until 11 minutes, 51 seconds after the 911 call was received.  It is estimated that the police officers arrived at the Kaiser French Campus facility 10 minutes after the 911 call was placed.  The paramedics arrived approximately 10 minutes later, for a total actual response time of 20 minutes. 

“Given this evidence, we are compelled to agree with appellants that the causal connection between the challenged conduct and injury is neither ‘weak’ not (sic) ‘remote.”

Moral Blame?

On the issue of moral blame, the court took the city of San Francisco to task.  The court said it is more than the answer to the question “was the defendant negligent?”  Instead, courts have required a higher degree of moral culpability such as where the defendant intended or planned the harmful result, had actual or constructive knowledge of the indifference to the results of their conduct.  “We believe appellants have presented a constellation of facts supporting the conclusion that the conduct of CCSF was morally blameworthy,” the court said in its decision. 

First and foremost, the court said, was the city’s failure to take steps to ensure that dispatches were trained in the dispatching protocols.  “These protocols facially mandated that, based on the symptoms reported on behalf of Ms. Ma, the call be assigned a Code 3 status, the highest available.  Had that been done, there is ample evidence presented in opposition to CCSF’s motion for summary judgment supporting the inference that her life would have been saved.”

The judges also noted that, “Not only was the dispatcher on duty that evening, Ms. Cody, not trained in CBD (she was the following month), but also she was unaware that a copy of the CBD protocols were available on her console for her use.”

As for dispatcher Cody, the court said there was evidence presented, “indicating Ms. Cody refused to act on the symptoms reported by the two Kaiser security guards who placed the 911 call. 
Instead, the court wrote, “She embarked on a speculative investigating into the cause of Ms. Ma’s breathing distress, which wasted precious time which apparently could have been applied successfully in averting the tragedy.  Indeed, both Dr. Brown as well as the printed CBD protocols state that the cause of the reported life-threatening symptom is irrelevant to making an appropriate emergency response. 

“Someone who loses the ability to breathe needs immediate attention regardless of whether the cause of the difficulty is from asthma, drug induction, or food ingestion.  Certainly, there were insufficient bases justifying Ms. Cody’s recordation of Ms. Ma’s condition as ‘OD bizarre [sic] aggressive violent.”

No Justification

The court continued, ‘Similarly, there was no factual basis justifying delaying dispatch of an ambulance to the scene while police investigated to ensure the scene was safe and 
secure.’  Nor was there an adequate reason to question either the safety or security of the scene based on the report made by the security guards.  Surely, if security concerns were present, one or both of the security guards making the call would have requested police assistances.

“The totality of these circumstances suggest more than negligence.  At a minimum, they exhibit an indifference that is intolerable in the important life and death context in which this critical public service is rendered.  Therefore, we share appellants’ view that CCSF’s conduct was morally blameworthy.”

Next, on the two issues of preventing future harm and the extent of burden of duty on the city, the court discussion turned very legal.

In general, the court noted that California, EMS laws speak to a vital government service, and generally favor encouraging public entities to undertake the provision of EMS services and with the utmost competence and efficiency, and require that they be assigned the highest urgent priority; otherwise, the consequences to the community are grave.”

Yet the city argued that imposing a legal duty on dispatchers “will have outweighing negative consequences to the community because the specter of liability will encourage dispatchers to make a more tentative response.”

First, the court said, that argument is “directly contrary” to the arguments raised during legislative debate on reducing liability for EMS agencies.  During those debates, EMS agencies stated that a potential consequence of not immunizing dispatchers is that it will lead to over-response, thus wasting public resources, and perhaps rendering the agency unable to respond appropriately in needed cases. 

The court responded, “We agree that a more legitimate concern is the possibility that dispatchers may respond more aggressively if their, actions might subject them and their employing entity to a [legal] action.  To that extent, CCSF’s fear of an under-response is both counterintuitive and illogical.

“As to over-responses, we note that it already is the policy of CCSF that all doubts as to the appropriate response are to be resolved in favor of the more aggressive one.  Dr. Brown acknowledges that it is the ‘default’ position that a Code 3 dispatch should be made where any applicable criterion is present, and regardless of whether the dispatcher is unsure of the patient’s true condition, or in the absence of other relevant information.  He concludes that, ‘when in doubt, better to send faster than slower. Thus, if one of the results of potential liability is over response, that consequence is consistent with the policy of CCSF’s existing EMS program.”  

Shrinking Pool

Interestingly, the court raised one concern that the city did not possibility that, by exposing dispatchers to individual liability, it will shrink the pool of job applicants thus requiring municipalities to lower their hiring standards.  “There is nothing in either the legislative materials or in the trial record in this case that would support this argument factually,” the court wrote. 

The court noted that by law, public entities must provide a defense upon request to public employees sued for injuries they cause while acting within the scope of their public employment.  “Thus, although dispatchers may be sued individually, the cost of defending that action and any resulting judgment obtained against the employee must be paid by the public entity.”

Next, the court briskly settled the issuer of the availability, cost, and prevalence of insurance for the risk involved.  “Certainly, as to the individual employees, this is not an issue as they are entitled to a defense and indemnification by their employing agency.  As to CCSF itself, there is no record evidenced bearing on this factor, and therefore, it appears to be a neutral factor.”
Next on the issue of duty, the court took up the factor of how liability would affect the city and its budget.  “We disagree with CCSF that imposing a duty on it in this context would subvert the public interest by reallocating financial resources of the city to the benefit of individual claimants,” the court said. 

The court noted that the city already has an extensive EMS program in place based on CBD protocols, and is devoted to providing the type of on-going training to ensure that properly qualified and trained EMS personnel staff its dispatch consoles.

Thus, the courts said, the Chan case doesn’t present the concern that imposing a duty on the EMS agency would have significant budgetary implications. 

“It is true that imposing a duty will likely cause some incremental increase in litigation arising out the handling of 911 telephone calls seeking medical help.  But we question the validity of CCSF’s concern that a litigation explosion will likely result,” the court wrote. 

To the contrary, the court said.  Since 1980, when the EMS Act was first enacted, “There have been no appellate decisions addressing the question we confront today.  In the absence of settled law, there presumable has been no deterrent to law-suits based on the type of misconduct alleged in this case.  This paucity of cases implies that the litigation explosion expected in the 911 context has not, and will, detonate.” 

In any event, the court added, “We cannot allow such conjectural questions to depreciate the palpable countervailing public policies present here which support a duty.  While the question of whether immunity should be afforded public entities for dispatching activities may continue to be debated in the legislative arena, we will not judicially immunize these activities be refusing to recognize the existence of a duty of care.”

Taking into account all these factors, the appeals court concluded, “The trial court erred in finding there is not a trial issue of material fact as to whether [CCSF] had a duty to [Ms.} Chan…”

Legal Immunity?

The court next turned to the question of whether the city has any immunity from liability as set out in the state’s laws.  Their analysis included a review of legislative attempts to grant immunity to dispatchers performing emergency medical dispatch. 

The court listed the various sections of Chapter 9 of the state’s EMS Act that grant specific persons and employees immunity from civil liability for their actions.  They include private 
and public entities engaged in EMS training, persons rendering non-compensatory emergency care in good faith at the scene of an emergency, physicians and nurses who transmit emergency medical instructions in good faith to EMT’s and paramedics at the scene of an emergency, ‘the medical director of poison control centers, and limited immunity for firefights; police, and persons certified to provide pre-hospital emergency field care.

“Haunting our analysis is the effect, if any, another later enacted limited immunity statute section 1799.107, has on defining the parameters of the duty owed by CCSF in this case, “ the court wrote. 

Section 1799.10710 was enacted with other amendments in 1984, four years after the EMS Act was first enacted.  The section offers a shield against liability for “emergency rescue personnel” who provide “emergency services” unless their actions are proven to have been grossly negligent or performed in bad faith. 

In this case, “emergency rescue personnel” were defined as “any person who is an officer, employee, or member of a fire department or fire protections or firefighting agency, whether that person is a volunteer or partly paid or fully paid, while he or she is actually engaged in providing emergency services as defined by subdivision (e).”

In the Chan case, “both parties assume that this immunity applies to the conduct of 911 emergency dispatchers as well as the classes of persons and activities specifically enumerated in the statue.”

But the appeals court disagreed.  “Contrary to the positions taken by the parties, our review of the legislative history of section 1799.107, including that relating to subsequent attempts to amend the section, leads us to conclude that the limited immunity codified in section 1799.107 does not extend to 911 dispatching.

Rejected Attempts

The court then chronicled several cased dating back to 1983 in which judges had specifically found the law not applicable to public safety dispatchers.  They also found no support for dispatcher immunity in any of the legislative hearing transcripts made when the EMS laws were first enacted or later amended. 

In fact, the court said, “Beginning in 1990, and continuing without resolution to today, both the legislative and executive branches have rejected repeated attempts to amend section 1799.107 specifically to expand its limited immunity to include 911 medical emergency dispatching.”

For example, Senate Bill No. 1980, introduced in 1990, sought just such a change.  As noted by the Assembly Subcommittee on the Administration of Justice, “this bill amends the definition of ‘emergency rescue personnel’ to include public entity employees (or volunteers) who are responsible for receiving and processing calls for emergency assistance and for dispatching personnel to respond to the call.”

The proposed bill would have also amended the definition of “emergency services” in the statute to include specifically “receiving and processing calls for emergency assistance and for dispatching personnel to respond to the calls.”

The proposed bill would have also amended the definition of “emergency services” in the statute to include specifically “receiving and processing calls for emergency assistance and for dispatching personnel to respond to the calls.” 

The legislative report noted that the amendment was sponsored by the City of Los Angeles, which had been sued several times for alleged negligent dispatching, with trial courts rendering contradictory rulings on whether section 1799.107 applied to these services.  In addition to arguing the amendment would simply clarify that emergency dispatching was indeed covered by the original statute, the court said the sponsors also argued there was a public need to provide this immunity to cover this “increasingly critical component of public entities emergency response systems.”

The appeals court wrote, “The amendment was ostensibly needed in order to curtail a perceived inefficient practice by which dispatchers over-responded to emergency calls for fear of liability, and because of the reported difficulty some public entities were experiencing in hiring.”

The California Trial Lawyers Association opposed the amendment, and made several arguments that included the need to hold public entities accountable when performing an important public function relied on by taxpayer’s life-threatening situations.  On November 30, 1990, the bill was returned to committee from the Assembly without further action.

Senate Bill No. 1053 was introduced the following legislative year.  Similar to Senate Bill No. 1980, it would have added provisions designed to meet the objections raised to Senate Bill No.1980.

For example, Senate bill No. 1053 proposed affording the same limited immunity provided in section 1799.107 to EMS dispatchers.  However, in return, the bill required the statewide Emergency Medical Services Authority to develop and implement guidelines for use by local agencies for their dispatching services; and to establish minimum standards by regulation for the training, certification, and practices for EMS dispatchers. 

It also required local agencies to ensure compliance with these state standards, but allowed them to establish a fee schedule, the proceeds from which would be used to meet the state requirements for training and certification.  This bill passed and the state Senate but failed to come up for a vote in the Assembly. 

Immunity but…

In August 1994, still another bill, Assembly Bill NO.12, passed both the Assembly and Senate and was sent to the Governor for signature.  This bill sought to add section 855.9 to the Government Code, which would extend limited immunity to public entities and employees who “In good faith and without gross negligence provides appropriate pre-arrival medical instructions, including, but not limited to, cardiopulmonary resuscitation instructions.  As part of his or her duties in operation of a local emergency telephone system….”

The immunity would only be available where the involved employee has satisfactorily completed a course of training that met the standards of one of several described training programs.

However, a subdivision included the following language:  “Nothing in this section shall e construed to apply to, alter, or otherwise limit any immunity provided by any other section to a public entity or public employee providing emergency dispatch services.  Nothing in this sections shall be construed to apply to or alter in any way the liability of a public entity or public employee with respect to either of the following: (1) The decision to dispatch personnel or equipment in response to a telephone request received by the 9-1-1 emergency telephone system, including any delay in the decision to dispatch.” 

Governor Wilson vetoed the bill, writing that, “AB 12 is the product of an exhaustive multi-year effort by firefighters, emergency workers, and other concerned citizens who have sought to provide communities throughout California with assurances that, if they acted in good faith, they could provide CPR and other 911 emergency assistance without threat of liability.”

The Governor’s message went on to explain that tying the immunity to “adherence to a strict protocol” created a “presumption of negligence in the absence of full compliance.” Thus, rather than eliminating liability, it was the Governor’s view that the “checklist of statutory hurdles, creates more, not fewer, grounds under which medical dispatchers may be sued.  It will create the very lawsuits it was intended to prevent.”

The following year, Assembly Bill No: 1488, a simpler bill, was introduced in the Assembly.  This bill sought only to amend section 1799.107 specifically to include dispatchers within the scope of the limited immunity afforded by the statute.  Sponsored again by Los Angeles, the Los Angeles City Attorney =was quoted in the Assembly Committee on Judiciary report as saying:  “Telephone dispatchers…have never been specifically included in the statutes applicable to emergency medical services.  It has long been this City Attorney’s opinion, however, that their actions constitute ‘emergency services’…”this bill passed in the Assembly but never came up for a vote in the Senate that legislative year. 

Liable Here?

The court also dismissed the trail court’s conclusion that the city’s acts or omissions were protected from liability by the statutory immunity for discretionary acts set forth in Government Code section 820.2, which in part provides that, “A public employee is not liable for an injury resulting from his act or omission where the act or omission was the result of the exercise of the discretion vested in him, whether or not such discretion be abused.”

The appeals court made the distinction between policy and operational discretion, the former being high-level decisions made by mangers, and the latter lower-level decisions made by line personnel.

Taking into account past court decisions on the issue, the appellate judges concluded that the city of San Francisco does not have immunity from lawsuit under the Government Code.

The court contended that the EMS agency’s content, breadth, and protocols, “may indeed have been made at a sufficiently high level as to cloak them with immunity.”  But added, “We can divine no basis to distinguish legitimately the challenged conduct of CCSF’s 911 dispatchers from other government health care providers who are not afforded immunity under section 820.2. 

Topic 2-1: Means of Accessing Emergency Services
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CELL PHONES FLAWS IMPERIL 911 RESPONSE
By Petula Dvorak, Washington Post Staff Writer

Monday, March 31, 2003

When the windows shattered in the little white house in Chillum and flames lapped upward to the children’s bedrooms, a neighbor grabbed her cell phone and dialed 911.  Her call flew through the skies of Prince George’s County…only to land at the wrong fire department, miles away in the District. 

For several minutes, the caller and the 911 operators frantically tried to figure out what was going on.  The operator didn’t recognize the address, but the woman kept repeating it and asking for help, according to the D.C. fire department’s analysis of the 911 tapes.

The Feb. 3 blaze, which spread quickly inside the small wood-frame house, killed a woman and two of her children.  But it was not the first time that the, response to a life-threatening and ultimately fatal emergency was delayed because a cell phone call to 911 didn’t work the way it was supposed to.

There are no figures available on how many rescue efforts go awry because of trouble with wireless 911 calls, but the problem is national in scope.  In January, four teenagers sank in a boat in Long Island Sound after making a desperate call for help from a cell phone.  Emergency workers had been unable to pinpoint where the call had come from.

The roots of the problem are both technological and man-made.  First, there are the glitches that often accompany any kind of cell phone call.  The static - the echo - the inability to make a connection and, in the Chillum case, the fact that a wireless signal can get picked up by the wrong cell phone tower.  A recent study by consumer Reports showed that about 15 percent of the 911 calls made on cell phones during a test didn’t get through.

And even when the calls are successful, most 911 call takers do not have access to automatic addresses or call-back numbers, as they do with calls from traditional phones, so they don’t immediately know where to send help.  Those features are called enhanced 911 or E911, and making cell phones compatible with the system is a lumbering regulatory task that has already missed one key deadline on the road to implementation, set for 2005.

Although these problems may be more common now as the number of cell phones continues to multiply and many people give up their traditional phones, the issue first gained widespread attention about 10 years ago, when an 18 year old woman called 911 on her cell phone after she was abducted from a mall in Rochester, N.Y.

Operators listened as Jennifer Koon was sexually assaulted, as she pleaded for help and as she was killed.  But they had no way of finding her.  Late last month, her father, New York State Assemblyman David Koon, helped pass legislation there providing money to help create a 911 system that could have located his daughter.  “That technology wasn’t around for Jenny’s case,” said Koon, whose entry into politics was spurred by his daughter’s death.  “But it’s available now, and we should be able to use it.” 

The issue particularly resonates because many people treat cell phones like modern-day life preservers, clutching them on dark streets, keeping one in the car and working them into emergency plans for coping with a terrorist attack.  Nearly 30 percent of all 911 calls nationwide are made from cell phones, said Jim Goerke of the National Emergency Number Association, and that figure climbs to about 50 percent in big cities, including Washington.

But the image of security is sometimes illusory.  In the case of the Chillum fire, the neighbor’s urgent call for help was transmitted into the night air to be captured by a nearby cell tower.  The problem was that Chillum is so close to the District that the signal was up for grabs by whichever tower caught it first.  In that case, it happened to be the D.C. tower, and District police received the call. 

The 911 dispatcher sent the call to D.C.’s fire department.  By the time authorities figured out that the fire on 17th Avenue was in Maryland, the blaze had ripped through much of the house, said Alan Etter, spokesman for the D.C. Fire and Emergency Services Department.  Killed in the blaze were 8-year old Christian Romero; his 13 year-year old sister, Veronica; and their mother, Maria Romero, 42.  The children’s 10-year old brother managed to leap out a second-story window but suffered severe burns.  He still has nightmares of his sister’s screams for help, a relative said. 

Misdirected emergency calls are common in the District, which shares borders with numerous jurisdictions, said Peter Roy, a deputy to the District’s chief technology officer.  In Friendship Heights, “calls usually go to both Bethesda and D.C. 911, and both agencies end up responding,” he said. 

If the Chillum caller had dialed 911 on a traditional phone, police and fire departments would have been able to pinpoint the location and send help to the address that automatically popped up on their computer screens.  This is the safety net created for 911 years ago, so that even if the caller passed out or was attacked before talking to police, rescuers still knew where to go.

The safety net for 911 calls via cell phones has many more holes.  In 1999, the FCC tried to fix the discrepancy; enacting regulations over a period of years that would give cell phone 911 calls the same safety features as land-line calls.  First, cell phones would be required to have the technology to display their numbers when they pop up on caller ID.  In turn, 911 call centers would be required to upgrade their phones so they can read these numbers.  It’s a feature present in most new household and business phones, but it’s not part of the old 911 system.

The second, more sophisticated requirement mandates that cell phone companies start making their phones with Global Positioning System technology that can pinpoint a phone’s location within about 100 yards, and local governments must have the equipment to read that information.  Both phases were to be completed by 2005.  But most carriers missed last October’s deadline for making their call-back numbers always show up on 911 calls.  Although many of the companies, including Verizon Wireless, Cingular Wireless, Sprint Corp. and AT&T Wireless, have the technology to comply, they were granted waivers after they told the FCC that their compliance wouldn’t do much good because many local governments don’t have the necessary upgrades. 

Arlington, Fairfax, Loudoun, Montgomery, Anne Arundel and Frederick counties can capture the number of any 911 call made on a cell  phone within each jurisdiction, but they still cannot pinpoint the location of the call, said Larry McDonnell, a spokesman for Sprint PCS.  The district will not be able to capture calls until November, McDonnell said.  Currently, no jurisdictions in the Washington region can locate a cell phone calling for help. 

In fact, very few places across the country have the capacity to pinpoint calls made from wireless phones.  The state of Rhode Island and Spartanburg, S.C. are two in a handful.

“Although the current 911 system covers 99 percent of the U.S. population, only 1 percent of the nation’s emergency jurisdictions can identify the location of calls made from wireless phones, “John Melcher, president of the National Emergency Number Association, said this month in testimony before the Senate communications subcommittee.  The association is a nonprofit group dedicated to implementing 911 likely will still be vulnerable to problems. 

In rural Montana, for example, pinpointing a call within 100 yards would typically identify the caller.  “But that’s useless in a dense, urban location like the District,” Roy said.  “Let’s say you can determine that the call came from the Farragut North Metro stoop.  That’s a lot of ground to cover before you can find one person calling for help.”

Indeed, the pinpointing ability might not have helped a resident of a densely populated district neighborhood who collapsed in the hallway of his apartment building last month after he was stabbed while trying to quiet a fight. 

For 30 minutes, relatives and friends of Yong Chen, a 20-year old Chinese immigrant who lived in Chinatown, frantically dialed 911.  But an ambulance arrived only after one of the few residents in the building who still uses a land line called 911. 

It was too late.  Chen died shortly after arriving at the hospital.  His attacker fled, and police have not been able to find him, although they have named a suspect.

City officials said they cannot disclose what happened to the cell phone calls in the Chen case because the records are part of the homicide investigation.  But his family members said they ache at the memory of Chen bleeding to death while their calls for help repeatedly failed.

In addition to the pinpointing issue, which is likely to persist in some areas even when Global Positioning System advances are made, there are other problems that likely won’t go away when the new rules are implemented.

As Roy noted, some buildings always get bad reception, and there are gaps between cell phone towers where signals can rarely be harnessed. 

But there are steps that cell phone callers to 911 can do to help themselves.  One critical piece of advice:  Provide the cell phone number and location to the 911 operator in case the signal is lost.

“And when you accidentally dial 911 on your cell phone, don’t just hang up, “said D.C. Police Inspector Ira Grossman, head of emergency/non-emergency communications.  “Say: ‘Sorry, I dialed by mistake,’ so were not wondering what happened to the call.”

3-1-1 Non-emergency
 

The 9-1-1 system is the critical link between the community and the emergency public safety services.  The effectiveness of this link is being threatened by increasing call volumes and improper use of the 9-1-1 system.  The 3-1-1 Non-emergency Telecommunications System Strategic Plan, developed by the California Department of Justice in conjunction with the U.S. Department of Justice and the Office of Community Oriented Policing Services (COPS), addresses the use of a 
3-1-1 non-emergency number throughout California. 

In recent years, California’s 9-1-1 system has become overloaded for some agencies.  In many cases, increases in call volume have resulted in greater numbers of 9-1-1 callers experiencing busy signals, being answered by a recording, or being answered by a call taker.  The proliferation of wireless communications is significantly impacting 9-1-1 call volumes. 

Nationwide, concern about the effectiveness of 9-1-1 has been growing while increasing demands have been placed on law enforcement agencies to respond to all 9-1-1 calls, including those that are not an emergency.  Statewide, it is estimated that 45% of all 9-1-1 calls are nonemergency.  This translates into 5 million calls each year to 9-1-1 lines.  In some areas, nonemergency calls make up 85% of 9-1-1 calls.  These nonemergency calls add to the increased call volume and require call taker attention, while true emergency calls may experience busy signals or wait in a queue before being answered. 

In October 1996, Baltimore Police Department, in partnership with the U.S. Department of Justice, implemented a 3-1-1 number for nonemergency calls.  The service improvements reported by the city after the first year generated a high level of interest throughout the country in the potential benefits of a 3-1-1 number.  Baltimore reported a 67% reduction in 9-1-1 call answer time, a 69% reduction in abandoned 9-1-1 calls and 82% reduction in the number of 9-1-1 calls answered by a recording.

Achieving California’s vision for the use of 3-1-1 will require a coordinated effort by state and local public safety agencies.  The following are key 3-1-1 strategies:

· At a minimum, 3-1-1 should be used by the public to contact their local law enforcement agency regarding nonemergency matters.

· Universal, statewide access to 3-1-1 should be provided.

· Funding for statewide use of 3-1-1 should be provided by local, state, and/or federal funding sources.

· The need for additional staff to handle 3-1-1 calls should be accommodated by the reallocation of existing staff or through additional funding when required.

· 3-1-1 calls should be local calls, just as if 3-1-1 were a seven-digit number.

· Statewide standards for use of 3-1-1 should be broad, and should not limit agencies in their use of 3-1-1

· ANI and ALI should be accessible to call takers answering 3-1-1 calls. 

Other Numbers

2-1-1 Social Services

The 3-1-1 system took off in 1997 after the Federal Communications Commission (FCC) set aside those numbers nationally.  In 2000, the FCC also set aside the numbers 2-1-1 for social services call.  These types of calls include requests for shelter, food, health care, legal services, etc.  The 2-1-1 help line, with major backing from the United Way, is off to a slow start however with only about 20 cities in nine states (6% of the nation) participating.

5-1-1 Traffic Information

5-1-1 is the new, easy to remember telephone number for the traveler and provides important information for a particular local area.  With 5-1-1, travelers will be able to access accurate, up to the minute information about local highway and public transportation options and current travel conditions anytime and anywhere.  Although each state’s 5-1-1 system may be a little different, callers can easily select recorded information that is continually updated. 

Why do Travelers Need 5-1-1?
Travelers place great value on access to information that helps them better cope with the stress associated with their daily travel.  At last count, 300 traveler information telephone numbers had proliferated nationwide to meet this need.  5-1-1 provides an easy to remember number that can be used across the county.

Thanks to the nation’s investments in Intelligent Transportation Systems (ITS), up to the minute traveler information is becoming available.  51-1 delivers the information directly to Americans when and where they need it most – as they are choosing their daily travel options. 

How Will 5-1-1 Benefit the Transportation Community?

5-1-1 offers the transportation community a tremendous opportunity to better serve its customers.  Traveler information systems help to balance demand on today’s multi-modal transportation systems. For example, a driver who learns that a crash has caused a traffic jam along their normal route may take a detour, change their time of departure, or opt for public transportation.  The 5-1-1 
call not only has helped the driver; it has helped to direct traffic away from the incident, which allows easier access for emergency responders, and alleviates incident related congestion. 

The 5-1-1 Implementation Opportunity

Responding to the U.S. Departments of Transportation’s 1999 petition, the FCC designated 5-1-1 as the national traveler information phone number in July 2000.  The FCC ruling leaves nearly all implementation issues and schedules to State and local transportation agencies and telecommunications carriers.  There are no Federal requirements, and there is no mandate for 5-1-1 implementation.

Because “#-1-1” numbers are scarce and in demand, the transportation community has been given a rare opportunity to use a valuable resource.

The opportunity is great:  to weave together a consistent approach to delivering traveler information across America, and to deliver a service to the public that they will value. 

What Kind of Information Is Provided?

Highway Information

In general, 5-1-1 provides information associated with major routes and corridors in a 5-1-1 service area.  Content varies according to needs in the locality; for example, in rural areas road conditions may be more important than traffic updates.  Highway information includes a wide range of topics such as: weather and road conditions, road closures and major delays, and traffic updates. 

Public Transportation Information

Where appropriate 5-1-1 systems may provide information about: bus, rail, and transit services available in the 5-1-1 service area; connections to a Customer Service Center for transit schedule, route, and fare information; major disruptions or changes in scheduled services or routes. 

California Launch 

Motorists in the San Francisco Bay Area will be the first to benefit from California’s 2002 entry into the world of 5-1-1 traffic information systems; a service already deployed in five other states.  The information will come from sources including the California Highway Patrol, Cal Trans, and local municipalities and counties. 

Quick Dial Tone

Pacific Bell provides a service called “quick dial tone” or “QDT.”  When the last telephone line in a residential unit is disconnected, the regular residential service is replaced with restricted outgoing access.  Calls from QDT service can only be placed to 9-1-1, 6-1-1 and 8-0-0 numbers. 

For public safety reason, QDT service has been enhanced to allow incoming calls to be received.  This will allow communications centers the ability to call back if the reporting party of a 9-1-1 call hangs up.  The reporting party will not know what telephone number is displayed on the ANI/ALI screen.  The call taker should not give, under any circumstances, the displayed telephone number to the reporting party.

The QDT entry will be displayed in the “name” area of the 9-1-1 ANI/ALI screen.  This will be the only indication to the call taker that QDT service is being used. 

Pay Telephone ALI Screen Information

The Telecommunications Act of 1996 (ACT 1996) fundamentally changed telecommunication regulation.  In addition to the changes that 9-1-1 has seen over the past year, Act 1996 also provides for deregulation of the pay phone industry.  The pay phone set and ancillary equipment supporting the pay phone became unregulated products effective April 15, 1997.  All services and business activities supporting these products became unregulated as well.  Because of the mandate and deregulation, “coin” and “semi-pub” pay phones are no longer considered “public telephones” (semi-pub phones that are on private property and either totally or partially paid for by the owner of the business or property).

Consequently, the listing of “PUB TEL” in the “Customer Name” field of the ALI display for coin pay phones will no longer be used.  If a pay phone or semi-pub pay phone is published service, the actual listing will be displayed.  If a pay phone has “No Main List,” the listing will be displayed as “NO ML.”

There will be no change to the “Class of Service” field.  This field will continue to display “COIN” if the service is a pay phone and “$PAY” if it is a semi-pub pay phone. 

The following are samples of the ALI screen layout that displays the pay phone number on the ALI record.  The first screen reflects as it appears today (displaying PUB TEL).  The second screen displays a pay phone without the PUB TEL indicator in the listing (with COIN indicator in the Class of Service).  The third screen displays a semi-pub pay phone (with $PAY the indicator in the Class of Service).
ALI Screen Layout
1. Reporting party’s area code and telephone number

2. Time of day

3. Date

4. Street number

5. Street name

6. Abbreviation of community (CNCD = Concord)

7. State

8. Three-digit emergency service number (ESN)

9. Class of service:

BUSN = Business

RESD = Residence

CNTX = Centrex

COIN = Coin Payphone

$PAY = Semi-Pub Payphone

PBXR = Residence PBX

PBXB = Business PBX

10. Listed name of calling number

11. Billing telephone number (to which calling number is billed)

12. Supplemental address location information (e.g., SUIT (suite), APT (apartment), etc.

13. Of directory number call forwarding (DNCF exists, the DNCF number will display here.  This telephone number is call forwarded to the reporting party’s originating telephone number.  Either number can be called. (ALT = alternate number)

14. Local carrier company name (PB11 = Pacific Bell)

15. Reporting party’s law enforcement agency = ALI “Tel-Tales”

16. Reporting party’s fire department = ALI “Tel-Tales”

17. Reporting party’s emergency medical service = ALI “Tel-Tales”
Residence Layout
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Foreign Exchange 
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Coin (Existing Layout) 
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Coin (New Layout) 
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Semi-Pub
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Personal Communication System 9-1-1 Lines

All California PSAP centers have installed PCS lines in all of their telephones.  The line is assigned a priority telephone number that is on file with the CHP dispatch centers.  Currently, the CHP transfers all the 9-1-1 calls they receive from cellular telephones to these PCS lines.  In the future, communications centers will receive 9-1-1 calls directly from citizens using PCS telephones on these lines.

Incoming PCS 9-1-1 calls received at a communications center are give the same answering priority considerations as any 9-1-1, seven-digit emergency, or any other emergency phone lines are given.  A difference that may occur with PCS 9-1-1 calls is that there will not be an ALI display.  There may be, however, an ANI display received.

Onstar ™ GPS Satellite Network Link to 9-1-1 PSAPs

Onstar is the innovative communication service integrated into General Motors vehicles that combine global positioning system (GPS) technology and a hands-free, voice activated cellular phone using wireless technology.  This links a driver and vehicle to the 24-hour OnStar center.  On Star offers vital emergency assistance if required. 

The OnStar center is notified if a driver pushes the OnStar emergency button in their vehicle for emergency assistance or when a vehicle is involved in an accident and the automatic air bag notification signal is activated.  The OnStar center, through a GPS can locate where the vehicle is and notify the proper 9-1-1 PSAP.  Also on-board is an antitheft system that once activated begins tracking the vehicle and relaying pertinent information to the local law enforcement agency. 

Besides, the OnStar center having the ability to talk to the vehicle owner, they can also coordinate a three-way phone call between themselves, the car owner, and the 9-1-1 PSAP telecommunicator.  When a GPS satellite locates the vehicle, it has an extensive database that will contact the nearest 9-1-1 PSAP and notify them of the particular emergency.

9-1-1 Calls from Foreign Exchange Telephone Numbers

A foreign exchange identifies a telephone number for service that originates in a county that is different from the county the customer lives.  When the customer calls 9-1-1 from another county in California, the actual service address appears in the “LOC” field on the ALI screen.  If the customer calls from out of state, the community and state will be listed in the “LOC” field.

If a foreign exchange 9-1-1 call is received and the reporting party lives in another county, the reporting party should be transferred to the proper agency.  If the phone number for the proper agency is no readily available, take the information from the reporting party and contact the agency directly.

Example

In Santa Clara County, the most common foreign exchange numbers are from Alameda, Stanislaus, and Santa Cruz counties.  The customers actually live in those counties, but have telephone service that originates in Santa Clara County.  As a result, their 9-1- calls come into the Santa Clara County Communications Center.
Voice Over Internet Protocol (VOIP)
Voice over Internet Protocol, or VOIP uses a broadband internet connection to make voice calls instead of a traditional analog phone line by converting voice into a digital signal.  If the end party does not use VOIP, the call will be reconverted in to an analog signal at the endpoint, so that the call may be received by the regular line.  Some VOIP providers only allow calls between users on the same service.  Depending on the provider and the configuration of existing hardware, VOIP may require a special phone or adapter in order to make calls.  VOIP calls can also sometimes be made wirelessly, with the right equipment and wireless internet service.

VOIP is becoming more prevalent in society as a telephone service.  This adds a unique set of challenges to Public Safety Answering Points (PSAPs), as many provider networks are not compatible with the existing 9-1-1 infrastructure.  Calls made to 9-1-1 centers do not necessarily provide the center with the vital information that is normally automatically collected through a normal “landline” call such as caller location and callback number.  An additional challenge is ensuring that the call gets through to the proper PSAP for response.
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Topic 2-2: Nonverbal Communication Systems
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Equal Access 9-1-1

A Matter of Life for Deaf by Corinne K. Jensema, Ph.D.

I awoke feeling nauseated, light-headed, and weak.  Hoping for assistance and comfort, I nudged my wife.  She didn’t respond until I shook her forcefully.  Then, she appeared disoriented and also very sick.  Alarmed, I ran into the bedrooms of each of our three children in turn.  Two of them I couldn’t rouse.  The third had symptoms similar to mine and my wife’s.  I ran to the telephone, put the handset into the TTY, and dialed 9-1-1.  The light on the TTY indicated that there was a connection, and I tried to alert the operator to the fact that it was a TTY call by depressing some of the keys several times, but I was disconnected.  I wasn’t until the fifth try, that the operator recognized that the call was from a deaf person and responded with a TTY. 

The above is a true story relayed by a friend whose family members are all deaf.  The story highlights two of the hazards of deafness.  First, deaf people not only are subject to the same emergencies as everyone else, but their deafness makes them vulnerable to other types of emergencies.  In this instance, carbon monoxide was being released by their car which was left running in the garage under the house.  Because all of the family members are deaf, none of them heard the motor running.  People with hearing impairments are more likely not be aware of water running, intruders, calls for help, crashes, or other circumstances in which sound is the alerting factor.

Second, time and time again, deaf people have encountered difficulties getting through to PSAPs.  Even when PSAPs have TTYs or TTY-compatible equipment, telecommunicators still may not recognize an incoming TTY call.  This problem is occasioned by several factors: (1) TTY calls are few and far between, giving telecommunicators little experience with recognizing calls; (2) PSAPs get many hang-ups, and the assumption is often made that a TTY call is a hang-up as well, particularly if the deaf caller does not make his or her machine emit tones; and (3) many telecommunicators are not trained to recognize calls, use TTY’s and understand the written language of deaf callers (TTY gloss) who do not use standard English.

Many deaf people, especially those with congenital disabilities, do not have a good command of the English language because they have had limited exposure and/or use English as their second language (their first language being American Sign Language (ASL).  ASL is a visual/spatial language made with the hands, head, and upper body.  It has no written form and does not follow English rules.  When communicating by typing over the 
TTY, many deaf people make numerous errors that are attributable to such factors as putting English words in ASL order (e.g. “Accident me see”) or following ASL rules (e.g., putting nouns before adjectives), omitting punctuation, confusing words that, when lip-read, appear the same as another (e.g., incest, insect), substituting words that are more representative of the iconicity of the sign than the actual English word that would be used (e.g., “bones” for “poison”).  They also may be unfamiliar with English vocabulary even when they know the word in ASL or the concept.  For example, many deaf people do not know words like “contractions,” “palpitations,” “larceny,” or “intruder” Medical terminology may be particularly unfamiliar (e.g., Heimlich maneuver, cardiac arrest, hemorrhage, tourniquet).  Idiomatic expressions frequently do not translate well from one language to another.  For example, idioms such as “Stay on the line,” “Hold,” and “Passed out,” cannot be translated literally.

ADA Requirements

The Americans with Disabilities Act (ADA), Public Law 101-336, became effective on January 26, 1992.  It prohibits discrimination by public entities on the basis of disability, and it establishes requirements for making programs accessible to individuals with disabilities and for providing equally effective communications. 

The Act requires that “telephone emergency services, including 9-1-1 services, shall provide direct access to individuals who use TTYs and computer modems.”  (The government has temporarily suspended the requirement that PSAPs be able to recognize calls that use computer-generated ASCII codes).  Public entities are required to take whatever appropriate steps, including equipping their emergency systems with modern technology, as may be necessary to promptly receive and respond to a call from users of TTYs and computer modems.  Two other requirements of the ADA are training and equal publicity of accessibility.

Therefore, 9-1-1 service centers (regardless of size and number of employees) must provide direct access to 9-1-1 services by callers using TTYs or computers that are equipped to function like TTYs, as well as to maintain the equipment that provides the access.

Where 9-1-1 telephone services are available, a separate seven-digit telephone line must not be substituted as the sole means for non-voice users to access 9-1-1.  A PSAP may provide a separate seven-digit line for use exclusively by nonvoice calls in addition to providing direct access for these calls on the 9-1-1 line.

Where 9-1-1 is not available and the public entity provides emergency services through a seven-digit number, it may provide two separate lines – one for voice calls and one for nonvoice calls – rather than providing direct access through one line.  However, the entity must ensure that the services provided on the nonvoice line are as effective in terms of time response and availability in hours as the voice line.  Also, the non-voice number must be publicized as effectively as the voice number and displayed as prominently.

Equipping and Training for Compliance

In order to meet the requirements of the ADA, industry has responded in terms of development of TTY – accessible equipment and training packages.  TTYs have been around for many years and costs between $250-$700.  If a PSAP elects to purchase a stand-alone TTY, it is definitely recommended that it have several optional features, including print capabilities and function keys.  Most TTYs have digital displays of the conversation, but some have printing capabilities as well.  Printing the conversation enables the telecommunicator to better decipher it if the caller is not using Standard English (with a digital display, only a few words appear at a time) and to preserve the conversation for later diagnosis or for protecting against liability.  Some TTYs have full screen capability.  This definitely has advantages over a small display.  Function keys allow the telecommunicator to program certain standard responses (e.g., “The ambulance has been sent.”)  This will improve the speed of the conversation.  (TTY calls typically take longer to process than voice calls.)  Care should be taken when programming the function keys to avoid complicated vocabulary, sentences, or idiomatic expressions like, “Stay on the line,” which don’t translate literally into ASL.  In this instance, it would be preferable to say, “Don’t hang up the phone.”

Currently, several companies have enhanced systems that have TTY detection and answering capabilities.  Some of these products can detect both Baudot (TTY) and ASCII signals, and automatically move the telecommunicator into TTY response (as opposed to voice) mode.  Equipment is also available to detect calls and automatically route them to a specific console that has TTY answering capability. 

The U.S. Department of Education funded the development of a multi-media training package by the Institute for Disabilities Research and Training, Inc., in Silver Spring, Maryland, that provides instruction on such topics as how to use TTYs, special considerations in emergency responses when the caller has a hearing loss, how to interpret TTY gloss, and what ADA legal requirements are pertinent to PSAPs.  Such training has enable telecommunicators to more efficiently utilize their equipment, interpret TTY gloss, and be sensitive and respond to the implications of having a person with a hearing loss involved in the emergency.

Despite the moral imperative of providing services to all people residing within a service jurisdiction, PSAPs now have a legal mandate as well.  Fortunately at this time, both equipment and training assistance is available to help ensure equal access to emergency response.

Telecommunications Device for the Deaf

Call takers may not receive many calls annually that are generated by a telecommunications device for the deaf (TDD), but nevertheless, they must be handled effectively and efficiently.  When a TDD call is received, it is probable that the reporting party is involved with the emergency or in very close proximity to it.  Without another human being or a companion animal with them, a deaf person will not hear some of the sounds of a fire that hearing person will, such as breaking glass or something exploding.  As a result, when a deaf person is alerted to an emergency, it is probably larger or closer to them.

This potential for being very close to the emergency is likely to produce a higher degree of nervousness or anxiety on the part of the reporting party.  That increased level of anxiety will increase the pressure on the call taker.  In order to reduce the call taker’s lack of proficiency with receiving TDD calls, he or she must practice these skills.

Proper handling of TDD calls requires practice and familiarity on the part of the cal taker.  It is recommended each calls taker practice with their TDD system on a regular basis.  When using TDD, it is necessary to be familiar with the etiquette or protocol of the verbiage or typed messages you will encounter.

Receiving the Call

Depending on the equipment at the center, call takers will receive a message to alert them that a TDD call is being received.  There are several different alert methods and these will vary depending on the technology of the reporting party’s equipment.

Announcement Message

This is closest to a typed message being displayed on your computer screen.  Some calls may be preceded by a synthesized voice message that alerts you that a TDD call is being transmitted. 

Tones

TDDs have a keyboard similar to typewriter or computer.  The reporting party may choose to depress his or her space bar, which will result in tones or beeps being heard.  These beeps can sound like a facsimile machine, so the call taker must be alert to the possibility that the tones are from a TDD.

Nothing is Heard

Some TDD users may not depress their space bar, so the call taker will not hear any indication of a call.  This situation leaves the greatest chance for “dropping a call.”  The TDD user views the TDD as a means of communicating; just as hearing persons use a telephone.  When you call someone, you expect him or her to answer, “Hello” before you begin talking.

The same protocol can exist with TDD users.  They wait for the call taker to type a message to them before they continue to communicate.  The call taker’s answering message may be a preformatted message, which identifies the agency and then asks the nature or location of the emergency.

Based on agency specific procedures, when a potential TDD call is received, it may be up to the call taker to inquire what or where the emergency is.  Other times, the nature of the emergency may be received immediately upon a connection being established.

Other Alert Mechanisms

Many times, deaf persons are alerted to emergencies by companion animals or visual stimulus.  For instance, they would not “hear” an automobile accident, but if the auto careened into their building, they might fell the vibrations.  There are specially designed smoke detectors that work with a strobe light in conjunction with an audible sound to alert occupants of a fire.  Again, companion animals are trained to alert a person to certain sounds including an audible smoke alarm. 

It is probable that the TDD reporting party is involved in the emergency and their message maybe an alert for help, without any further information being sent.  It is important to process these calls as quickly as possible. 

Protocol

TDD users are as diverse as any group, some users have PhDs and some have never had formal schooling, some have an ability to hear but cannot speak and some have never heard a noise.  For those individuals who use American Sign Language (ASL) as their primary form of communication the pattern of ideas is not expressed in grammatically correct sentences.  Instead its ideas are communicated like pictures, from the big picture to the finest details.  This is why watching an ASL interpreter sign poetry or a meaningful song is often beautiful and expressive.

TDD users have a select language of their own.  They will use abbreviations and their sentence structure may be different.  Whenever a call taker sends a message there is a time lag for the message to be read and answered, similar to sending instant response e-mails.  The call taker must wait a few seconds for the other party to read the message and respond.

In urgent situations, there is no time to worry about typographical errors unless, of course, the error is unrecognizable.  Therefore, messages received (or sent) during an emergency may not be grammatically correct.  Additionally, there is little need to use punctuation such as commas or periods.  Instead, it is an accepted practice to leave two spaces between sentences.  Spelling out numbers is another accepted practice.

Some cues commonly used in messages include:

· Typing a “Q” at the end of a statement to indicate a question.

· Typing “GA” for “Go Ahead” at the end of a message.

· Typing “SK” for “Stop Keying” at the end of a message to indicate you have nothing further.

· Typing “SK SK” to end contact.  If the other party responds by typing “SK,” the conversation is over.

This communication does not, however, lend itself well to the written word as most telecommunicators are used to seeing.  For this reason it is useful to practice trying to interpret phrases from past TDD calls in order to get used to the context.

California Relay Service

California Relay Service (CRS) is designed for people in California who use a TDD/personal computer and want to communicate with someone by providing easy and convenient access to telephone service through a professionally trained relay operator (RO).  It is administered and funded by the California Relay Service and Communications Device Fund.

The RO can assist a caller by first completing the call, then staying on the line to relay messages either electronically via a TTY or verbally.  The RO provides exact translations of what he or she hears and voices exactly what is typed, unless the reporting party directs the RO otherwise. 

How Are Calls Placed?

Placing a call through CRS is easy.  A reporting party simply dials 7-1-1 or any one of the following toll-free access numbers:

	
	SPRINT
	MCI

	TTY-Voice
	800-735-2929
	866-735-2929

	Voice-TTY
	800-735-2922
	866-735-2922

	Espanol
	800-855-3000
	866-833-4703


The 8-0-0 exchange is hosted by MCI.  The 8-6-6 exchange is hosted by Sprint.  Both exchanges route the call to the same relay center.

The CRS is available anytime, 24-hours a day, 365-days a year.  There are no restrictions on the number of calls placed or the length of any call.  Relay calls can be placed to and received from anywhere in the continental United States and internationally with a compatible TTY. 

Individual Activity 2-2-1

TITLE:


ASL Translation

TIME FRAME:

0:30

MATERIALS NEEDED:
Pen or pencil

INTRODUCTION:
This activity provides the students the opportunity to practice interpreting the information they will receive through a TDD

DIRECTIONS:

1.  Examine each statement.





2.  Translate the statement into standard English.





3.  You have 15 minutes to complete this activity.





4.  Be prepared to discuss your answers with the class.
1. Fire Across House Window Smoke Upstairs

2. Have Man Window Outside Hide Bush

3. My Child Bleach Drink How Much Don’t Know

4. Gate Stop Loose By Baby Fall Stairs

5. Car Park Driveway But Not Here

6. Wife Eat Choke No Breath Face Blue Now

7. Front Door Open And My Child Not Here Old Three Finish Look All House But Nothing

8. Daughter Take Pills Wake Can’t

9. Have Car Front Yard Slide On Ice And Hit Tree

10. Hot Door And Smoke Under Am On Third Floor

11. Come Home And Door Broke My Jewelry Stolen

12. I Ride Bike Hit Curb Fall Hurt Head And Blood

13. My Son Hit With Swing Head Blood Have Car None

14. Ladder Fall Broke My Husband On Roof Stuck Please Tell Firemen Come

15. Neighbor Not Here Son Have Party And Make Mess

16. I Walk On Street And Man Ran And Grab My Purse

17. Can’t Breath And Feel Weak Have Pacemaker

18. Husband Mad Me Need Place Sleep

19. How I Talk With Doctor Q Need Interpreter

20. 24 Hours Can’t Sleep

Topic 2-3: Availability and Use of Language Translation Services
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Across the country, English as a second language is becoming increasingly common.  Depending upon location, call takers are called upon to send help to communities that may have five or six different first languages.  Since we cannot expect a call taker to be fluent in all these languages, translation services are provided. 

9-1-1 Translation Services

The State of California pays for three languages:  Spanish, Vietnamese, and Cantonese.  The user agency is charged for all other language translations.  There is a two-rate system; emergency and nonemergency translations. 

· State-contracted

· Spanish 

· Vietnamese

· Cantonese

· Private

· AT&T Language Line
· Local

There are many translation services listed in the business section of the telephone book.  However, these services can be very expensive and should be contacted for a price list.  Do not use a private service without prior approval from your supervisor. 

AT&T Language Line

Beginning in September 1998, California contracted with the AT&T Language Line to provide translation services.  When a call taker needs assistance, they call a toll-free number to connect to the language, tell the operator what language is needed, and provide them with the communication center’s identification number.  If the call taker is not sure what language is needed, Language Line will go through a process to identify the language. 

Once the call taker is connected to the interpreter, he or she should give the interpreter what information is already known and what questions that needs to be asked and answered.  It is imperative that the translator informs the call taker if any medical instructions will not translate exactly.  In those instances, do not provide them.  

Primary and Secondary Languages

The AT&T Language Line has two levels of service: primary and secondary.  The primary languages are guaranteed to be “interpreting” within 60 seconds of connecting the service.  The secondary languages are not required to meet this 60-second rule.  As a result, translation services for secondary languages can be prolonged.
Primary Languages

1. Afrikaans 
South Africa

2. Akan 
Ghana

3. Albanian 
Albania

4. Amharic 
Ethiopia

5. Arabic 
Egypt, Iraq, Jordan, Lebanon, Syria

6. Armenian 
Armenia, Iran, Russia

7. Assyrian 
Iraq

8. Basque 
Spain, France

9. Bengali 
Bengal

10. Bhojpuri 
India

11. Bulgarian 
Bulgaria

12. Burmese 
Burma

13. Cambodian/Khmer 
Cambodia

14. Castilian 
Spain

15. Chao-Cholu 
China

16. Croation 
Bosnia, Croatia

17. Czech 
Czech Republic, Slovakia
18. Danish 
Denmark

19. Dari 
Afghanistan

20. Dutch 
Netherlands

21. Ethiopian/Amharic 
Ethiopia

22. Farsi/Persian 
Iran

23. Fijian 
Fiji

24. French 
France, Canada
25. Fukienese 
China

26. German 
Germany, Austria, Switzerland

27. Greek 
Greece

28. Gujarati 
India

29. Haitian/Creole 
Haiti

30. Hausa 
Nigeria

31. Hawaiian/Creole 
Hawaii

32. Hebrew 
Israel

33. Hindi 
India

34. Hmong 
Laos
35. Hungarian 
Hungary
36. Ilocano 
Philippines

37. Indonesian/Bahasa 
Indonesia

38. Italian 
Italy

39. Japanese 
Japan

40. Korean 
Korea
41. Laotian 
Laos

42. Lithuanian 
Lithuania

43. Malayalam 
India

44. Mandarin 
China

45. Mien 
Laos

46. Navajo 
United States

47. Norwegian 
Norway

48. Pashto 
Afghanistan

49. Portuguese 
Brazil, Portugal

50. Punjabi 
India
51. Romanian 
Romania

52. Russian 
Russia

53. Samoan 
Samoa

54. Singhalese 
Sri-Lanka

55. Serbian 
Bosnia, Serbia
56. Shanghais 
China

57. Slovak 
Slovakia

58. Somalian 
Ethiopia, Somalia

59. Swahili 
Kenya

60. Swedish 
Sweden

61. Tagalog 
Philippines

62. Taiwanese 
Taiwan

63. Tamil 
India

64. Thai 
Thailand

65. Tigrinya 
Ethiopia

66. Toishanese 
China

67. Tongan 
Tonga

68. Turkish 
Turkey
69. Ukranian 
Ukraine

70. Urdu 
Pakistan
71. Yiddish 
Israel, Germany

72. Yoruba 
Nigeria
Secondary Languages

1. Azerbaijani 
Azerbaijan, Iran, Russia
2. Bambara 
Niger
3. Beleproisoam 
Russia
4. Catalan 
Catalonia
5. Chaldean 
Southwest Asia
6. Chavacano 
Philippines
7. Dakota 
United States
8. Diula 
India
9. Estonian 
Estonia
10. Finnish 
Finland
11. Flemish 
Belgium
12. Fon 
Benin
13. Fuzhou 
China
14. Ga 
Ghana
15. Gaddang 
Philippines
16. Georgian 
Russia
17. Hakka 
China
18. Hubei 
China
19. Hunanese 
China
20. Ibanag 
Malaysia
21. Ibo 
Nigeria
22. Icelandic 
Iceland
23. Jakartanese 
Indonesia
24. Javanese 
Indonesia
25. Jola 
Philippines
26. Kashmiri 
Kashmir
27. Kazakh 
Kazakhstan, Russia
28. Khmer/Cambodian 
Cambodia
29. Kikuyu 
Kenya
30. Kirghiz 
Kirghizstan, Russia
31. Krio 
Sierra-Leone
32. Kurdish 
Turkey
33. Latvian 
Latvia
34. Lingala 
Philippines
35. Luganda 
Switzerland
36. Luxembourgeois 
Luxemburg, Belgium
37. Macedonian 
Greece
38. Malagasy 
Madagascar
39. Malay 
Malaysia
40. Maltese 
Malta
41. Mandinka 
Ivory Coast, Mali, Guinea
42. Mankon 
Cameroon
43. Marathi 
India
44. Mongolian 
Mongolia
45. Nanjing 
China
46. Neopolitan 
Italy
47. Nepeli 
Nepal
48. Ninponese 
Chinese
49. Oromo 
Ethiopia/Kenya
50. Pampangan 
Philippines
51. Pangasinan 
Philippines
52. Pao-an 
China
53. Papiamento 
Netherlands, Antilles
54. Pidgin English 
China
55. Portuguese Creole 
Portugal
56. Quechua 
Peru
57. Sicilian 
Sicily
58. Sindi 
Pakistan
59. Sinhalese 
Sri Lanka
60. Suchow 
China
61. Szechuan 
China
62. Tigre 
Ethiopia
63. Toucouleur 
Senegal, Mali
64. Tshiluba 
Zaire
65. Visayan 
Philippines
66. Wolof 
Niger, Congo
67. Wuxinese 
China

Topic 2-4: Line Prioritization
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Each agency differs in its rules and regulations, but in communications centers everywhere one thing remains the same – emergency lines are always answered. 

Emergency Telephone Lines

9-1-1

These emergency lines receive first priority in answering.  If there are several phone lines ringing, the 9-1-1 emergency lines will be the first you answer.  The response to the emergency call will be up to the call taker and the communications centers policies and procedures. 

Personal Communications Service
“Personal communications services” (PCS) is a seven-digit emergency line dedicated to receiving the transfer of emergency cell phone calls.  CHP will transfer the caller to this line.  This line has the same priority as a 9-1-1 line.
Seven-digit Emergency Lines

Upon the inception of 9-1-1 communications centers were required to have emergency lines that were not 9-1-1 lines in case of a 9-1-1 system failure.  These lines are referred to as “seven-digit lines.”  They are always local numbers, hence the name (927-5954).  Alarm companies frequently use this phone line to report emergencies.  The lines are of high priority.  Effective June 30, 2002, the California Department of General Services Telecommunications Division will no longer reimburse communications centers for the seven-digit emergency lines.  Due to 9-1-1 being universally recognized as the number to dial, to obtain emergency service and national laws these numbers may be phased out at communications centers.  Typically, seven-digit phone lines will be the second priority call only after 9-1-1 lines. 

Toll Free Emergency Lines

Alarm companies frequently contact communications centers to report emergency incidents.  The alarm companies may be located out of the area.  The alarm company may be giving you information on a medical emergency or fire.  This is another high priority call.  Typically, these calls are a third priority call after 9-1-1 and seven-digit emergency phone lines. 

Communications centers will have very specific policies regarding phone line prioritization and procedures on which calls and phone lines rank from the highest importance to the least.  Some agencies have phone systems, which have pre-set priorities.  The remainder of lines will be covered by the order of priority.  Again, your communications centers will have very specific guidelines.

Allied Agency Lines

Direct Ring Down

Allied agencies play a large role in the fire service.  Fire departments work closely with various agencies, including the following:  local police departments, sheriff’s office, California Highway Patrol, private ambulance companies, water companies, fish and game departments, road departments, and animal control.  This list is endless.  Frequently, communications centers will have dedicated phone lines direct to an allied agency or a private corporation for emergency purposes.  These lines are referred to as “direct ring down lines.”  This is a phone line that goes from Point A to Point B.  Requests may be received for various types of emergencies from another dispatcher.  These lines will only be answered after all 9-1-1, PCS, seven-digit, and toll-free emergency lines have been handled.
Routine Lines

Communications centers may have various routine lines that are dedicated for the field units and personnel.  These lines allow fire department personnel direct access to the communications center.  They are nonemergency lines and have a low priority.

Business Lines

This is the lowest priority phone line in a communications center.  The telephone number is made available to the public to use for routine information and questions.  This does preclude a call taker from answering a business line and have a reporting party with an emergency.  Call takers must be prepared to handle an emergency request at all times. 

All calls received by a communications center are a priority.  It is important to understand that in periods of heavy call volume, the call taker must decide which calls to answer first.  Every call should be handled efficiently and professionally from priority one 9-1-1 calls to routine business lines. 

Reporting Parties

First Party Informant

First party informants are the party with the problem.  The fire is in their house; they have the medical problem, etc.  The information is generally accurate unless they have a decreased mental capacity.  These reporting parties can give you the most information with the least room for error because there is no intermediary.

Second Party Informant

A second party informant is a person directly involved with the patient AND the scene.  This person is able to relay questions and answers/instructions directly to the patient.  They can also answer questions regarding appearance of the patient and safety of the scene. 

Third Party Informant

A third party informant is a person who has no direct contact with the patient or the scene.  They can give only rough details.  These are the people most likely to give false information, not out of deviousness, but rather out of ignorance regarding the scene and/or patient. 

Topic 3-1: Fire Service Call Processing

Basic Call Processing Techniques

It is imperative that all 9-1-1 calls, regardless of incident type be answered promptly and professionally, and care be taken to effectively gather the most pertinent information as quickly as possible.  When multiple calls are received about the same incident, it may be possible to gain more complete or accurate information from one caller than from another.  It should never be assumed that all calls that occur during a major incident are regarding the same incident.
The most important piece of information to gather from a caller is the location of the incident.  The more exact the better, though the telecommunicator has some other methods available to help determine exactly where.
Basic Fire Service Information Gathering Techniques

Methods for Receiving Reports of Fire Service Emergencies
Topic 3-2: Primary Questions for Call Assessment
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Incomplete Calls

From Wired and Wireless Phones

There are only a few things more frustrating than answering the telephone and having a dial tone waiting on the other end.  There are many reasons a reporting party might disconnect:  1) Perhaps they were reporting a fire, but someone else had already called since the fire department was just arriving, or 2) Maybe the reporting party was accidentally cut off or the phone line burned through.

So what does the call taker do?  Do you call back and risk someone staying in a burning structure or violent situation to answer the phone?  This has been a perplexing question for all communications centers and is compounded by the lack of an ALI on cellular phones.  The “Dispatch Monthly” posed this question on their website in August 2002. 

Q… We’re receiving more incomplete calls than ever before, both from wired and wireless phones.  What is the policy for handling such calls?

A… An excellent question, and one that depends upon legal, practical, and technical considerations.  It mainly depends upon how your telephone equipment is arranged.  For example, if calls ring in directly, you will not be able to track or call back dropped calls.  If you have an automatic call distributor (ACD) or other equipment for pre-answering calls, you may be able to capture the ANI of callers even if they decide to hang up, and then call them back. 
Phone Number Known:  Call back the phone number

· If a person answers, determine if they have a dispatchable incident.

· If the reporting party indicates an emergency, if the reporting party is ambiguous, or the dispatcher feels it necessary, dispatch units.

· If the caller clearly explains the call was an accident, do not dispatch units.

· If no one answers a wired phone, dispatch units to the address of the reporting party.

· If no one answers a wireless phone 1) take no action, or 2) call wireless carrier to determine home address of reporting party, dispatch units to reporting party’s home.

· If the number is busy, have the call interrupted by the telephone company operator.

Phone Number Not Known:  No action

Some large agencies assign a single call-taker as the “call back” person, and they are constantly retrieving phone numbers from the ACD, calling the numbers back, and asking whoever answers if they have an emergency.

As you can imagine, this task could be a full-time job, especially given busy signals on callback, and the options for handling wireless phones that do not answer.  Smaller agencies would have to interleave callbacks with their other duties.

In any case, your policy and procedure should be a balance of common sense, public safety, and workload.  It should clearly spell out the various situations and required dispatcher actions.  Once you establish a reasonable policy, make sure everyone is following it to the letter.  All this will help you catch real emergencies and keep you out of legal trouble.

Topic 3-3: Fire Service Incident Questions
Once a call taker has determined the type of incident that is being reported, there are different sets of questions that should be asked to get the most important information from the reporting party.  The questions below are provided as guidelines and are not intended to replace procedures set forth by communications center policies.  Remember to always verify the caller’s name and call-back number, and follow all center policies and procedures for notification and dispatch.
Fire Related Incidents

Brush and Wildland Fires

· What is the exact location of fire?
· Are there any landmarks? (Specific location information using geographic features)

· What is the estimated size of the area involved?

· Is there access to the area?

· Are there any exposures?

· Is there a possibility that this is a controlled burn?

· Who owns the property?

· Is there a water source on the property?

· Any people or vehicles seen in the area?

· Descriptions?

· Are they still in the area?

· Mode and direction of travel?

Fire Alarms

· Type of structure?

· If a business, is it open?

· Has the building been evacuated?

· Is there any indication of smoke or flame?

· Who owns the building?

· Has the owner been notified?

· Is the owner or a key-holder en route?

If the alarm is being reported by an alarm company:

· What type of alarm?

· Thermal, Smoke, Water flow, etc.)

· Exact location of alarm sounding?

· Are any other types of alarms activated? (Burglar, holdup etc.)

· Has the owner been notified?

· Is the owner or key-holder en route?

· What is the telephone number for the premises?

Structure Fires

· Exact location, including cross-street?

· Structure type?

· Is fire present or just smoke?

· What section of the building is on fire?

· If garage:  Is it attached to another structure?

· If not:  Is it close to another structure?

· Are there any vehicles or hazards inside? (propane tanks, welding equipment, gas cans, etc.)

· Is anyone inside?

· Exact locations?

· Ages?

· Physical or mental disabilities?

· Any known injuries?

· Type and extent?

· Is the caller in jeopardy?

· If so:

· Advise the caller to get out of the building, and if possible, without injury to themselves, to get everyone out.

· Advise to close, but not lock, the doors

· If there is a gas leak, advise the caller to leave the door open.

· Any hazardous materials stored in or near the structure?

· Was there an explosion?

· People or vehicles seen in the area?

· Descriptions?

· Have they left?

· Mode and direction of travel?

High Rise Structure Fires

· Exact location, including cross street?

· Where exactly is the fire located?

· What section of the building?

· What floor?

· What office/suite/room?

· Flames visible, or only smoke?

· How tall is the building? (how many floors)

· Anyone inside?

· Exact locations?

· Physical or mental disabilities?

· Are they evacuating the building now?

· Any known injuries?

· Type and extent?

· Any hazardous materials stored in or near the structure?

· Is there an internal alarm?

· Is it operating?

· Is there an internal paging system to warn people to evacuate?

· Was there an explosion?

· People or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel

Vehicle Fires

· Exact vehicle location?

· Any landmarks?

· Is the vehicle inside a garage?

· If so:  Is the garage attached to or close to another structure?

· Is anyone trapped in the vehicle?

· Any known injuries?

· Type and extent?

· How close is it to a building or any other exposures?

· What part of the vehicle is involved?

· For truck fires

· What type of truck?

· Is cargo known?

· Hazardous materials?

· What part of the truck is on fire?

· Is there a placard or other identification visible?

· Was there an explosion?

· People or vehicles seen in the area?

· Descriptions?

· Have they left?

· Mode and direction of travel?
Rescue Related Incidents
Aircraft Emergencies

· Location of the crash?

· Any landmarks?

· Type of aircraft? (small, commercial, multi-engine, etc.)

· Known or possible injuries?

· How many?

· Type and extent?

· Is the crash site accessible by ground?

· How?

· Special equipment/vehicles needed to access site?

· Tail number of the aircraft, if possible?

· Provides aircraft type, number of passengers, owner information and flight plan.

Motor Vehicle Collisions

· Exact location?

· Landmarks?

· How many vehicles are involved?

· Vehicle types?  (Cars, trucks, buses?)

· Are there obvious injuries?

· How many?

· Anyone trapped in the vehicles?

· How many are trapped?

· How are they trapped?

· Where in the vehicle are they trapped?

· Any hazardous materials involved?

· Tanker trucks, etc.?

· Is there a placard or other identification visible?

· Any smoke, fire, haze or distinct odors present?

· Have airbags deployed?

· Is the road blocked?

· Which lanes?

· What is the best route to get to the scene?

· Weather conditions at the scene?

· Wind speed and direction?

· Smoke, fog, rain, ice, etc.?

· Lighting conditions at the scene?

· Any damage to utilities, guardrails, signs, poles, etc.?

Water Rescues

· Exact incident location?

· Type of water?

· River, creek, wash, lake, pond, pool?

· Flooded area?

· What exactly happened?

· How long have they been in the water?

· Can you see the victim?

· Is the victim a child or adult?

· What are they wearing?

· Clothing description

· If watercraft – is it anchored or drifting?

· If drifting, direction and speed of travel?

· How many people on board?

· Adults?  Children?

· Any disabilities or special needs?

· Lifejackets on?

Submerged/Sinking Vehicle Incidents

· Exact vehicle location?
· Landmarks?

· Nearest roadway and access?

· Type of water? 

· River, creek, wash, lake, pond, pool?

· Flooded area?

· How far from land is the vehicle?

· How far has the vehicle sunk?

· How long has the vehicle been in the water?

· Anyone trapped in the vehicle?

· Number?

· Any obvious injuries?

· Type and extent?
Technical Rescue Incidents

Building Collapses
· Exact incident location, including cross-street?

· What exactly happened?

· What caused the collapse?

· How much of the building collapsed?

· Type and size of structure?

· Any people inside?

· Approximate number and location?

· Any known injuries?

· Type and extent?

· How long ago did it happen?

· Was there an explosion?

· People or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?
Confined Space Rescues
· Exact incident location?

· Type of access?

· What exactly happened?

· In what type of space is the person(s) trapped?

· How many people are trapped?
· Any known injuries?

· Type and extent?

· How long ago did it happen?

· Was there an explosion?

· People or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?
High Angle Rope Rescues

· Exact incident location?

· Type of access?

· What exactly happened?

· How many people are trapped?

· Any known injuries?

· Type and extent?

· How long ago did it happen?

· Any type of special hazards?

Industrial Entrapment Rescue

· Exact incident location, including cross street?

· What exactly happened?

· What type of equipment are they trapped in?

· How many people are trapped?

· Any known injuries?

· Type and extent?

· How long ago did it happen?

· Can someone familiar with the facility/machine meet the responders and escort them to the victim(s)?

Trench Rescues

· Exact incident location?
· Landmarks?

· Type of access?

· Type of excavation?

· Type of container?

· If not trench or below-grade incident.

· What exactly happened?

· Amount of collapse?

· Severity of entrapment?

· How many people are trapped?

· Any known injuries?

· Type and extent?

· How long ago did it happen?
Search and Rescue Incidents
· Subject name and description?
· Age?

· How long since last seen?

· Where were they last seen?

· Mental and physical condition of subject?

· Under the influence of drugs or alcohol?

· Disabilities?

· Any unusual or suspicious circumstances?

· Extra clothing or medicines taken?

· Friend in the area or accompanied by anyone?

· Mode and direction of travel?

· If known

· Vehicle description (if applicable)?

Topic 3-4: Secondary Questions for Call Assessment
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GROUP ACTIVITY 2-8-1

TITLE:


What is the problem……Exactly!



TIME FRAME:

0:30

MATERIALS NEEDED:
Writing board/pad with markers/erasers (one per group)

INTRODUCTION:
Incident types can be grouped into several categories:  fire, medical aid, hazardous material, and public assistance.  Within each category are many subcategories that require the call taker to ask additional questions.  This activity provides you the opportunity to learn useful questioning techniques for determining the exact nature of the emergency.

DIRECTIONS:
1.  In your own group, decide what questions you would ask the 


    reporting party in order to get a complete and accurate picture


    of the incident you were assigned. 


2.  Write your final questions on the writing board or easel pad.





3.  You have 10 minutes to complete this portion of the activity.





4.  Select a spokesperson and be prepared to discuss your 





     questions with the class.

Call taking has come a long way from the days of just determining location and telling the reporting party help is on the way.  The call taker is now charged with determining as much as possible over the phone so the field units do not have to start from scratch upon their arrival.  With the advent of EMD, this includes medical protocol. 

When carrying out the caller interrogation, brevity and common sense is the key.  This is especially important if the situation is volatile or if staying in the building is a safety issue, i.e. a reporting party is calling and stating his home is on fire.  All you need to get from the reporting party is location, phone number, name, and what or where the fire is, and tell the person to evacuate.

Additional Questions

Structure Fires

A call from a party who is in a burning structure should be as quick and thorough as possible.  The time it takes for a room to reach 1300° F and be enveloped in toxic gases is less than most people can imagine.  It is the smoke, in most cases, that is the killer.  Some important questions to ask someone reporting a structure fire are:

· Is anyone in the structure?

· Can they self rescue?

· Where in the building is the fire?

· Bedroom

· Garage

· Kitchen

· What is on fire?

· Pan 

· Oven 

· Couch

· Mattress

· Electronics

· What color is the smoke?

· May indicate what is burning

· Especially important if the fire is in a commercial building because the smoke color can indicate possible hazardous materials

· What is the best access to the fire?

· What is the suite number or apartment number?
· What is the name of the apartment complex or business?

· Address may not be visible from the street

· Many times fire attack plans are also available to responding units but they must have specific locations

All information provided to the responding units, and especially the Incident Commander, can help them implement a plan before arrival.  The more preplanning that can be done the faster the fire can be extinguished and the more life and property saved. 

Vegetation Fires

A vegetation fire may seem of little concern, but certain conditions can make them deadly for the public and certainly for the responding units.  Some of these conditions are humidity, wind, temperature, condition of brush, and exposures of building nearby.  The following questions are geared to help units plan an attack while enroute to the scene:

· Is the fire up against a building? 

· “Up against” eliminates vague, ambiguous words like “near” or “close to”

· If not up against the building, how far from a structure is the fire? 

· Where is the fire located, exactly?

· What size is the fire?  How many acres?

· Football field is approximately 1 acre

· What is the best access to the fire?

· Which side of the river?

· Is there an access to a bike trail?

· Do you know what caused the fire or how it started?

· What is the color of the smoke?

· White, gray, or light brown usually indicates vegetation is burning

· Black smoke may indicate a structure, out-building, oil-rich vegetation, or vehicle fire

· Can you actually see flame or is the fire at a distance?

· Difficult for a reporting party to determine how near the fire is when only smoke is visible

· The nearest of a fire when seeing only smoke is deceiving

· The center may receive many calls from numerous locations for the same fire
· What is your (the reporting party’s) address: 

· If the units cannot find the fire, they can go to the responding party’s address to try and find the fire
· Is the fire along the railroad tracks?

· Trains can start fires by simply traveling along dry vegetation

· Railroad will need to be notified so they can stop train traffic on the tracks involved

· Is the smoke covering a roadway or creating a traffic hazard:

· CHP or other law enforcement will need to be notified

Dumpster Fires

Unless someone is in the dumpster, the main concern is exposure and hazardous materials.  Keep the following questions in mind:

· What is the color of the smoke/flames?

· Where is the dumpster located?

· Is the dumpster next to or connected to a building or business?

· What type of business?

· Is it in danger?

· How close is the dumpster?

· Is the dumpster in a garage, carport, or enclosed shed?

· Is anything else burning?

· Is there anything hazardous in the dumpster?

· Are any vehicles blocking access?

Vehicle Fires

The main concern with a vehicle fire is whether someone is inside the vehicle.  A secondary concern is any exposures that may be in danger. Keep the following questions in mind?

· What kind of vehicle?

· Is anyone trapped or injured?

· Is the vehicle located in a garage?  Is the garage attached to a structure?

· What part of the vehicle is burning?
· What color is the smoke/flames?

· How many vehicles are involved?

· What direction of travel is the vehicle?

· What is the nearest intersection or off-ramp?

· Is the vehicle endangering traffic flow?

· Is there a propane tank on the vehicle?

· Recreational vehicles

· Are the driver and passengers off the bus?

· What kind of truck/trailer is the vehicle?

· Closed trailer

· Tanker

· Do you know what is inside the truck/trailer?
· Can you see any placards on the sides of the truck/trailer?

Violent Crimes

The main concern with a violent crime call is the assailant’s location.  The first questions that need to be answered concern location and descriptions. This information is important to law enforcement for apprehension and also the safety of the responding emergency units.

· Where are the assailants?

· Which way did they go?
· Compass direction 

· Toward nearest cross street
· To the left or right when facing away from house/building
· How did they leave?

· On foot

· Bicycle

· Vehicle

· Vehicle description (Be as specific as possible)
· Color

· Year

· Make and model

· Body style

· Other identifying characteristics

· License number 

· State of origin for license number

The assailant’s description is also of great importance.  The following questions may help the police or sheriff’s department apprehend the suspect as well as help fire and EMS units avoid contact:

· Race

· Sex

· Age

· Height

· Weight

· Hair

· Color 

· Length

· Eyes

· Any feature of on the face

· Clothing (inside to out, top to bottom)
At one time, call takers instructed people to meet the responding units outside.  This may not always be a good idea.  If the patient is alone, going outside may put him or her back in contact with the assailant, or make a good target for further crime.  If you may be speaking to the assailant, his or her exiting the premises may appear as a hostile movement to law enforcement.  If anyone is instructed to go outside, it should be a third party who can talk to the field units first. 

Bomb Threats

The following questions are designed to be asked of the person who set the bomb:

· Where is the bomb?

· Note the ALI/ANI

· Bomber may be calling from home

· Also aids evacuation procedures

· What time is it supposed to go off?

· What does the bomb look like?

· What is your name?

· May catch the bomber off guard

· Where are you calling from?

The following questions are designed to be asked if the call is received from a third party (the questions above may also be asked):

· Did the bomber give you the location of the bomb?

· Did the bomber tell you when it will go off?

· Did the bomber say why this building was chosen?

· Is the building being evacuated?

· Who received the call or spoke to the bomber?

· Who should the units contact when they arrive on the scene?

Aircraft Down
· What type of aircraft?

· Commercial jet

· Military

· Cargo

· Private

· Where did the aircraft crash?

· Field

· Commercial district

· Was there a mid-air collision?

· What is the extent of the damage?

· Can you see any casualties?

· What color is the aircraft?

· Camouflage

· Commercial logos

· What is the tail number?

· Is the aircraft burning?

· What is the color of smoke/flames?

· Did you see the accident happen?

· Where are you calling from?

Smoke
· Can you see the smoke?
· How far away is it?
· What color is the smoke?
· Can you tell where the smoke is coming from?
· Inside/outside
· Vents
· Fireplace
· Dishwasher
· Dryer
· Light ballast
Odors

· Can you describe the odor?

· Can you tell where the odor is coming from?

· Inside/outside

· Vents

· Fireplace

· Dishwasher

· Dryer

· Light ballast

· Is the odor making anyone sick?  

· Is there a need for an ambulance?

Natural Gas Leak

· Is the leak inside or outside building?
· Leaks outside are much less a risk than gas trapped inside a structure unless there is heavy machinery operating in the area
· How large is the line where the leak is located?
· Lines into residential homes are generally one-inch lines
· What caused the leak?
· Digging
· Vehicle accident
· Worn piping
Hazardous Materials
· Is the material on fire?

· What color is the smoke?

· Are there any noises coming from the material, such as hissing?

· Leaking gas may be invisible

· Are there any unusual smells?

· Are there any markings or placards on the container?

· Is the material leaking from the container?

· How much material is involved?

· Does anyone have nose or eye irritation? 

·  Is an ambulance needed?

Hazardous materials should not be taken lightly.  With the concern for the environment and carcinogens, hazardous materials spills are legitimate concern.  Units may ask wind direction, topography so they can come in uphill so the liquid does not run down on them, and it is especially important to inform units if the material is in, or leaking into a waterway or sewer.  The Department of Fish and Game, County OES, water districts, state officials, and Level II Hazardous Materials teams may need to be notified. 

Water Rescue

· Is the victim still in the water?

· Is the victim breathing? 

·  Is an ambulance needed?

· How long has the victim been in distress?

· How long has the victim been under the water or not seen?

There may be specialized water rescue teams assigned to an area that are responsible for any water rescue.  It is very important to determine if the individual in need of assistance is still in the water for this reason.  An ambulance and/or emergency unit may help a victim who is already out of the water, but someone still in the water needs special assistance.  If the individual has gone underwater and not been seen for some time, a diving team may also be needed.

Wires Damaged or Down

· Are the wires arcing or sparking?
· May indicate whether it is a power, phone, or cable line
· Is the line connecting a pole-to-pole or pole-to-structure?
· Is the line on fire?
· Is the pole damaged or fallen down?
· Is the transformer on fire or has it exploded?
· Do you know what caused the damage or the line to fall down?
· Tree
· High winds
· Explosion
· Vehicle accident
· Is the line in contact with anything?
· Building
· Vehicle
· May need additional units for fire/rescue precaution
· Is the line on the roadway?
· Units may need to modify their route to the scene
· Need for traffic or crowd control
Tell the reporting party to stay away from any damage/downed lines and think of them as “hot” or energized.

Fuel Leak

· What is the type of fuel that is leaking?

· How much fuel has spilled?

· Has the fuel stopped leaking?

· How much more fuel can leak?

· Is the fuel going into a storm drain or waterway?  

· Will it eventually?

Flooding

· Is the water flooding inside or outside of a structure?

· Is the water still flowing? 

·  From inside or outside?

· Most fire departments cannot stop leaks from a broken outside main, etc.

· They can assist in turning the water off at the meter or house valve only

· Can you shut the water off?

· How much water is involved?

The fire department’s role in this area is to assist with stopping the flow of water.  Most departments will not help in cleaning up the water or the resulting damage.

Lockins/Lockouts

· What is the person locked in or locked out of?
Structures

· Which apartment number?

· Which room of the house or office?

· Was this an accident or was it intentional?

· Is there a medical or other type of emergency?

· Something cooking on the stove

· Child left alone

· Unconscious person

· Candle left burning

· Are you aware of any animals inside?

Vehicle

· Is there a person inside?

· Is the engine running?

· Most departments will not respond if no one is inside or the motor is not running

· Can the person inside the vehicle unlock the door?

· How long has the person been locked inside the vehicle?

· Considering the weather conditions, this may indicate the condition of the person trapped

· Is the person in distress?

· When weather is not a factor, this may indicate if the person is panicked, claustrophobic, etc.

· Are there any animals inside?

Always be aware of the location of the vehicle and the current temperature.  The inside of a vehicle can retain enough heat in less than 15 minutes to kill.

Elevator Rescue

Modern elevators are equipped with safety devices to prevent long falls.  In spite of that, a fall as little as 2-3 feet can cause serious injury to the occupants.  Elevator companies can often dispatch a technician for assistance in a short time to aid the fire department. 

· Do you know why the elevator stopped?
· Can anyone speak to the occupants?

· Do any of the occupants have a medical problem?

· What floor is the elevator stopped on or between?

· How many people are trapped?

· How long have they been in there?

· Did the elevator fall?  If so, how far?

· Do you know if anyone from maintenance or security is on scene?

· Where should the emergency units respond for quickest access?

· Reassure occupants that help is on the way.

Rural Areas

Rural areas usually require more time on the telephone with the reporting party because of extended travel time of the responding units.

· Is the house visible from the street or road?

· How far down a long driveway is the house?

· Is the mailbox visible?

· Does the mailbox have the house numbers displayed?

· Is the mailbox located on the same driveway as or in front of the house?

· What color is the house?

· Although not always a good indicator, the color of the house (especially if it is a distinctive color) may make it easier to locate

· Can someone go to the street or road and flag the units down?

· Someone other than the reporting party

· Can someone flash the porch light on and off?

· Helpful in bad weather or at night

· Can we meet you somewhere so you can lead the units to the location?

· Are there any landmarks nearby that can help us find you?

· Group of mailboxes

· Driveway is across from a school

· First road past the bridge

Unknown Location

Tow circumstances commonly seen today may create a situation where the call taker will not be able to determine the exact location of an emergency.  One is the case of the reporting party not being able to identify the location of an emergency because there are no street names or address numbers, such as a new housing development or one under construction.  The second is when a reporting party knows where he or she is calling from, but the street is not on any map or even familiar to the call taker.

· What is your location?

· Confirm the cross street with reporting party

· What is the telephone number?

· Does the ANI/ALI list a telephone number?
· If the reporting party is not calling from a 9-1-1 line, can he or she hang up and do so?  Do not ask this if the reporting party is calling from a cell phone since the call will once again be routed through CHP.

· What is wrong?

· What are the landmarks near you?

· Bridges, waterways, dams, freeway

· Construction site (possibly can call the company to identify the location where they are working)

· What is the name of the road you took to get to your present location?

· What is the name of the building you are in (or can see)?

· Is there someone else there with you that can meet the emergency response unit?

· Have the other person respond to a location known by both you and the reporting party and wait for a responding unit to arrive.

· Identify this person and get a description of his or her clothing or the vehicle they will be driving.

· Are you or anyone else there with you in an immediate danger?

· If so, describe it.

Topic 3-5: Reporting Parties Requiring Special Handling

Not all reporting parties may be handled in the same way.  Each reporting party is unique and the call taker must be aware of this and treat each one individually, however, there are certain groups of reporting parties that need specific questions asked or special assistance in interrogating.

Individuality

Recognize each reporting party is different.  You cannot judge the severity of any call based on the reporting party’s tone of voice, rate of speech, or volume because different people have different reactions to stress.  You must learn unique approaches for each reporting party and recognize when your approach is not working and try another strategy.  Being flexible and professional is part of a good call taker’s skills.

Victims of Violent Crimes

Rape

If you are speaking to a victim of a sexual offense, remember, you may be the first contact the person has with the system and you will represent the agencies the victim will be dealing with.  It is important to receive information in an efficient manner.  Practice empathy and concern for the victim’s condition and state of mind.  You do not need intimate details of the actual crime.

Critical Information
· Obtain primary information

· Location of the victim

· Callback

· Extent of injuries, etc.

· Find out the victim’s first name and do not be afraid to use it

· Location and time incident occurred

· Complete description of the assailant and vehicle (if appropriate)

· Let the victim know you want to help him or her

· Tell the victim not to shower, wash his or her hands, or change clothes

· This will disturb potential evidence

· Try to keep the conversation easy and the victim calm

· In the event the reporting party is not the victim, determine the relationship of the reporting party to the victim
Assault

Assault is the unlawful, intentional infliction, or attempted infliction of injury upon another person.  Most assault calls will be received by the primary PSAP or a law enforcement dispatcher, but any call taker must be prepared to accept and appropriately handle these calls. 

Critical Information

· Obtain primary information
· Location of the victim
· Callback
· Extent of injuries, etc.
· When did the assault occur?  Is it still in progress?
· Were there weapons involved?
· Where is the assailant (s) now?
· What is the description of the assailant (s)?
This information must be relayed immediately to local law enforcement

Suicide

Always remember no matter how hard you try or how much you want to help those individuals calling in with a suicide threat, they cannot always be dissuaded.  Some people will kill themselves and there is nothing you can do about it.

When a reporting party is merely depressed and wants to talk, seek to build a rapport.  Then, try to connect these calls to a suicide prevention service so they can offer their assistance.  If, however, the reporting party declares that they are going to commit suicide, the call taker must stay on the line.  All suicide threats must be taken seriously and treated as an emergency.

Critical Information

· Obtain primary information

· Location of the victim

· Callback

· Extent of injuries, etc.

· Has the suicide attempt been made?

· What form of suicide?  Determine the method the victim wants to use

· Pills

· Weapons, etc.

· If pills are involved, what is the type and quantity ingested and at what time?

· If weapons are involved, where is the weapon now?

· Find out the victim’s first name and do not be afraid to use it

· Use open-ended questions to buy time

· Tell the reporting party you do not want him or her to do this

· Keep the reporting party on the telephone until help arrives

· Let the person know you are sending someone to help

· Let the person know he or she was right to call for help

· Be patient

· If you are speaking to a reporting party who has found a victim, have empathy and obtain all information as needed.

Other Reporting Parties

Death Reports

People die.  That is the plain, hard fact.  Call takers must follow their agency and county protocols when receiving a call that is reporting a death.

If the communications center uses EMD, the call taker should ask the reporting party about initiating CPR.  The reporting party may refuse, however, to administer CPR.  If the call taker believes the reporting party is refusing because it is too hard, or that he or she does not know how, reassure them.  Let the reporting party know that step-by-step instructions will be provided.  If the death was expected after a long-term illness and the reporting party refuses to administer CPR, let it go.

Reporting parties for a death will be anywhere on the spectrum from calm to hysterical.  Call takers must use the tactics they have learned to keep control of these types of calls.

Elderly Reporting Parties

Patience and respect are the keys to handling elderly reporting parties.  Many elderly people have trouble hearing and/or speaking.  This can sometimes be misinterpreted as a drunken reporting party.  Elderly people may have one of many diseases associated with aging, one of which is Alzheimer’s.  Alzheimer’s patients need special care and understanding.  Most know that they are hard to understand and their skills have deteriorated.  This is often frustrating and humiliating.  Taking the time to listen to the elderly and give them the respect they deserve can be rewarding to all involved.

Young Reporting Parties

Never assume a young reporting party is making something up or playing a game.  Some children giggle when they are nervous.  The call taker should ask to speak with a grown up, but if one is not available the call taker will have to speak to the child.

Children want to please and follow instructions.  The call taker must be patient and never assume a child is too young to help.  It is common for children to be calmer than their parents are.

· Get on a first name basis

· Let them know they are doing a good job and reassure them often that help is on the way

· When asking them to do something, keep instructions clear and simple

· Have them return to the telephone as soon as they have completed the task

· Keep the child on the telephone until help arrives

Irate Reporting Parties

Irate reporting parties may be abusive, vulgar, and threatening.  Do not let them bring you into their anger or they will have succeeded in getting the fight they are looking for when they called.  Always remember:

· Do not reduce yourself to their standards

· Maintain a professional demeanor

· Keep your voice low and speak slowly

· Keep your voice calm and professional

· Use repetition to get your questions answered

· Use a firm, stern voice only if needed

· Use surnames and ask what they need the fire department to do

These calls test your ability as a professional call taker.  Pride yourself in being able to handle them well. 

Hysterical Reporting Parties

Hysteria is regression not aggression.  You must get hysterical reporting parties to be quiet and listen.  Once they are listening, the toughest part of the battle is over.  Much the same tactic is used with hysterical reporting parties as with irate reporting parties.

· Stay calm and do not get caught up in the moment

· Use repetitive persistence and patience

· Reassure the reporting party that help is on the way

· Keep them talking or doing something

· Stay on the telephone with them until help arrives

· Do not let the hysteria be contagious

· Get control of the call early and do not let go

· Be compassionate and sympathetic, firm and professional

Only 4% of all reporting parties are hysterical.  Hysteria is controllable.  Although you may want to, DO NOT HANG UP.  A hysterical reporting party may be abusive and obnoxious.  This is simply the way they deal with loss of control.  The answer is to go the extra mile with the reporting party.

Definition

Hysteria is defined as “a state of tension or excitement with a temporary loss of control over actions and emotions.”  Hysteria may stem from an exaggeration of the sensory impressions, the site of blood, the smell of burning flesh, etc.

The Refreak Event

Each time the reporting party is reminded of the grimness of the situation he or she may refreak.  This may occur when you ask a question and the reporting party must look at the patient, or when you ask a specific question that may key them into what you think the situation is.  For example, history of heart specific question that may key them into what you think the situation is.  For example, history of heart trouble, stroke, how much was cut off:  If instructions must be given, expect refreak.  Telling the reporting party you will give rescue breathing, CPR, and Heimlich instructions are all negative connotation situations.  The reporting party may have never imagined how bad the situation is until now. 

The reporting party is also likely to refreak when help arrives and they hand over control of the scene to them.  They now have time to panic.  This is why terminating the call in an appropriate fashion is so important.  You Are Not Just Terminating the Call; it is a Transition from Helping You to Helping EMS Personnel.

Controlling Hysteria and Refreak

There are several methods of controlling the reporting party.  The first rule is to always stay calm.  No matter what is happening around you keep your voice calm and professional.  The second rule is “repetitive persistence.”  Repeat the same phrase 3 times, the exact same way.  What is the address, what is the address, what is the address:  By the third time the call taker becomes irresistible force.  Variations in voice tone also help when repeating the phrase, gently the first time, more demanding the second but still in control, and the third time either complete control or more quietly.  More softly sometimes surprises the reporting party or makes them be quiet to hear you.  The choice is up to you and the situation.  The third way to take control of a call or regain controls is firm confidence.  It is not shut up or a threat but a statement of fact or a rhetorical questions.  For example, “I can’t help you until you calm down” or “Do you want to help your son.”  People in emotional crisis generally yield.  They are in a form of regression not aggression.  They are reverting to the days of childhood tantrums.  Often hysterical people want someone else to take control and tell him or her what to do.  This takes the burden of responsibility off their shoulders.

Being calm, firm, and in charge is the call taker’s first goal.  Do not respond to the reporting party’s name-calling or verbal abuse.  Instead, use repetitive persistence and firm confidence if needed.  Everyone has a hysteria threshold, knowing when to expect the reporting party to cross that line gives the call taker an edge. 

Mentally Challenged

Mentally challenged reporting parties may be reporting a person hiding in the closet or a true medical emergency.  It is important to remember both situations are a true emergency to the caller.

Get as much information as you can from the reporting party as possible, and then ask to speak to an adult if one is home.  Keep the conversation elementary.

Use tools you might use with a child reporting party.  If they do not know their address, use the mail.  Have them read the information off the envelope.  Do not forget active listening and patience.

Language Barrier

A language barrier is not always a foreign language.  Many medical conditions such as cleft palates, mechanical voice boxes, and tracheotomy patients make speech difficult to understand.  The same is true for someone in a diabetic emergency or a stroke patient, not to mention alcohol overdose.  Slang and jargon can also be a barrier to good communications.  Always ask or confirm what you think you heard.  Keep in mind people will usually know they are hard to understand and you need to be patient.  The more excited the reporting party gets the less likely the call taker is to understand them.

If it is a foreign language, see if a translator is available or if someone in the house speaks English.  Ask questions in the most basic of terms and if the reporting party does not understand you, ask the questions both ways to make sure the reporting party isn’t just agreeing with everything you say.  Be firm but courteous and understand different cultures handle emergencies, or even perceive what an emergency is, differently.
Topic 3-6: Potentially Dangerous Situations Affecting On-Scene Safety


[image: image34]
Overview

Fire and EMS personnel respond daily to potentially dangerous situations.  According to the NFPA in the year 2000, 102 firefighters died in the line of duty.  In 2001, 343 fire personnel died at the World Trade Center alone.  In 2002, 97 fatalities were reported.  Whether or not fire and EMS personnel enter a potentially dangerous scene is up to the Incident Commander on-scene, and the role of the communications center is to make sure the field units get all the pertinent information available to make the best decision.  If a unit decides to wait several blocks from the scene until law enforcement is on-scene and indicates it is safe or clear to enter, the phrase used is “staging.”  Some types of calls or their location require the call taker to have a heightened awareness of potential danger.  The call taker needs to ensure they are obtaining all the needed information to assist a field unit in their decision whether to enter a scene or stage.

Assisting Allied Agencies

The fire department is often asked to standby as law enforcement raids drug labs, negotiates hostage situations, or searches a building.  The fire department also may provide equipment for the sheriff’s office or police department, such as ladders, to help in burglary searches.  These situations can be dangerous. 

GROUP ACTIVITY 3-6-1

TITLE:


The Gunshot

TIME FRAME

0:30
MATERIALS NEEDED:
Writing board/pad with markers/erasers

INTRODUCTION:
Although hindsight is 20/20, it is beneficial to review real-life incidents to see if tragedies can be prevented in the future.  This activity provides the students the opportunity to practice questioning techniques that support on-scene safety.

DIRECTIONS:

1.  The instructor will divide the class into 4 groups.





2.  Your group will be assigned either Incident #1 or Incident #2





3.  Read the incident your group has been assigned.





4.  Write any questions you believe the call taker might have 





     asked the reporting party that would have helped prevent these

                                                     deaths and/or injuries.





5.  You have 15 minutes to complete this activity.





6.  Be prepared to discuss your group’s findings with the class.
INCIDENT #1

Excerpted from “2002 Firefighter Fatalities in the U.S.,” NFPA, July 2003

On March 16 at 1:59 a.m., a 9-1-1 call was received for an explosion and fire in a one-story, wood-frame, single-family dwelling containing 1,125 square feet of floor area.  On arrival, fire department personnel found most of the exterior walls blown off by the explosion and the structure fully involved in flames.  The occupant, who had been burned, went to a neighbor’s house across the street.  Investigators believe he had been thrown from the house by the explosion and landed in the yard.

The Deputy Chief set up a command post and was directing operations before the chief of the department arrived.  It was the Fire Chief’s procedure to let the Deputy Chief; maintain control of the operation to gain experience.  When the Fire Chief arrived, he went to the command post for an update and asked if there was anything he could do to help.  The Deputy Chief asked him to speak with the victim to gather information in order to determine why the explosion and fire occurred. 

The Fire Chief and a paramedic went across the street to the neighbor’s house.  The paramedic was treating the victim when the victim pulled out a 9mm handgun and began shooting.  The victim shot the paramedic, the Fire Chief, the neighbor, and the neighbor’s 3-year old son.  The victim also shot at firefighters fighting the fire before committing suicide.  The paramedic, neighbor, and victim died at the scene.  The 3-year-old boy was shot twice and is paralyzed.

The 46-year-old Fire Chief was shot once to the left side of the head and lost consciousness.  He was stabilized and transported to the hospital by emergency medical personnel where he underwent surgery.  He died without regaining consciousness ten days later. 

INCIDENT #2

Excerpted from the “Georgia Paramedic Injured in Teen ‘Prank’”, Ann-Marie Lindstorom, JEMS, June 2003

Travis Brown, a 31-year-old firefighter/EMT-P, went on what sounded like a routine EMS call early Sunday morning.  A newspaper carrier had called 9-1-1 to report a man lying in the street.  Several minutes later, Brown was the man lying in the street with a fractured skull.  According to police, a teenager wanted to make a videotape of a prank.  When Brown arrived on-scene, the teen was wielding a baseball bat and advancing on a police officer.  Brown approached the boy from the rear and pulled him to the ground.  Brown probably saved the boy’s life because the officer’s gun was drawn.

When Brown hit the pavement, he fractured his skull from behind the left ear to the sinus in front of his face.  Brown does not remember the incident.  He has lost the hearing in his left ear and is suffering dizziness and headaches.  Doctors have told him that during the next six months, any blow to the head could be fatal. 

Medical Aid

Various diseases also affect a patient’s rationality and may present a dangerous situation.  It is very common for a diabetic patient to become combative when they have a sugar/insulin imbalance.  Head injuries to a patient can also cause irrational or aggressive behavior toward EMS personnel.  Many times drugs or disease that affects a person’s ability to reason, think clearly, or process information are frustrating to the patient and create anger.

There are communicable diseases that pose a threat to the first responder, i.e., AIDS/HIV, chicken pox, hepatitis, herpes, measles, meningitis, and tuberculosis.  Due to recent liability concerns brought about by court cases, individual communications centers are writing policies for the dissemination of the presence of a communicable disease to the responding units.  Currently, communications centers are informing emergency response units of the potential in a variety of ways – CAD, cell phone, telephone, radio, or the center may not inform the units at all. The following article sums up the controversy well. 

By Jim Cross, Emergency Medical Services Magazine, August 1997

Throughout the EMS community, dispatchers routinely include known patient disease, information in their communications with responders.  Most agencies understand that patient confidentiality must be protected, so they have adopted policies that call for the use of codes, such as “universal precautions” or “communicable disease” to alert responders that a patient has HIV.

These codes notwithstanding, many members of the emergency response community have questioned the propriety of sharing disease information about patients.  They are concerned about breaches of patient confidentiality, particularly with HIV-positive patients.  Their anxiety is warranted:  Should this type of information be included in emergency dispatches?

The basic argument in support of such policies follows that if it is volunteered that a patient has HIV when the call comes in, there is an obligation to provide that information to the responders when they are dispatched.  Additionally, supporters of this policy argue, the responders have the right to know the disease status of their patients so they can protect themselves, and patient confidentiality is assured since a code has been used to identify the disease status of the patient.

While this basic argument may be valid, there are many additional factors that must be considered to develop a legally defensible policy on this issue.  Basically, the arguments against having a “code” policy have to do with the constitutional rights of patients to privacy, the potential for discriminatory treatment of patients, state confidentiality laws and the extremely low potential for disease transmission. 

Any dispatch policy must take into account that patients have a right to privacy that is protected by the 14th amendment to the United States Constitution.  If private information is revealed about patients and it damages them, there is potential for liability.  However this right is not absolute.  If the reason for invading privacy is strong enough to outweigh the privacy interest, there is not a violation of constitutional rights. 

The best way to see how this works is to review a key privacy case, Doe v Borough of Barrington, 729 F.Supp.376 (D.N.J 1990)

Could This Happen in Your Department?

The case developed from the following incident:

John Doe, his wife and a friend were stopped by police while driving in the Borough of Barrington in New Jersey.  Doe was taken into police custody and his wife and friend were allowed to leave.  At the time of his arrest, Doe told the officers that he was HIV-positive and that they should be careful when searching him because he had “weeping lesions.”  Later that same day, Doe’s wife and friend drove to the Doe residence in the Borough of Runnemede.  They parked the car in the driveway but left it running while they went inside.  The car slipped out of gear, rolled down the driveway, and ran into a neighbor’s fence.  The neighbor called the police and officers from both Barrington and Runnemede responded. 

What happened next demonstrates the danger of being in possession of confidential patient information.  The Barrington officer, who knew that Mrs. Doe was the wife of the HIV-positive Mr. Doe, informed the Runnemede officer of that fact.  The Runnemede officer then took it upon himself to pass on this information to the neighbor.  In addition, he suggested that the neighbor wash her hands with some disinfectant (apparently in response to the fact that the neighbor had some sort of contact with the car or with Mrs. Doe.)
It gets worse.  The neighbor was an employee of the Runnemede school district, and the Doe children attended school with her daughter.  She contacted parents of other students, 
as well as the media.  The next day, 11 parents removed 19 children from the school in a panic over the Doe children attending school there.  The media were present and there were reports in local newspapers and on television.  At least one of the reporters mentioned the Doe family’s name.  After subsequent public harassment and discrimination, the Does sued.

Not surprisingly, the court ruled in favor of the Does and made a number of important points.  First, it found that a privacy interest protected by the U.S.Constitution prohibits government disclosure of one’s HIV-positive status without compelling reason.  The court found that “the sensitive nature of medical information about AIDS makes a compelling argument for keeping this information confidential.  Society’s moral judgments about the high-risk activities associated with the disease, including sexual relations and drug use, make the information of the most personal kind.  …The potential for harm in the event of nonconsensual disclosure is substantial.”

For their defense, the police needed a reason for their disclosure that would outweigh the Does’ privacy interest:  Perhaps the neighbor had some contact with the Does’ car or with Mrs. Doe herself, which could leave her vulnerable to contracting HIV.  The court rejected the “public safety” argument because it was based on the notion that HIV can be transmitted by casual contact.  “This court concludes that the Does have a constitutional right of privacy in the information disclosed and the state had no compelling interest in revealing that information.  As such, the disclosure violates the Does’ constitutional rights.” 

The court also rejected two more arguments by the defense: 

1.  Since there are no conclusive facts about AIDS, the warning to the neighbor was justified.  The court stated that it would “not rely on defendant’s speculation that further AIDS research may reveal that this virus could be infectious by means currently unknown.”

2.  Doe waived his privacy rights by voluntarily revealing that he was HIV-positive.  The court stated that there is no legal authority to support “that publication by plaintiff eliminates a cause of action against the government or a federal constitutional violation of one’s right to privacy.  Clearly, an arrestee’s disclosure to police that he or she has AIDS is preferable to nondisclosure.  Police can take whatever precautions are necessary to prevent transmission of the disease.  Police have more than “casual contact” with arrestee, arrested person, police may come into contact with hypodermic needles.  Thus, disclosure should be encouraged to protect officers.  Common sense demands that persons with AIDS be able to make such disclosures without fear that the police will inform neighbors, employers, or the media. 

Loud and Clear

When dispatches are transmitted by radio, there is a very real danger that confidential information may be heard by people other than the emergency responders for whom it is intended.  This is not true for CAD systems, but certainly not all dispatch systems provide the same protection.  Many systems in the country may be accessed by the general public with basic, readily available equipment.

Even without special equipment, many people can tap into dispatch information.  In fact, one company in the Washington, D.C. area scans all the local fire/rescue and police department transmissions and sells the information to the public. 

The potential for lawsuits alleging invasion of privacy is very real.  Since most radio transmissions are anything but secure, if a dispatcher identifies an individual by name and address and states that he is HIV-positive, there is an obvious privacy violation.

If the HIV-positive status is identified by code, the chance of a violation becomes less clear, although a curious radio scanner probably would be intrigued when he hears that a neighbor of his is a code “communicable diseases” or “universal precautions.”  If this listener goes to the scene, he may overhear conversations among the responders and learn that his neighbor has HIV.  This could lead to a situation similar to that in Barrington.

Though this may appear to be a remote possibility (but so does what actually happened in the Barrington case), if it did occur and there was a lawsuit, the EMS service in question would have to show a compelling interest for why the information was disclosed.  The argument likely would be that the information is needed to protect the emergency responders involved in the call.  Does this interest outweigh the privacy interest of the patient?  The evidence presented at the trial would provide the answer.

The plaintiff would call witnesses to testify that the benefit of providing this information to the responders is minimal.  Emergency responders are trained, pursuant to OSHA blood borne pathogen regulations, to follow body substance isolation when responding to calls involving potential for exposure to blood or other bodily fluids.  That means that they are trained to consider all patients as if they have HIV.  How, then, is public safety enhanced when the responders know that the subject of the call is indeed HIV-positive?
Plaintiffs also will argue that the potential for transmission in such cases is extremely low.  There have been no confirmed cases of EMS personnel contracting HIV on the job.  Therefore, the plaintiffs will argue that the interest for disclosure does not outweigh the invasion of privacy.

On the other hand, the emergency responders will call witnesses to show that there is a legitimate public safety issue and that it would be irresponsible for them not to let the responders know that the subject of their call is HIV-positive.  It is information that was provided when the 911 call came in and it rightfully should be included in the dispatch information.  In addition, they will argue that they have taken measures to protect confidentiality by coding the information.

The Verdict

There is no easy answer to this question, and a judge or jury would have difficulty rendering a decision.  Those who will be responsible for making or reviewing policy on this issue should keep in mind that there is potential for litigation in this area.  Therefore, whatever policy is adopted should be backed up by sound internal procedures.

For example, there needs to be a strong training component to alert all staff to the extremely sensitive nature of a patient’s HIV-positive status.  Without that component, it is possible that 
there will be a breach of confidentiality after the information is included in dispatch.  If that happens, protocol for HIV will be called into question. 

Could the members of your department do something similar to what occurred in the Barrington case?  Have they been thoroughly trained on the importance of protecting the confidentiality of members of the public?  In the Barrington case, the court cited a U.S. Supreme Court case, which held that municipalities could be held liable for civil rights violations for a police department’s failure to adequately train its staff if “the failure to train amounts to deliberate indifference to the rights of persons with whom the police came in contact.”  City of Canton v. Harris, 109 S. Ct. 1197 (1989).  The Barrington court found that a failure to train occurred in two ways.  First, the Runnemede police department did not have any training programs for its officers on AIDS prevention and control.  Second, they did not provide training on the need to keep HIV-positive information confidential.  Together, these failures were deemed by the court to constitute “deliberate indifference” that resulted in a violation of the Does’ civil rights. 

The deficiencies in the Barrington case were egregious.  Since that case was decided, OSHA issued its blood borne pathogens regulations in 1991.  It is safe to say that some form of training has been provided for all emergency response employees by now on the subject of HIV and how it is transmitted.  Therefore, training deficiencies would not appear to meet the “deliberate indifference” standard if they exist in this area.

If confidentiality has not been covered, it may result in a finding that there was deliberate indifference to the training need that caused a violation of civil rights.  The Barrington court found that “…the need for police training to keep confidential one’s infection with the AIDS virus is obvious.”  With the hysteria that surrounds AIDS victims and their families, disclosure clearly has a devastating effect that is easily anticipated.  The panic sparked by AIDS was widely known in 1987.  The failure to instruct police officers on the importance of keeping information about AIDS carriers confidential was likely to result in disclosure and fan the flames of hysteria.”

Further, if training has been provided, its effectiveness should be assessed.  What is the general attitude among staff in your department regarding HIV-positive individuals?  Is there fear? Hysteria?  Are derogatory remarks made in conversations?  Is the identity of HIV-positive patients being shared among staff after the calls?  Are there clues that there might be discriminatory treatment of HIV-positive individuals?  The training provided must make it very clear that HIV-positive individuals are to be treated no differently than others.  A policy of providing identification of individuals as HIV-positive in dispatches may be used only if it is clear that department members are following that policy with a zero tolerance for deviation.

If that certainty does not exist, it can be argued that the potential for discriminatory treatment and breaches of confidentiality outweighs the reasons for having the policy.  It can be argued further that such certainty will never be achieved, and that there is going to be a portion of the staff that has “AIDS phobia” no matter how much training is provided.  If that is the case, a review of dispatch policies needs to take place to assess whether the potential for harm and litigation outweighs the benefits.

The Union City Police Department Case

When looking at your dispatch policies, consider the experience of the Union City, CA Police Department.  A few years ago, a situation occurred in that department that brings the dispatch/confidentiality issue into sharp focus.

A 911 call came in regarding a possible suicide.  The potential victim had been the subject of a call just two days earlier, at which time he had informed officers that he was HIV-positive.

Pursuant to department policy, this information was added to a computer list of HIV-positive citizens so that it could be broadcast to officers who were being dispatched to an address where the computer showed that an HIV-positive individual resided.  Therefore, when the second call came in, the individual was identified in the dispatch information as HIV-positive.

A member of the media was listening in on the radio transmission and was concerned about the propriety of identifying the individual as HIV-positive over the radio.  She contacted the American Civil Liberties Union (ACLU) for an opinion, who in turn contacted the chief of the department. 

The chief and the department as a whole could have said that disclosure of the HIV-positive status of the individual was justified because of safety concerns for the responding officers, and that this was more important than the confidentiality concerns of the individual.  However, they probably would have been involved in protracted litigation.

Instead, the Union City P.D. chose a proactive response to the problem.  The department involved interested individuals and organizations in the development of a dispatch policy that everyone could support.  AIDS organizations, the ACLU, the police officers’ union and others throughout the community were involved in this process.
First, they determined that dispatchers can inform their officers about communicable disease.  When they learn that an individual is HIV-positive, or that a location is the residence of someone who is HIV positive, their policy is to have the dispatcher note that the person is known to have a communicable disease.  It is important to emphasize, though, that such a policy clearly would not be acceptable and would not have been agreed to if the term “communicable disease” was used only to refer to HIV-positive patients.  That would simply be using a code word to refer to those individuals, thereby singling them out. 

The department has a policy of gathering and storing information related to HIV, but it also stores information about other communicable diseases, such as hepatitis and tuberculosis.  This is done so that when a dispatcher sends an officer to a particular address that is known to be the residence of a person with a communicable disease, no one can say that the police department is disseminating information that a particular person is HIV positive.  In addition, the department has removed all name references from its computer database.

There are a number of important points to emphasize regarding the Union City case.  First, the agreement reached and the resulting policy should not be interpreted by anyone to mean that it is acceptable to have “code” policies for identifying HIV-positive individuals.  Such policies may set up the department for claims by HIV-positive individuals that their rights have been violated and that the community has discriminated against them as a result of these actions.  The most important point to remember is that the Union City code policy includes all communicable diseases.  If your department or service has a code policy, it should be like the one adopted in Union City. 

Second, the Union City experience is the response of only one community to this issue.  The policy this department developed may or may not be the proper response for your community.  The proactive approach for making a correct policy decision is to do what the Union City P.D. did:  Involve interested individuals and organizations in your community in the development of your policy.  The fact that Union City took this approach will provide additional protection from liability if the policy faces a challenge in a lawsuit.

Third, the Union City P.D. had violated California Health and Safety Code section 199.21, which states that anyone who willfully and negligently discloses that another person is HIV positive can be punished with a civil fine, and if that person with HIV suffers some kind of harm because of the disclosure, the person who communicated the information could be charged with a misdemeanor.  This highlights the need for all EMS departments and services to comply with the requirements contained in their state’s confidentiality laws. 

Whether your department or service has a “code” policy in place or is considering implementing one, keep in mind that there are some legal minefields involved.  The Union City P.D. had the opportunity to work out a settlement in its case, which is not always going to be an option.  You may have to defend your policy in court some day.  Whatever direction is taken, there should be legal input to ensure that your policy will withstand challenges based on invasion of privacy. 

Topic 3-7: The Importance of Properly Terminating a Call

Terminating a Phone Call

The way a call taker ends a call for service can have a profound effect on the ability of fire/EMS personnel to deal with a scene when they arrive.  As mentioned earlier, the call taker is the first person the public deals with when dialing 9-1-1.  Even a reporting party who begins hysterically or angrily may be calmed down during the conversation.  Not ending the call properly can cause the reporting party to revert to his or her previous state, making it a difficult situation for units when they arrive. 

Information to the Reporting Party

It is important to let the reporting party know what is going to happen prior to the arrival of the responding unit.  The call taker may say that the incident is being dispatched or the responding unit is on the way.  As the call taker, you should not promise a time period for the unit’s arrival, i.e., “They will be there in a couple of minutes.” or “any second now”, because these statements can be taken literally by the reporting party.  Using phrases such as “Shortly” or “They are coming with lights and sirens.”  Additional information you can relay to the reporting party is that the units responding are being relayed updates so that the paramedics or fire department can bring in the equipment they need to start work immediately upon arrival. 

Simply let the reporting party know what is happening or what is going to happen.  This information is helpful for the reporting party who insists on knowing why the call taker is asking so many questions or taking so long on the phone.  Making sure the reporting party is at ease before terminating the call goes a long way in helping the reporting party through the emergency and not feeling abandoned in their time of need. 

Prior to Emergency Service Unit Arrival

When ending a call, there may be procedures a call taker must follow.  For instance, using EMD criteria, the call taker may advise the reporting party to gather medications or keep an eye on the patient and call back if the situation worsens for further instructions.  The same is true with agency protocol for ending a call that is reporting a fire, i.e., get everyone out of the house, and meet emergency personnel out front.

Advising a reporting party to call back can be invaluable if he or she changes location by going to another apartment or leaves the scene.  This is common if they went to another location to call for help because they are likely to return to their original location.  People who are reporting emergencies from their cell phone, i.e., car accidents or persons down, are likely to leave the scene of an incident if you do not request they remain on the scene.  Letting the reporting party know they are free to call back if they get concerned or the situation worsens before the field units arrive is also a tactic for reassuring them before disconnecting, it lets them know you want to stay informed and that you care about their situation. 

When Emergency Services Unit Arrives

There may be times when the call taker will still be on the telephone when the units arrive.  In these instances, it is best to end the conversation so the reporting party can open the door or answer questions.  In the case of the reporting party receiving CPR instructions as the unit arrives on scene, you will advise the caller to continue CPR until emergency personnel are on scene with the patient.

Saying something kind is appropriate; as long as the call taker does not make any promises he or she cannot keep.  Letting parents of a baby who has possibly died of SIDS (sudden infant death syndrome) know they did a good job of CPR may be very appropriate, but promising them that everything will be okay is not a promise the call taker can keep.  Reporting parties who seem likely to become hysterical upon the units arrival, are reminded to stay calm so they can help the emergency service workers by answering their questions.

Reporting parties, who are calm and collected, may be under the impression that the call taker will stay on the line until the units arrive.  It is important to let them know that it is all right to hang up.  The call taker may give them something to do to keep them busy, such as putting away family pets or turning on the porch light.

When to Hang Up

It is very important that the call taker not hang up the phone before the reporting party.  With experience, most call takers will find a way of including what needs to be said according to their communications center policy along with their own unique way of ending the call. 

Topic 4-1: Mapping for the Call Taker
The call taker position puts the available maps to use in a variety of situations.  Maps can aid in pinpointing incident locations and verifying what the reporting party might be seeing. In the event of a report of a “wildfire” or vegetation fire, the call taker can determine the location of the fire relative to the caller’s location.  
There are situations when a reporting party sees a permitted burn, natural gas burn off, or even a building burn-down that is being used for fire department training.  A map is useful to determine if a fire department response is needed, either negating the need to send a response, or allocating resources if there is no known planned fire for the location.  Traffic collisions often pose a challenge in determining the exact location, and in turn, the best access to the incident, especially when the reporting party is not familiar with their location.  By pinpointing the location based on cues provided by the reporting party, help can reach the incident as quickly as possible.  
A citizen in either an emergency or non-emergency situation may call inquiring as to the location of the nearest fire station or hospital to their home or current location.  Maps can also be helpful when units have AVL, AVL tracks units’ locations.  The unit’s location can be helpful to the dispatcher by relaying this information to a reporting party with the necessary information to relay to those in need.  Maps also aid in resource allocation in that dispatchers can determine the closest available unit with the shortest response time.
Communications Dispatcher 1C – Radio Dispatch
Topic 1-1: Standardized Communications
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Radio Etiquette 

Radio use is a command and control tool.  It is used to pass information across great distances and make coordination of resources possible in a way that smoke signals, mirrors, runners, and other ancient means of communications just can't begin to match.  Like any other tool, it can be misused.
Radio, or Tactical Dispatchers handle numerous types of incidents.  It is important to realize that, no matter what the type of incident, courtesy and professionalism must be maintained over the radio.  Remember that it is not just units that are listening.  When units are on scene of an incident, they frequently have their portable radios and unit’s outside speakers on, allowing everyone in the vicinity to easily hear radio traffic.  There are also countless people and agencies listening to scanners, as well as FCC regulations governing mode of operations.  It is imperative to always speak in a calm, helpful and professional manner, regardless of familiarity with the other party, or the manner of the other party’s transmissions.

Radio Efficiency
How you structure your message has a great deal to do with whether or not it will be understood.  Therefore, it is important to keep it simple.  Remember that the other party cannot see what you see.  It is important that you construct your word pictures carefully.  Questions should be asked as questions.  A common error is to make a statement that the receiver must confirm or deny.  Include pauses in longer transmissions to be sure that the other party is copying, and to allow them to relay more critical information back.  A unit identifier should also be used to ensure that the message is being relayed to the correct party.
Messages should be short, preferably less than 30-seconds long.  If your message is longer, consider an alternate method to send it (i.e., telephone, note, or break it down into two or more separate transmissions).  Know what you want to say before you key the radio, to help eliminate “filler” words.  It is not necessary to repeat the entire message back, a concise summary that indicates the understanding is sufficient.
In emergency services, time is of the essence, and conditions are rarely ideal.  It is important that the message be relayed and understood the first time, as frequently as possible.  One way to help ensure this is for the dispatcher to make a conscious effort to use a slower rate of speech that is easy to understand.  If transmissions are frequently not copied the first time, it may indicate a need for the dispatcher to further increase this effort.  Shouting also causes distortions, which may impede the other party from copying the message properly, and should always be avoided.
Fire Service Terminology

Clear Text

Frequently, agencies participating in major mutual aid incidents have used different codes or phrases when communicating, resulting in confusion or misunderstood information and instructions. 

FIRESCOPE designed a communication standard to eliminate such operational problems by replacing obsolete or department-specific codes with common words or brief phrases they called “clear test.”  FIRESCOPE (FIrefighting RESources of California Organized for Potential Emergencies) is a cooperative effort involving all agencies with fire fighting responsibilities in California.  It was organized after the disastrous 1970 wildland fires in southern California.  The goal of this group was to create and implement new applications in fire service management, technology, and coordination, with an emphasis on incident command and multi-agency coordination.  This dynamic statewide program continues to serve the needs of the California fire service today. 

Clear text is required as the fire service standard for mutual aid operations within the Incident Command System (ICS) and National Incident Management System (NIMS).  Most fire administrations have adopted clear text for their day-to-day operations as well.  No agency-specific codes are permitted when using clear text, nor are the age-old nine and ten radio codes. 

Clear Text Words and Phrases

Affirmative 
Yes
At Scene 
Used when a unit arrives at the scene of an incident.  Example:  “Dispatch, Engine 8, at scene.”

Available 
Used when a unit is ready for a new assignment or can return to quarters.  Example:  “Engine 71, Available.”

Available at Residence 
Used by administrative or staff personnel to indicate that they are available and on-call at their residence.
Available at Scene 
Used when a unit is still committed to an incident, but could be dispatched to a new emergency if needed.

Burning Operation 
Used to describe three types of managed fires:  1) a back fire or burning out on a wildland fire. 2) a prescribed burn, or 3) a vegetation management project.
Call _____ By Phone 
Self-explanatory.

Can Handle 
Used with the amount of equipment needed to handle the incident.  Example:  “Dispatch, Battalion 9, can handle with units now at scene.”

Command 
Radio designator for the IC.  Normally proceeded by the name of the incident.  Example, Dispatch, Battalion 10, at scene and assuming command.”

Copy, Copies 
Used to acknowledge message is received.  Unit radio identifier must also b used.  Example: “Engine 1, copies.”

Do You Copy? 
Request for acknowledgment that the message was received and understood.

Disregard Last Message
Self-explanatory.

Emergency Traffic 
Term used to gain control of radio frequency to report an emergency.  All other radio users will refrain from using that frequency until cleared for use.

Emergency Traffic Only 
Radio users will confine all radio transmissions to an emergency in progress or a new incident.  Radio traffic that includes status information such as responding, reports on conditions, at scene, and available will be authorized during this period.

En Route 
Normally used by administrative or staff personnel to designate destinations.  En route is NOT a substitute for responding.  Example:  “Dispatch, Chief 4 en route to City Hall.”

Fire Contained 
Forward rate of spread of the fire has been stopped. 

Fire Under Control 
The fire will no longer spread anywhere on its perimeter.  Fire is out, mop-up has started. 

Go Ahead 
Pass your message.
In Quarters 
Used to indicate that a unit is in its station.  Station identifier must also be used.  Example:  “Dispatch, Engine 5, in quarters, Station 5”.

In-Service 
Used to indicate a unit is operating, not in response to a dispatch.  Example: “Dispatch, Engine 7, in service, fire prevention inspections.”

Is _____ Available 
for a Phone Call? 
Self-explanatory.
Loud and Clear 
Self-explanatory.

Negative 
No

Out of Service 
Used to indicate a unit is mechanically out of service.  Example: “Dispatch, Transport 6, out of service.”

Repeat 
Self-explanatory.  Also used:  “Say Again”
Report on Conditions 
Brief description of incident specifics.
Respond, Responding 
Proceed to or proceeding to an incident.  Example:  “Engine 72 responding.” or “Dispatch Engine 3 responding.”

Resume Normal Traffic 
Self-explanatory.
Return To 
Used to direct units that are available to a station or another location.

Stand-By 
Wait.

Stop Transmitting 
Self-explanatory.

Uncovered 
Used to indicate a unit is out-of-service because no personnel are available to operate it.

Unreadable 
Used when the signal received is not clear.  In most cases, try to add the specific trouble.  Example:  “Unreadable, background noise.”

Veh Registration Check 
Self-explanatory.
Weather 
Self-explanatory.

What is your Location? 
Self-explanatory.

Phonetic Alphabet

Due to interference or poor signal, it may be necessary at times to use a name for the letter in order to complete the transmission with clarity.  Under ordinary circumstances, phonetic spelling of a full word is not necessary.  Numbers with multiple digits should be expressed as a string of individual digits, i.e.: 123 Main Street would be “1-2-3 Main Street”.  The number 9 is often pronounced “NINER”, so as not to be confused with 5.
As an exception, care must be taken not to use the phonetic in dealing with lettered street names, (e.g., D Street not “David” Street).  Presently there are two versions of the phonetic alphabet in use as listed below – law enforcement and the International Civil Aviation Organization (ICAO).

LAW ENFORCEMENT

A
=
Adam
B
=
Boy
C
=
Charles
D
=
David
E
=
Edward
F
=
Frank
G
=
George
H
=
Henry

 I
=
Ida

J
=
John

K
=
King
L
=
Lincoln
M
=
Mary
N
=
Nora

O
=
Ocean

P
=
Paul

Q
=
Queen

R
=
Robert
S
=
Sam

T
=
Tom

U
=
Union

V
=
Victor

W
=
William

X
=
X-ray

Y
=
Yellow

Z
=
Zebra

ICAO STANDARD

(with pronunciation)
A
=
Alpha
AL fah
B
=
Bravo
BRAH voh
C
=
Charlie
CHAR lee
D
=
Delta
DELL tah
E
=
Echo
ECK oh
F
=
Foxtrot
FOKS trot
G
=
Golf
GOLF
H
=
Hotel
hoh TEL
I
=
India
IN dee ah
J
=
Juliet
JEW lee ETT
K
=
Kilo
KEY loh
L
=
Lima
LEE mah
M
=
Mike
MIKE
N
=
November
no VEM ber
O
=
Oscar
OSS cah
P
=
Papa
pah PAH
Q
=
Quebec
keh BECK
R
=
Romeo
ROW me oh
S
=
Sierra
see AIR rah
T
=
Tango
TAN go
U
=
Uniform
YOU nee form
V
=
Victor
VIK tah
W
=
Whisky
WISS key
X
=
X-ray
ECKS ray
Y
=
Yankee
YANG key
Z
=
Zulu
ZOO loo
Standardized Descriptions

Knowing what order descriptions follow allows the units in the field to be prepared for a certain type of information regarding certain things.  If the call taker passes a clutter of information to the dispatcher, that information is likely to be misread or even wrong.  That is why standardized descriptions are used. 

A situation may arise where the reporting party cannot be transferred to the law enforcement agency and the information may have to be taken and relayed instead.  This may require using descriptions that are best stated in a law enforcement format for efficient transfer.  Knowing what order descriptions follow allows the units in the field to be prepared for a certain type of information regarding certain things. 

Order

Vehicle

Vehicle comes first since it is the largest, easiest to see piece of evidence.  Describe in the following order: 

1. Vehicle description

2.
Direction of travel

3.
Time Element

When describing the vehicle the following information is needed, if possible (CYMBOLS):

1. Color

2. Year

3. Make and model

4. Body style

5. Other identifying characteristics
6. License number

7. State of origin for license number 

Person

A person should also be described in a particular order from the top to bottom/inside to outside.  The following list is basic information regarding description; other information may be added if pertinent to the case.

1. Race

2. Sex

3. Age

4. Height

5. Weight

6. Hair (color and length)

7. Eyes

8. Any feature of or on the face

9. Clothing (top to bottom, inside to outside)

· White tee shirt

· Blue denim jacket

· Black denim jeans 
Topic 1-2: Fire Service Dispatch Procedures

Federal Communications Commission (FCC)

The Federal Communications Commission, or “FCC” was established in 1934 under the Communications Act of that year to regulate interstate and international communications.  They are responsible for governing radio, satellite, telephone, cable, television and wire transmissions within the United States, the District of Columbia and any U.S. holdings.  They also act in a coordination capacity in the formation of policy and procedure in the industry with state and local governments.

Fire Service Dispatch Procedures

The actual dispatching of calls over the radio is an important component of the dispatcher’s job.  Once the call taker has entered the Location and the Nature/Problem a call is generated and is able to be assigned to units for response.  There are several steps that need to be followed to be certain the correct number and type of units are sent to the incident.  It is the responsibility of the Radio dispatcher to send the proper units and keep track of them until the incident’s completion.
Primary Dispatch

It is always the primary dispatcher’s job to verify that the recommendation given by the CAD system is the correct response for the type of call, has the correct resources, and is utilizing the closest available units.  “That’s what the CAD recommended” is not a viable reason for an incorrect response.  The CAD system is programmed for human intervention, to verify the dispatch, prior to it being sent, and to augment that response depending on the reports received.  It is also the primary dispatcher’s responsibility to monitor Status on all units, add closer units that become available, augment assignments as required, and divert units to higher priority calls when appropriate.  In other words, although assisted by current technology, the dispatcher is essential and must be actively involved in the processing of emergency and non-emergency calls.  One of the best tools that dispatchers have is the ability to use logic and common sense.  Both of these are essential traits for the primary dispatcher.

Dispatchers strive to enter a call and dispatch it as quickly as possible, however, they must be far more concerned with accuracy than speed.  The primary dispatcher is held responsible for dispatching the correct response, rather than the seconds it took to be accurate.  It is important to take a second and read the call text, check the recommendation, correct it if necessary and then send the call.  It is not appropriate to simply hit the send button as soon as the call appears as a waiting incident window.  This point cannot be stressed enough.  An incident that starts poorly generally continues to go downhill.  The vast majority of the time the CAD recommendation will be correct and can be dispatched without change or augmentation.  Every effort should be made to dispatch a call as quickly and as accurately as possible. 

Tactical Dispatch
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Being an effective tactical dispatcher requires situational awareness, the ability to anticipate the needs of the incident, maintain the proper status of all units and quickly and effectively handle requests for additional resources.  The tactical dispatcher must also be capable of effective and concise communication with field units, maintaining control over assigned tactical channels and fully documenting pertinent information related to the incident.
Situational awareness for the tactical dispatcher starts with the morning brief, which consists of the following items:
· Weather conditions are accessed.
· Awareness of out of service units that may have an impact on operations.  

· Awareness of extra staffing

· Awareness of County resource availability

· Awareness of large incidents both in county and statewide that may request your resources or have your resources on them.

· Knowledge of the day’s duty chiefs.  

· Large events incident action plans if available are reviewed.
Once an incident has been dispatched the tactical dispatcher will already be anticipating the needs of the incident based on the location, time of day, information relayed from the calling party, past history of incidents in the area, perhaps personal knowledge of the area will be used to anticipate needs of the incident even before the first arriving unit get on scene and reports on conditions.

On arrival of the first-in unit the tactical dispatcher will receive a report on conditions.  It is imperative to acknowledge and understand this report, never acknowledge a report or request when it is not fully understood.  A read-back of the report does not have to be verbatim but should cover the main points of the report.

The incident commander may elect to open a command channel for larger or more complex incidents where heavy radio traffic is anticipated.  The tactical dispatcher can remind or request that the IC open a command channel but it will be at the discretion of the IC.  If opened, this channel is designed to be used by the incident commander to communicate with dispatch only.  Tactical unit-to-unit will remain on the original tactical frequency.

Broadcasting Initial Dispatch Information

Broadcasting Supplemental Dispatch Information

Post Dispatch Phase

Response Unit Safety

Incident History Records
Topic 2-1: Fire Service Incidents

Fire Related Incidents

Brush and Wildland Fires

Fire Alarms

Structure Fires

High Rise Structure Fires

Vehicle Fires

Rescue Related Incidents
Aircraft Emergencies

Motor Vehicle Collisions

Water Rescues

Submerged/Sinking Vehicle Incidents

Technical Rescue Incidents
Building Collapses

Confined Space Rescues

High Angle Rope Rescues

Industrial Entrapment Rescue

Trench Rescues

Search and Rescue Incidents

Topic 2-2: Hazardous Materials (HAZMAT) Incidents
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Hazardous Material Terminology
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Hazardous Materials (HazMat)

Any material that is explosive, flammable, poisonous, corrosive, reactive, or radioactive, or any combination thereof, and requires special care in handling because of the hazards it poses to public health, safety, and/or the environment.  Any hazardous substance under the Clean Water Act, or any element, compound, mixture, solution, or substance designated under the Comprehensive Environmental Response, Compensation, and Liability Act (CERCLA); any hazardous waste under the Resource Conservation and Recovery Act (RCRA); any toxic pollutant listed under pretreatment provisions of the Clean Water Act; any hazardous pollutant under Section 112 of the Clean Air Act; or any imminent hazardous chemical substance for which the administrator has taken action under the Toxic Substances Control Act (TSCA) Section 7. (Section 101[14] CERCLA)

Hazardous Material Response Team
An organized group of individuals that is trained and equipped to perform work to control actual or potential leaks, spills, discharges, or releases of HazMat, requiring possible close approach to the material.  The team/equipment may include external or contracted resources.
Hazardous Materials Company
Any piece of equipment having the capabilities, personal protective equipment (PPE), equipment, and complement of personnel as specified in the Hazardous Materials Company types and minimum capabilities.  The personnel complement will include one member who is trained to a minimum level of assistant safety officer – HazMat.
Hazardous Materials Incident

Uncontrolled, unlicensed release of HazMat during storage or use from a fixed facility or during transport outside a fixed facility that may impact public health, safety, and/or the environment.

HazMat Task Force

A group of resources with common communications and a leader.  A HazMat Task Force may be pre-established and sent to an incident, or formed at the incident.

HazMat Trained and Equipped
To the level of training and equipment defined by the Occupational Safety and Health Administration (OSHA) and the National Fire Protection Association (NFPA).
Fire Service Role in Hazardous Materials (HAZMAT) Incidents

In most emergency situations, the fire service provides the first response.  Some hazardous materials are highly flammable and some materials may become hazardous when heated.  For these and other reasons, the NFPA requires that fire departments develop and maintain response plans for hazardous materials incidents and regulation of hazardous material transportation, storage and use.  Agencies are also required to keep specific information on types, amounts, locations and use of hazardous materials within a jurisdiction.  Further, the NFPA requires that all fire personnel be trained on, and have access to, hazmat response equipment.  Agencies that have an identified higher risk of occurrence of hazmat incidents are required to maintain a specialized hazardous materials response team (HMRT or HRT), though many larger agencies do so anyway.
Hazardous Materials Classes

According to the United States Department of Transportation (DOT), a hazardous material is any “substance or material in any form or quantity, which poses an unreasonable risk to health, safety or property when transported in commerce, used incorrectly, or if not properly stored.”  Hazmats can be solid, liquid or gas and can be influenced by changes in temperature, pressure or exposure to air.  There are nine DOT classes of Hazardous Materials.
	DOT HAZMAT CLASSES

	Class 1
	Explosives

	Class 2
	Gases

	Class 3
	Flammable Liquids, Combustible Liquids

	Class 4
	Flammable Solids, Spontaneously Combustible, Dangerous When Wet

	Class 5
	Oxidizers, Organic Peroxides

	Class 6
	Poisons, Poison Inhalation Hazards

	Class 7
	Radioactive Materials

	Class 8 
	Corrosives

	Class 9
	Miscellaneous


Class 1 – Explosives

These materials are either any substance or article, including a device, designed to function by explosion, or which, by chemical reaction within itself, is able to function in a similar manner even if not designed to function by explosion.  Examples of Class 1 materials are dynamite, nitroglycerine, grenades and plastic explosives.  The danger arises from the risk of heat-related injuries as well as the risk of physical injuries, either from the blast wave or shrapnel from the device or surrounding materials.  In addition, the explosion may also involve chemicals which can release toxic gases.
Class 2 – Gases

Gases are generally defined as substances that are completely gaseous at Standard Temperature and Pressure (STP) of 68°F (20°C) and 14.7 pounds per square inch (psi).  A flammable gas is a gas that is ignitable at standard pressure in a mixture with 13% or less by volume with air.  Class 2 Hazmat includes helium, nitrogen, carbon dioxide and methane.  The hazards from gases include thermal, chemical and asphyxiation.
Class 3 – Flammable Liquids
Class 3 hazardous materials refer to any liquid having a very low flashpoint of not more than 140°F (60°C), thereby creating a high risk of combustion under normal circumstances, or any material in a liquid phase with a flash point at or above 37.8°C (100°F) that is intentionally heated and offered for transportation or transported at or above its flash point in a bulk packaging.  Threats from Class 3 materials include fire, vapor explosions, asphyxiation and exposure to corrosive or toxic gases released when burning.
Class 4 – Flammable Solids

This class includes materials that are capable of spontaneous combustion or react violently with water.  Included in this class are such materials are phosphorous, sodium and magnesium.  Of obvious concern to firefighters is that they cannot be fought with water as that may exacerbate the problem by increasing the conflagration or causing toxic or flammable gases to be released.
Class 5 – Oxidizers

Class 5 hazardous materials are those materials which may cause or enhance the combustion of other materials.  This generally occurs by the yield of oxygen by the material either in its natural state or through its decomposition.  The oxygen can cause a fire to burn longer and more intensely.  Examples of oxidizers include hydrogen peroxide, chlorate and pure oxygen.
Class 6 – Poisons

Poisons are defined as substances other than gases which are known to be so toxic to humans as to afford a hazard to health during transportation.  In the absence of human toxicity data, certain levels are based on lab animal testing.  Examples of poisons are arsenic and strychnine.  Also included in this classification are bio-wastes such as blood, tissue samples and medical waste that may contain, or are suspected of containing one or more pathogens.
Class 7 – Radioactive Materials

Class 7 hazardous materials are those substances or materials which produce radioactivity, such as uranium, plutonium and radium.  Dangers associated with these materials include physical burns and other biological effects caused by acute exposure.
Class 8 – Corrosives

Corrosives are defined as a liquid or solid that causes full thickness destruction of human skin at the site of contact within a specified period of time.  A liquid, or a solid which may become liquid during transportation, that has a severe corrosion rate on steel or aluminum at a rate of 6.25 millimeters a year at around normal temperature is also a corrosive material.  Corrosives can cause fires and may exhibit a volatile reaction with water.  Examples of Class 8 materials include sulfuric acid and hydrofluoric acid.
Class 9 – Miscellaneous

This class includes materials that are less dangerous, present a limited hazard through form, quantity or packaging, and do not fit in to any other class.  Examples include insecticides, fire extinguishers, batteries, and lawn care materials.

Personal Protective Equipment

The unique nature and variance of hazardous materials incidents necessitates specialized personal protective equipment (PPE) at various levels of protection.  The Environmental Protection Agency (EPA) has established four levels of PPE for working with hazardous materials.
Level A
Level A protection is the highest level of PPE and protects the respiratory system, skin, eyes, and mucous membranes against solids, liquids and gases.  Required elements of this PPE Level are a fully encapsulating chemical protective suit, positive pressure self-contained breathing apparatus (SCBA) or positive pressure respirator with escape SCBA, both inner and outer sets of chemical resistant gloves and chemical resistant boots with both a steel toe and shank that are worn on the outside or inside of the suit, depending on suit construction.  Optional, but highly recommended components of Level A PPE include a hard hat and coveralls under the suit, intrinsically safe, non-sparking, two-way radios and cotton long johns for added protection.
Level B
This level of hazmat PPE is the minimum recommended level for initial entry to a hazmat scene, before all hazards are identified through sampling and analysis.  Level B PPE provides high level respiratory protection with a lower level of skin and eye protection.  Minimum required equipment at this level is a positive pressure self-contained breathing apparatus (SCBA) or positive pressure respirator with escape SCBA, both inner and outer sets of chemical resistant gloves, chemical resistant boots with both a steel toe and shank and chemical resistant clothing (overalls and long-sleeved jacket, coveralls, hooded two-piece chemical splash suit, disposable chemical resistant coveralls).  Additional optional equipment includes hard hats, face shields, chemical resistant, disposable boot covers, and intrinsically safe two-way radios.
Level C
Level C protection is appropriate when the type and concentration of an airborne substance is known, criteria for using air-purifying respirators are met, and skin and eye exposure is unlikely.  Use of Level C PPE requires periodic monitoring of the air to ensure conditions remain Level C appropriate.  The minimum required equipment at this level includes a full-face or half-mask air-purifying respirator, both inner and outer sets of chemical resistant gloves, chemical resistant boots with both a steel toe and shank and chemical resistant clothing (one piece coverall, hooded two piece chemical splash suit, chemical resistant hood and apron, disposable chemical resistant coveralls).  Optional, but recommended, equipment includes chemical resistant boot covers, hard hat, face shield, escape mask, intrinsically safe two-way radios and cloth coveralls worn inside the chemical resistant clothing.
Level D
This is the lowest level of PPE and is considered to be primarily a work uniform, with need-based modifications depending on the nature of the hazard and work to be performed.  It is intended only for “nuisance” level contamination and requires only coveralls and safety shoes or boots and is not appropriate when respiratory or skin hazards are present.  Situations where only Level D PPE is required should be reevaluated periodically in case of changes in types of hazards or work to be performed.
In some instances a PPE level may be raised or lowered.  Factors influencing an increased level include a known or suspected presence of skin hazards, occurrence or likely occurrence of gas or vapor emissions, a change in the nature of a task, or at the request of an individual charged with performing the task.  A downgrade in PPE level may occur if information arises proving a lower risk than originally assumed, decreased hazard due to altered site conditions, or a change of task that also changes an individual’s contact with the materials.
HAZMAT Incident Scenes
A Hazmat scene is made up of three zones, the size and locations of which are determined largely by the type and quantity of the substance(s) involved, prevailing weather conditions (precipitation, wind speed and direction, etc.) and general topography of the area.  The zones are titled Hot, Warm and Cold based on their proximity to the actual incident scene and therefore, their exposure/danger level.
The Hot Zone is the area immediately adjacent to the material and extends to a distance considered to be outside of the risk of contamination.  The hot zone is off-limits to all but the Entry Team until the hazard is determined and appropriate decontamination measures have been set up outside the perimeter.

The Warm Zone encompasses the Hot Zone, beginning at the perimeter of the hot zone, and is cordoned off from public access.  It is used as a decontamination area for personnel and equipment coming from the hot zone and includes controlled access points in to and out of the hot zone.
The Cold Zone is the outer perimeter of the incident, beginning at the edge of the warm zone and progressing away from the spill zone and is considered to be out of danger.  The Incident Command Post will usually be found here, along with other support services.  It is generally used as a staging area for personnel and apparatus, and also offers an additional buffer zone in case of unforeseen spread of the contamination.
HAZMAT Identification

Federal law requires that identification placards be affixed to vehicles transporting hazardous materials over a certain quantity.  The placards are color-coded and bear a material identification number which can be referenced against the North American Emergency Response Guidebook (NAERG) which every communications center should have on hand.  The NAERG contains hazardous material information, organized by material name and number, as well as guidelines on handling each substance, including isolation distances where appropriate.  The guide is essential in the initial stages of a hazmat response to identify the material and related hazards and relay the information to responders.
The NAERG is divided in to four color-coded sections for quick reference for the identification of materials, action guides, water reactivity and isolation distances.

The Yellow section lists chemicals by their four-digit United Nations identification number (UN ID) found on vehicle placards.  Also provided in this section, following the UN ID, is a three digit number which is the guide number in the orange section corresponding to the appropriate action guide for that material.
The Blue section lists materials alphabetically by name, which is useful when the material is known, but the ID number is not available.  Again, following the UN ID is the three digit guide number corresponding to that material’s appropriate action guide in the orange section.
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The Orange section of the NAERG consists of “protective action guides” which are the safety recommendations and emergency response information that are appropriate for the material type in question to keep responders and the public safe.  The left hand pages of this section provide the safety information, and the right-hand side provides emergency response guidance and activities for fire situations, spill or leak incidents and first aid.  Each guide is designed to cover a group of materials which possess similar chemical and toxicological properties and therefore react similarly.  

Each guide consists of three sections, Potential Hazards, Public Safety and Emergency Response.  Potential Hazards lists any fire or explosion hazards for the material and any associated health hazards.  Public Safety lists general information for responders including immediate evacuation distances and appropriate types of PPE.  The Emergency Response section lists isolation information, extinguishment agents, first aid, and containment procedures. 

The Green section contains specific information on water reactivity and isolation distances for materials highlighted in the yellow or blue sections of the manual.

CHEMTREC
Established in 1971, the Chemical Transportation Emergency Center (CHEMTREC) is sponsored by the chemical manufacturing industry to provide emergency responders with information and support when a hazmat incident occurs.  The Center maintains a twenty-four hour communications center staffed by trained and experienced emergency service specialists with immediate access to thousands of chemical product specialists and hazardous materials experts through a database of over 30,000 manufacturers, shippers, carriers, public organizations and private resources and an electronic library of over 4 million Material Safety Data Sheets (MSDS).  CHEMTREC also maintains an unmatched database of medical experts and chemical toxicologists who provide advice and emergency medical treatment assistance to on-scene medical professionals and provides access to industry-trained foreign language interpreters.
The telecommunicator should provide the following information when contacting CHEMTREC:  

· Department name and call-back telephone number

· The location and nature of the incident

· The name or UN ID of the material(s) involved

· Any shipper or manufacturer information available

· The container type (including physical description)

· Any rail car or vehicle numbers available

· Carrier name (if known)

· Intended recipient (if known)
· Environmental factors influencing the incident such as weather and topography.
HAZMAT Information Gathering
The danger, complexity, and relative infrequency of hazmat incidents require increased awareness and fairly strict adherence to a systematic response plan, both in the field and in the communications center to ensure the most efficient response possible.  Confinement and containment are essential to protecting life and property in these incidents.  
As previously discussed, hazardous materials can present a variety of dangers, which necessitates the asking of some very specific questions.  It is important that the telecommunicator always inquire about any hazardous materials that may be present during any fire incident so that they can inform responding units of the potential danger and responses can be adjusted accordingly.  The weather conditions and geographical features also play a significant role in responses, potential dangers and possible movement of a spill or airborne cloud.  
Questions For Hazmat Incident Call-Taking
· Exact location of the incident?

· If inside a building – 

· Residential or commercial?

· If commercial –

· Type of business?

· Contents and occupancy of building?

· Contents and occupancy of adjacent buildings?

· Is there an MSDS available?

· What is the geography of the area?

· Densely populated, rural, low-lying area?
· What exactly happened?

· Are there any injuries?

· How many?

· Extent?

· What is the material?

· If unknown, is it solid, liquid, or gas?

· Are there any other materials in or around the area that could be considered hazardous?

· How much of the material is present?

· What type of container is it in?

· Description?

· If vehicle –

· Type? Description?

· Rail car or vehicle numbers visible?

· Is there a placard or other identification visible?

· Is there a MSDS available?

· Is the driver available with the bill of lading?

· If yes, have the driver meet responders

· Weather conditions at the scene?

· Wind speed and direction?

· Smoke, fog, rain, ice, etc.?

· People or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?
Always refer to the communications center policy and procedure for notifications and dispatch actions.
Topic 2-3: Terrorism Incidents
Understanding Terrorism

Terrorism is defined by the Federal Bureau of Investigation (FBI) as “the unlawful use of force against persons or property to intimidate or coerce a government, the civilian population, or any segment thereof, in the furtherance of political or social objectives.”  Terrorist events are generally multi-dimensional and, as criminal acts, require heavy law enforcement involvement at various levels.

Terrorist acts can be perpetrated by individuals, groups, nations, or families, and can occur at any place at any time.  The acts themselves can be extremely varied and include explosives, chemical or biological warfare and/or radiological agents.  The motives are varied and can be anything from a disgruntled employee looking for payback to a separatist group demanding freedom from government.
Threat Analysis

An emergency management coordinator or similar individual will conduct a threat analysis in conjunction with law enforcement to determine potential terrorist groups active the jurisdiction.  These groups may be ethnic separatists, radical organizations, racist, antiauthority, or survivalist groups, foreign terrorist organizations, or issue-oriented extremist groups such as anti-fur or anti-abortion groups.

Following the identification of potential terrorist organizations in the area, potential targets are determined.  Some common targets may include government installations, financial institutions, public infrastructure and places of worship.  It is important to remember, however, that it is impossible to identify all potential targets, as any structure or organization can become a target if a terrorist wants it to be.
Terrorism Incidents

In order to provide an appropriate and efficient response telecommunicators must familiarize themselves with signs that may indicate a terrorist incident.  

BIOLOGICAL INCIDENTS
Biological agents, such as anthrax, botulism, encephalitis and the plague, can be adapted for use as a weapon, or “weaponized.”  They are often fairly accessible, their spread rapid and the potential for an extremely high number of casualties great.  These agents can be disseminated in a multitude of ways, including aerosols, food and water supplies, direct skin contact or injection.
The most common types of biological agents include bacteria, viruses and toxins.  Bacteria are single-celled organisms that multiply by cell division and can cause disease in humans, plants, or animals.  Examples of bacteria include cholera, plague and anthrax.  The latter usually comes in one of two forms:  either cutaneous or inhalation.  
Cutaneous anthrax contamination occurs if anthrax spores come in contact with an open wound, causing symptoms like sores and lesions.  This form of anthrax is considered less deadly and usually responds well to antibiotics when detected early.
Inhalation anthrax contamination occurs when anthrax spores are inhaled into the respiratory system.  This causes hemorrhaging and the buildup of fluids in the lungs.  Common symptoms develop quickly and are typically flu-like.  This type of anthrax contamination is considered fatal.

Viruses are the simplest type of microorganisms.  They have no metabolic system of their own, depend upon living cells to multiply, and therefore will generally not live for extended periods outside of a host.  Examples of viruses used in biological warfare include smallpox, encephalitis and Ebola.
Toxins are substances of natural origin and are usually very complex.  Toxins are typically easily extracted from the animals, plants or microbes which produce them.  They are generally much more toxic by weight than many chemical agents.  Examples of weaponized toxins are botulism and ricin.

Biological Incident Indicators
Biological incidents primarily present either as community public health emergencies or as focused responses to an incident involving a toxin or other exposure.  Biological incidents are often difficult to recognize as the onset of symptoms can sometimes take several days or even weeks, and in that time, be spread among a greater number of victims.  Further, most biological terror substances are odorless and colorless, and thus, may remain unknown.

Any of the following may be indicators of a biological terror event:

· A sudden surge of medical calls (especially with similar symptoms)

· Unusual numbers of sick or dying people or animals

· Dissemination of unscheduled and unusual sprays, especially outdoors and/or at night

· Abandoned spray devices with no distinct odors

It may be necessary for the telecommunicator to contact local hospitals to determined if additional patients with matching symptoms have been admitted.

Questions For Biological Incident Call-Taking
· What is the agent?
· If unknown, describe the substance.

· Is it contained?

· Is anyone experiencing any symptoms?

· What are they?

· How many people are affected?

· Any suspicious people or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?

NUCLEAR INCIDENTS
There are three potential scenarios regarding nuclear incidents.  The first is the use, or threatened use of a nuclear bomb.  This scenario is least likely to be of issue for a telecommunicator as completed nuclear devices are extremely hard to acquire, and most employ a Permissible Action Link (PAL) system that requires a code be entered before it can be activated.  

The second is the detonation or threatened detonation of an explosive device which has incorporated radioactive materials, also known as a “dirty bomb.”  This method is considered of much greater concern to the telecommunicator as it is much more likely to occur than the detonation of a completed nuclear device.  This method, in addition to damage done by the explosive itself, would spread radioactive material around the bombsite, thereby disrupting normal activities and raising concerns about long term health issues from exposure.
Lastly, there is the detonation or threat of detonation of an explosive device in the vicinity of a nuclear power plant or radiological cargo in transit.  If the communications center or its jurisdictions are in the vicinity of a nuclear power plant, the telecommunicator should become familiar with whatever emergency plans are in place regarding accidents or incidents, including evacuation procedures.

The three main types of nuclear radiation emitted from radioactive materials are alpha, beta and gamma radiation.  Alpha particles are the heaviest and most highly charged, but they can travel only a few minutes and are stopped by a barrier as simple as a sheet of paper or the layer of dead skin on a human or animal.  They are, however, dangerous if ingested through contaminated food, drink or air.

Beta particles are smaller, travel faster, and can penetrate tissue to a depth of several millimeters, but not quite reaching internal organs.  Extended exposure to beta particles can cause skin burns, but for the most part the hazard is considered nominal.
Gamma rays are transmitted through the air in the form of waves and are pure energy.  They can travel great distances and penetrate most materials.  They are the most hazardous to humans, because gamma rays can attack all tissues and organs.  Its short-term symptoms are very distinctive.  Acute radiation sickness from exposure to large quantities of gamma radiation in a short period of time is recognizable by its symptoms, which include skin irritation, nausea, vomiting, high fever, hair loss and skin burns.

Questions For Nuclear Incident Call-Taking
· What exactly happened?

· If unknown, describe the event

· If the event occurred at a radiological materials facility –

· Where in the facility did this occur?

· Are there any injuries?

· Is anyone experiencing any symptoms?

· What are they?

· How many people are affected?

· Any suspicious people or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?

INCENDIARY INCIDENTS
An incendiary incident is an event involving the intentional use of a chemical, mechanical or electrical device to start a fire or initiate combustion.  There is no limit to the type of device used, as there are many ways to start a fire.  From matches to chemical reactions, the intent is to cause a conflagration and destroy property and/or life.  If a device is discovered prior to ignition, as much information should be gathered about it, without handling it.
Questions For Incendiary Incident Call-Taking
· Exact location of the device or incident?
· Has the device ignited?

· Is there a fire now?

· Are there any injuries?

· What is the extent of the injuries?

· What does the device look like?

· Is the area evacuated and secured?

· How many people are affected?

· Any distinct odors present?

· Any suspicious people or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?

CHEMICAL INCIDENTS

Chemical incidents are those involving the intentional use of one or more chemical agents to harm persons or destroy property.  There are five classes of chemical warfare agents, Nerve agents, Blister agents, blood agents, choking agents, and irritating agents.
Nerve Agents 

Nerve agents affect the nervous system and disrupt nerve impulse transmissions.  They are usually liquids disseminated in an aerosol form and are often toxic in very small concentrations.  Examples of nerve agents include sarin, tabun and V agent.  Generic symptoms of nerve agent exposure include involuntary salivation, urination and defecation, excessive sweating, and abdominal pain, nausea and vomiting.  Other symptoms may include involuntary muscle twitches, chest pressure and congestion, giddiness, anxiety and trouble concentrating or sleeping.  Dead animals at the scene may be an indication that a nerve agent event has occurred.
Blister Agents

Blister agents cause severe burns to eyes, skin, and tissues and are slightly less toxic than nerve agents.  They are generally clear, odorless, heavy, oily liquids, except when impurities are present.  The impurities give it a darker look and often an odor similar to that of mustard, garlic or onions.  For this reason, they are sometimes referred to as “mustard” agents.  Like nerve agents, the primary dispersal method for these is aerosol or vaporization through explosion.  Blister agents, such as mustard gas and Lewisite, easily penetrate both clothing and skin.  Although symptoms may not appear for hours or days, a small dose can be fatal.  The telecommunicator will need to be aware of multiple callers with similar symptoms.  Victims may complain of reddening, tearing or burning of the eyes or swelling of the eyelids, burning of the nose and throat with shortness of breath or abdominal pain, nausea, and bloody vomit or diarrhea.  The skin will likely present with itchiness, redness or tenderness, which will eventually manifest burns or fluid-filled blisters, especially in warm, moist areas of the body.
Blood Agents

Blood agents, such as hydrogen cyanide, cyanogen chloride and other cyanide compounds, interfere with the ability of the blood to transport oxygen, effectively suffocating the body from the inside.  All blood agents are highly toxic in high concentrations and can lead to rapid death.  Symptoms include respiratory distress, vomiting and diarrhea, and vertigo and headaches.  Victims should be moved to fresh air and treated with respiratory therapy.  Blood agents are liquids under pressure, but gaseous in pure form and may smell of bitter almonds or peach blossoms.
Choking Agents
Choking agents, such as chlorine and phosgene, severely stress the respiratory system, and can cause edema or fluid in the lungs, resembling drowning.  Symptoms include severe eye irritation and respiratory distress (coughing or choking).  Choking agents are usually gases, are contained in cylinders or bottles, and may smell of chlorine or newly cut hay.
Irritating Agents

Irritating agents are often used by law enforcement and military for riot control as they are designed to incapacitate.  They cause respiratory distress and tearing of the eyes, thus are often referred to as tear gases.  Examples include MACE, pepper spray and chloropicrin and while not usually fatal, can result in asphyxiation.  Symptoms include burning, irritation or tearing of the eyes, difficulty breathing, coughing or choking, and, in high concentrations, nausea and vomiting.  The smell of pepper or the presence of dispensing devices are outward indicators.
Chemical Incident Indicators
Chemical agents are extremely lethal and are often hard to recognize.  Indicators include the mass onset of similar symptoms, numerous dead animals, fish and birds, absence of insect activity (where there would normally be some), the presence of hazardous materials unrelated to the occupancy, and unscheduled dispersal of sprays or aerosols.  Other signs include abandoned spray devices, small explosions which disperse liquids mists or gases and a distinct pattern of casualties and common symptoms.
Questions For Chemical Incident Call-Taking
· What is the agent?

· If unknown, describe the substance (liquid or gas?)

· Is it contained?

· Is anyone experiencing any symptoms?

· What are they?

· How many people are affected?

· Any distinct odors present?

· Are there several dead animals, fish or birds in or near the area?

· Any suspicious people or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?

EXPLOSIVE INCIDENTS

Explosive incidents are the most common form of terrorist attack, at about 70 percent of all attacks and are designed to cause damage and fires in order to destroy and damage persons or property.  These incidents pose many hazards, including burns, lacerations from shrapnel, and hearing loss.  In addition, they can be used as a dispersal method for biological, chemical or even radiological terror attacks.  According to the FBI, public safety agencies have only a 20 percent chance of finding a known explosive device.  They also state that the majority of explosive incident reports are false alarms or hoaxes.  It is important to remember that fires can cause explosions, and explosions can cause fires.  Another point of concern in an explosive incident is that there is often a secondary device intended to activate after the initial explosion in order to target emergency response personnel.  

Indicators of explosive events are normally obvious, such as large-scale damage to a building, shockwaves experienced by victims or bystanders or widely scattered debris.  Victims will normally present with shock, shrapnel-related trauma, and damage to the eardrums.
Questions For Explosive Incident Call-Taking
· Has the device detonated?

· Are there any injuries?

· What is the extent of injuries?

· What does the device look like?

· How was the device discovered?

· Bomb threat, accidental discovery, etc?

· Is the area evacuated and secured?

· How many people are affected?

· Any suspicious people or vehicles seen in the area?

· Descriptions?

· Have they left the area?

· Mode and direction of travel?

SUSPICIOUS PACKAGE/LETTER
Sometimes packages or letters are used as a means of delivery of a terrorist attack.  They can contain biological or chemical or even explosive substances intended to do harm to the recipient, or to the transport vehicle used to convey them.  They are normally delivered through the United States Postal Service or other package delivery and courier services.
A parcel that is addressed generically, rather than to a specific person, lacks a return address, or appears to be leaking some sort of substance may be dangerous.  Other indicators include “Personal” or “Confidential” markings, excessive taping or postage, or strange odors or sounds.

Questions For Suspicious Package/Letter Incident Call-Taking
· Why do you think it is suspicious?

· Is there a return address?

· What is it?

· Is there anything else written on the outside?

· What are the dimensions of the package?

· Is there anything leaking from the package?

· Odors?

· Has anyone touched the package?

· Is anyone experiencing any symptoms?

AGROTERRORISM

One last possible terrorism incident that telecommunicators should be aware of is agroterrorism.  This is when crops and other agricultural resources are targeted by a terrorist group for the purpose of causing harm to people or animals on a large scale.  There are various reasons for this, and various effects, but there will be plans for most contingencies.  These usually include quarantining effected livestock or crops or even closing borders to prevent contamination.  
Topic 3-1: Understanding Your Chiefs
What Is A Chief?
Fire Chief
The Fire Chief administers all operations of the fire agency and is responsible for planning, organizing, staffing, coordinating, directing, and budgeting of all functions, policies, and procedures of the fire agency.  

Deputy or Assistant Chief  

Under the direction of the Fire Chief, plans and supervises the activities of firefighting personnel in one or more divisions of the fire agency including fire suppression/EMS operation, inspection and prevention services, and training.  The Deputy/Assistant Chief will serve as second in command in the absence of the Fire Chief.

Division Chief 

Under the direction of the Fire Chief and through subordinate supervisors, is responsible for planning, organizing, and directing a major division of the fire department.  These divisions include suppression operations, fire prevention and investigation, support, and training.   Also provides support functions for the Deputy Chief and Fire Chief. 

Battalion Chief  

Under the direction of a Division Chief, a Battalion Chief is responsible for supervisory and administrative work in directing and coordinating the fire suppression, prevention, and rescue activities of a fire battalion or shift.

Topic 4-1: Station Move-Ups/Area Coverage
Standard Move-Up Plans

Each agency will identify which stations are designated as move-up stations.  A move-up is the process by which fire department apparatus relocate to a different station to cover a particular area whose normally assigned resources are committed to an incident or incidents.  These can also be cross-jurisdictional mutual aid agreements between two or more agencies to provide the fastest and most appropriate response to an incident.
Normally, a request to cover an agency’s station will be filled unless the providing agency is committed at or below their identified draw down level.  In such cases, the request would be submitted in accordance with the appropriate move-up pre-plan.
Backfilling Stations for Area Coverage
Any time a move-up is implemented it reduces the coverage of the providing station or agency.  Depending on various elements, the area may or may not have to be supplemented with physical coverage from somewhere else.  Usually, if the likelihood of a call in an area is very low, the responsibility will be shifted to an adjacent jurisdiction, but no physical movement of units will be involved.
Each communications center will have its own specific policies and procedures for move-ups and covers which the telecommunicator will be responsible for knowing and adhering to.  The telecommunicator will have the most current unit information and is responsible for proper allocation of resources.
CAD Assisted Move-Up
Programs exist to be integrated into the CAD system that are designed to assist in efficient and appropriate move-ups and covers.  One such program is Deccan International’s Live Move-Up Module or “LiveMUM” software.  This program, and others like it, monitor the CAD in real time, identify holes in resource coverage and instantly alerts the telecommunicator.  Dispatchers are provided with instant visual information and suggestions for optimal move-up and covers.  The system allows dispatchers to evaluate the effectiveness of multiple plans prior to implementation.  The training and planning aspects of a CAD assisted move-up tool are extremely valuable to communications centers.  The ability to make rapid assessments and changes to unit coverage is invaluable in the dynamic world of fire communications.
Topic 5-1: Introduction to the Scenarios
Appendices
Appendix A: Acronyms
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$PAY 
Semi-pub payphone

ACD 
Automatic Call Distributor

ADA 
Americans with Disabilities Act

AED 
Automated External Defibrillator

AHJ 
Authority Having Jurisdiction

ALI 
Automatic Location Indicator

ALS 
Advanced Life Support

ALT 
Alternate number

ANI 
Automatic Number Indicator 

APCO 
Association of Public Safety Communications Officials

APT 
Apartment

AVL 
Automatic Vehicle Locator

BLS 
Basic Life Support

BUSN 
Business

CAD 
Computer Aided Dispatch

CBD 
Criteria-Based Dispatching

CCT 
Critical Care Transport

CHP 
California Highway Patrol
CNTX 
Centrex

COIN 
Coin Payphone

COPS 
Community Oriented Policing Services 

CRS 
California Relay Service

CYMBOLS 
Color, Year, Make and model, Body style, Other identifying characteristics, License number, and State of origin for license number.

DAT 
Digital Audio Tape

DMV 
Department of Motor Vehicles

DNCF 
Directory Number Call Forwarding

DVD 
Digital Video Disks

EEOC 
Equal Employment Opportunity Commission

EMD 
Emergency Medical Dispatch

EMS 
Emergency Medical Services

EMSA 
California Emergency Medical Services Authority

EMT 
Emergency Medical Technician
ESN 
Emergency Service Number

FCC 
Federal Communications Commission

FDC 
Fire Department Connection
FEHC 
Federal Employment and Housing Commission

FIRESCOPE 
Firefighting Resources of California Organized for Potential Emergencies

FRA 
Federal Responsibility Area
GPS 
Global Positioning System

HMO 
Health Maintenance Organization

ICAO 
International Civil Aviation Organization

ICS 
Incident Command System

ITS 
Intelligent Transportation Systems

LAN 
Local Area Network

LRA 
Local Responsibility Area
MDC 
Mobile Data Computer
MDT 
Mobile Data Terminal or Mobile Digital Terminal

MSAG 
Master Street Address Guide
MSDS 
Material Safety Data Sheet
MTZ 
Mutual Threat Zone
NFPA 
National Fire Protection Association

NIMS 
National Incident Management System

OSHA 
Occupational Safety and Health Administration

P-ANI 
Pseudo ANI

PBXA 
Business PBX
PBXR 
Residence PBX

PCS 
Personal Communication System

PIV 
Post Indicator Valve

POST 
Peace Officers Standards and Training

PPE 
Personal Protective Equipment
PSAP 
Public Safety Answering Point
PUB TEL 
Public Telephone
QDT 
Quick Dial Tone
RESD 
Residence 

RO 
Relay Operator
SCBA 
Self-Contained Breathing Apparatus

SRA 
State Responsibility Area
SUIT 
Suite

TDD 
Telecommunications Device for the Deaf
TTY 
Teletype

UPS 
Uninterrupted Power Source

VOR 
Variable Omni Radar
WRA 
Watershed Responsibility Area
Appendix B: Glossary

Accidental Alarm 
An alarm set off and transmitted through accidental operation or a manual fire alarm device.
Arcing Wires 
Electric wires shorting out and causing electrical sparks that can result in fire, injury or death.
Acting 
Indicates that an officer or firefighter of the next lower rank or salary rating is detailed to duties and responsibilities of a higher rank.
Acute Exposure 
An intense exposure over a relatively short period of time.
Advanced Life Support (ALS) 
Ambulance 
An ambulance service capable of delivering advanced skills performed by Emergency Medical Services (EMS) practitioners (e.g., intravenous [IV] fluids and drug administration).
Aerial 
A mechanically operated turntable ladder attached to a ladder truck and manufactured in various lengths, i.e. 65’, 85, or 100’.
Air Ambulance 
Normally a rotary-wing aircraft configured, staffed, and equipped to respond, care for, and transport patients. In most cases air ambulances are used to transport trauma patients to trauma centers or to the burn center. A rotary-wing aircraft must be approved/licensed by a State to do so.
Air-Reactive Materials 
Substances that will ignite at normal temperatures when exposed to air.
Air Search Team 
(Fixed-Wing) 
Team provides airborne search, emergency airlift, airborne communications, and other special services. Varying levels of specialized management support and command and control capabilities are included in team structures.
Air Tanker (Fixed-Wing 

Firefighting Aircraft Tanker) 
Any fixed-wing aircraft certified by the Federal Aviation Administration (FAA) as being capable of transport and delivery of fire retardant solutions.
Alarm 
Any audible or visible signal of a possible fire or emergency requiring response and emergency action by the fire department.  Also, the alarm devices through which fire, medical or intrusion signals are received.
Alert Tones 
Electronic tones preceding a radio message, broadcast or dispatch to advise personnel of the type of information being dispatched.
ALI 
Automatic display at the communications center of the caller’s telephone number, the address or location of the telephone and supplementary emergency services information.
All Clear 
A radio transmission given by a company officer to indicate rescue has been completed or after an interior search no rescues are required.
Ambulance Strike Team 
An Ambulance Strike Team is a group of five ambulances of the same type with common communications and a leader. It provides an operational grouping of ambulances complete with supervisory elements for organization command and control. The strike teams may be all ALS or all BLS.
Ambulance Task Force 
An Ambulance Task Force is a group of any combination of ambulances.

ANI 
Automatic display at the communications center of the caller’s telephone number.
Annunciator Panel 
A panel used to house all electrical wires and relays indicating the location of fire or smoke detectors in a building.
Antenna 
A system of wires or electrical conductors employed for reception or transmission of radio waves.
Apparatus 
Fire department vehicles such as Engines, Trucks and Paramedic Ambulances, HazMat Units, Brush Engines etc.
Apparatus Floor 
The main floor of the fire station where the apparatus are quartered.
Arson 
The intentional setting of fires to defraud, or for other illegal and/or malicious purposes.
Assignment 
The designated complement of units responding to an incident, this is determined by incident type, i.e. Structure Fire, TC Traffic Collision.
Asphyxiation 
A loss of consciousness due to the presence of too little oxygen or too much carbon dioxide in the blood.
Attack 
The actual physical firefighting operation utilizing available personnel and equipment.
Automatic Aid 
A signed pre-arranged agreement between two jurisdictions for exchange of services utilizing specific equipment that is closest to a particular area. See also Mutual Response.
B.A. 
Breathing apparatus worn by firefighters entering a hazardous environment.

Backboard 
Board used in conjunction with a C-Collar and other medical devises for stabilization of the neck and back due to real or potential spinal injuries.
Backdraft 
An explosion or rapid burning of heated gases in a confined structure. The degree of force of the backdraft is dependent upon variables such as the size of the confined area, the extent to which smoldering has taken place, the degree of heating and the atmosphere and rate at which air or oxygen is introduced.
Base Hospital 
A hospital that is responsible for medical direction of the (ALS) Advanced Life Support system.  Paramedics will contact their base hospital while on scene of an incident for directions in treatment of patients.
Base Station 
A radio used by telecommunicators to transmit and receive messages. The radio may be located at the communications center or a remote location.
Basic 9-1-1 
A system that provides dedicated lines for carrying 9-1-1 calls to the correct public safety answering point. Basic 9-1-1 may or may not support ANI and/or ALI.
Basic Life Support (BLS)
Ambulance 
An ambulance service capable of delivering basic emergency interventions performed by Emergency Medical Services (EMS) practitioners trained and credentialed to do so (e.g., splinting, bandaging, oxygen administration)
BLEVE 
Boiling Liquid Expanding Vapor Explosion. The term commonly used for an explosion of a tank or tanker truck containing liquid that when heated to boiling temperature converts to gas.
Boat, Fire 
A vessel or watercraft designed and constructed for the purpose of fighting fires providing a specified level of pumping capacity. The boat is designed with the ability to carry firefighting foam and personnel for the extinguishments of fires in the marine environment.
Body Recovery 
An operation involving the retrieval of remains of a deceased victim; never a living person.
Breathing Apparatus Support 
(SCBA Support; 
Breathing Air, Firefighting) 
A mobile unit designed and constructed for the purpose of providing specified level of breathing air support capacity and personnel capable of refilling self-contained breathing apparatus (SCBA) at remote incident locations (Compressor Systems or Cascade).
Brush Fire 
A fire involving vegetation, usually in a wildland area.
CAD 
The Computer Aided Dispatch system which can range from simple incident recording to complex digital support and integration for all aspects of dispatching.
Call Routing 
The operational methods used to route call information through and between agencies. The four basic operational methods of call routing are direct dispatch, call transfer, call relay and call referral.
Captain 
The rank of an officer in charge of a fire company.
Cave-In 
The separation of a large amount of soil or rock material from the side of an excavation or trench; or the sudden movement of material into the excavation either by falling or sliding, in sufficient quantity to entrap, bury, injure and/or immobilize a person.
Chain Of Command 
The order of rank and authority in the fire service.
Change of Quarters 
Apparatus assigned and physically moved to stand by in the station of a stricken community. Also known as “Relocate”.
Channel 
The electronic signal path radio frequency flows through.  Often used synonymously with “frequency”.
Charged 
A building heavily filled with smoke and gases.
Charged Line 
A line of hose filled with water ready for use, always under pump or hydrant pressure.
Chemical Asphyxiate 
Chemical compounds that interrupt the flow of oxygen in the blood or the tissues, resulting in asphyxiation.
CHEMTREC 
An agency sponsored by chemical manufacturers to provide emergency responders with information and support in the event of a hazardous material incident.
Chronic Exposure 
A mild exposure, over a long period of time.
Class “A” Fire 
Fire involving ordinary combustibles such as wood, best extinguished by cooling action.
Class “B” Fire 
Fires involving flammable liquids, usually extinguished by smothering agents.
Class “C” Fire 
Fires involving energized electrical equipment.
Class “D” Fire 
Fires involving burning metals.
Clipping 
Term associated with the use of two-way radios. It is used to describe instances when either the first part of a message or the last part of a message is cut off as the result of either speaking before pressing the transmit key or releasing the transmit key prior to the end of a transmission; also called “short keying”.
Code 2 
Units responding to an incident or paramedics transporting a patient without lights and siren.
Code 3 
Units responding to an incident or paramedics transporting a patient with lights and siren.
Cold Zone 
The outside perimeter encompassing an actual hazardous materials spill area; considered to be “out of danger”.
Collapse Search and Rescue Team 

(Technical Rescue Team) 
Team responds to locate, rescue, and recover individuals trapped in a fallen structure or buried in structural collapse.
Combustion Explosion 
Sudden fracture of a container or structure accompanied by a shock wave due to over-pressure created by the attempt of a gas (often mainly air) within the container or structure to expand because of absorption of heat produced by combustion of a flammable mixture within the structure.
Command Post 
The location of on-scene command, usually identified by an orange flag and/or a green revolving strobe light. Usually located upwind or in front of the building/incident. Also referred to as Incident Command Post or ICP.
Communications Center 
Facility either wholly or partially dedicated to being able to receive emergency and, in some instances, non-emergency reports from citizens. Other terms used for the communications center are fire alarm headquarters, dispatch or public safety answering point (PSAP).
Conduction 
The transfer of heat from one body to another by direct contact, (stove to pan), within the same body (metal bar heated at one end), or through another heat-conducting medium (double boiler).
Confinement 
Firefighting operations required to prevent fire from extending to uninvolved areas or other structures, including exposures.
Confined Space 
A space that is large enough that a person can enter but has limited or restricted means for entry or exit and is not designed for continuous human occupancy, such as tanks, vaults, pits, tunnels, sewers or silos.
Confined Space 

Search and Rescue Team

(Mine Search and Rescue) 
Team provides search and rescue services to individuals in an enclosed area with limited entry or egress, which has a configuration not designed for human occupancy, such that an entrant could become trapped or asphyxiated. An Occupational Safety and Health Administration (OSHA) permit is required for confined space operations.
Conflagration 
A large uncontrollable fire covering a considerable area and one that crosses natural fire barriers such as a street. Usually involves buildings in more than one block and frequently results in large fire loss. Forest fire can also be considered conflagrations.
Control Equipment 
Devices used to operate remote radio equipment from a central or convenient location, such as a telecommunicator’s console.
Controlled Burn 
A controlled burning operation conducted by a landowner for the fire department to reduce vegetation or agricultural waste.
Convection 
The transfer of heat by circulating currents in liquids and gases.
Conventional Radios System 
A radio system where a group of radios is assigned a frequency or channel and one radio may be transmitting at any time on the frequency to which those radios are assigned.
Corrosive 
Substance with high acid or alkaline property that can cause severe reaction if spilled or vapor leaks.
Cribbing 
The use of various dimensions of lumber arranged in systematic stacks (pyramid, box, step, etc.) to support an unstable load.
Critical Care Transport (CCT) 
An ambulance transport of a patient from a scene or a clinical setting whose condition warrants care commensurate with the scope of practice of a physician or registered nurse (e.g., capable of providing advanced hemodynamic support and monitoring, use of ventilators, infusion pumps, advanced skills, therapies, and techniques).
Deck Gun 
A master stream appliance that is normally pumped into and on top of the fire engine to discharge large amounts of water but can be used on the ground with supply lines attached to it.
Decontamination 
A system for removing contaminates from hazardous material emergency responders and/or citizens exposed to or working on a hazardous materials leak or spill.
Deflagration 
To burn or cause to burn with great heat or light.
Deluge System 
An automatic sprinkling system in which water supply to all open sprinklers in a given area is controlled by thermostatically operated deluge valve.
Deployment Plan 
Predetermined response plan of apparatus and personnel for specific types of incidents and specific locations.
Dozer
(Bulldozer; Track Dozer) 
A dozer is specialized equipment used for leveling dirt, debris, and other materials. Equipment is usually associated with large mass movement of various materials. Often used for reducing or increasing grade elevations for roads, airports, and land clearing operations. It is also capable of ripping and moving of ledge rock and other rock materials through the use of a special attachment. Also used for cross-country lying of communication infrastructure through special attachments.
Drafting 
Drawing water to fight a fire from sources, such as lakes, rivers and swimming pools, when hydrants are lacking in the area.
Drill Tower 
A training structure usually from three to six stories in height with a stairway, fire escape, standpipes and other structural features necessary in training firefighters in basic hose, ladder and rescue techniques.
E9-1-1 (Enhanced 9-1-1) 
A system that enhances basic 9-1-1 by automatically providing the caller’s phone number (ANI) and physical address (ALI).
Emergency Call Box 
System of telephones connected by private line telephone, radio frequency or cellular technology used to report emergency situations.
EMD 
Emergency Medical Dispatch. All dispatchers are given specialized training that allows them, via a programmed system of questions and answers, to provide appropriate pre-arrival instructions to the calling party so they can in turn assist patients in medical emergencies.
EMS Strike Team 
A team comprised of five resources or less of the same type with a supervisor and common communications capability. Whether it is five resources or less, a specific number must be identified for the team. For instance, a basic life support (BLS) strike team would be five BLS units and a supervisor or, for example, an advanced life support (ALS) strike team would be comprised of five ALS units and a supervisor.
EMS Task Force 
A team comprised of five resources or less of the same type with a supervisor and common communications capability. Whether it is five resources or less, a specific number must be identified for the team. For instance, an EMS task force might be comprised of two ALS teams, three BLS teams and a supervisor.
EMT 
A practitioner credentialed by a State to function as an EMT by a State Emergency Medical Services (EMS) system.
Emergency Rule 
Implies that a person who is confronted with an emergency is not to be held to the standard of conduct normally applied to one who is in no such situation.
Emergency Traffic 
Transmission sent by personnel on scene of an incident to notify the on-scene command and dispatch of a life-threatening emergency.
Encoder 
Device that converts an entered code into paging codes that activate a variety of paging devices.

Engine (Engine Company) 
Any ground vehicle providing specified levels of pumping, water, hose capacity, and staffed with a minimum number of personnel.
Engulfment 
The surrounding and effective capture of a person by a substance that can be aspirated to cause death by filling or plugging the respiratory system; or that can exert enough force on the body to cause death by strangulation, constriction or crushing.
Entry Team 
The hazardous material response personnel who are working in the immediate area of a chemical leak or spill. This is the team who actually enters the “hot zone”.
ESN 
A three to five digit number representing a unique combination of emergency service agencies (law enforcement, fire and emergency medical service) designated to serve a specific range of addresses within a particular geographical area or Emergency Service Zone (ESZ). The ESN facilitates selective routing and selective transfer, if required, to the appropriate communications center and the dispatching of the proper service agencies.

Evolution 
An operational sequence during training requiring teamwork and covering various basic firefighting tasks such as the placement of hose and ladders. This is typical of units on “Drill Status.”
Explosive 
A material capable of burning or combusting suddenly and violently.
Exposure 
Property that may be endangered by fire in an adjacent structure, vehicle, etc.
Extension 
Spread of fire to areas not previously involved, as extension of fire through open partitions into the attic or through unprotected openings into another room or building.
Failsoft 
A mode of operation where the RCS 800 MHz system fails.
False Alarm 
An alarm where no fire existed, the fire department response was not necessary, or because of accidental operation of fire alarm devices.
Fast Attack 
A process where the first arriving engine company attacks the fire using water carried in the booster tank, relying on the second company to secure a water supply.
FCC 
The Federal Communications Commission is an independent U.S. government agency, directly responsible to Congress, which regulates interstate and international communications by radio, television, wire, satellite and cable.
FRA 
Federal Responsibility Area. Lands owned by the federal government identified by the Federal Public Resources Code for their significant watershed value and military bases. The United States Forest Service (USFS) and other federal agencies are responsible for providing fire protection in these areas.

FDC 
Fire Department Connection. Applies to both the connections provided at ground level through which the fire department supplies sprinkler systems and/or standpipe systems.
Fire Break 
A path or trail cut and maintained to confine wildland fires.
Fire Season 
Weather and other conditions favorable to the outbreak and spread of fire. In California, this is announced and determined by CAL FIRE.
Fire Showing 
A report from first-arriving units at the scene of an alarm to immediately inform the telecommunicator and other responding units that an actual fire is in progress.
Fire Station Alerting System 
System used to transmit emergency response information to fire station personnel via voice and/or digital transmissions.
Fireground 
The operation area at a fire where the ranking fire officer is in charge and where firefighting is underway and apparatus is standing by. The fireground area may not be clearly defined, although at large fires it might be designated by police lines.
First Due 
The engine, truck, and Chief listed first on the first alarm assignment according to a fire station order. Also known as “First In”, or IA (Initial Attack)
First In 
The first unit to arrive to a designated location.
Flammable Material 
A substance that is capable of being easily ignited and of burning rapidly.
Flash Fire 
An extremely rapid spread of fire, one which flames occur and spread readily.
Flashover 
The stage of a fire in which a room or other confined area becomes heated to the point where all fuel is suddenly and simultaneously ignited.
Flashpoint 
The temperature at which a liquid gives off vapors sufficient to form an ignitable mixture with air near the surface of and in the container used.
Foam 
Foaming compounds introduced to a stream of water by special nozzles to develop foam capable of smothering a fire.
Forcible Entry 
Techniques used by the fire department to get into buildings that apparently are closed and locked.
Frequency 
Literally means the time taken by a signal to complete one cycle. Frequency usually refers to an assigned channel. Frequencies are assigned to a department and the department’s radio equipment is tuned to broadcast and receive on these frequencies.
Fully Involved 
The entire areas of a building on fire, so involved with heat smoke and flame that immediate access to the interior is not possible until some measure of control has been obtained. Also vehicle fires where the entire vehicle is on fire.
Grass Fire 
Fire involving dried grass, which often presents severe exposure hazards to life and property. Also called a Vegetation Fire or simply Veg Fire.
Greater Alarm 
Any incident calling for a second alarm or greater assignment of fire companies and units.
Grinder 
Slang for training ground or training facility.
Halon 
A fire extinguisher agent used in rooms housing electronic equipment. Halon systems are often installed in computer rooms since it will not destroy the equipment. People should not stay in an area where halon has been used since it displaces oxygen.
Hazard Class 
A group of materials, as designated by the Department of Transportation (DOT) that shares a common major hazard property, such as radioactivity, flammability, etc.

Hazardous Atmosphere 
Any atmosphere that can expose personnel to the risk of death, incapacitation, injury, or acute illness, or render them unable to rescue themselves.
Hazardous Materials 
Also “HazMat”. Any material that is explosive, flammable, poisonous, corrosive, reactive, or radioactive, or any combination thereof, and requires special care in handling because of the hazards it poses to public health, safety, and/or the environment. Any hazardous substance under the Clean Water Act, or any element, compound, mixture, solution, or substance designated under the Comprehensive Environmental Response, Compensation, and Liability Act (CERCLA); any hazardous waste under the Resource Conservation and Recovery Act (RCRA); any toxic pollutant listed under pretreatment provisions of the Clean Water Act; any hazardous pollutant under Section 112 of the Clean Air Act; or any imminent hazardous chemical substance for which the administrator has taken action under the Toxic Substances Control Act (TSCA) Section 7. (Section 101[14] CERCLA) 

Header 
A column of smoke seen from a distance. Commonly stated as “smoke showing.”
Helicopters, Firefighting
(Helicopter or Copter) 
An aircraft that depends principally on the lift generated by one or more rotors for its support in flight. Capable of the delivery of firefighters, water, or chemical retardants (either a fixed tank or bucket system), and internal or external cargo.
Helitack Crew
(Firefighting Crew) 
A crew of firefighters specially trained and certified in the tactical and logistical use of helicopters for fire suppression.
Helitanker 

(Firefighting Helicopter) 
A helicopter equipped with a fixed tank, Air Tanker Board certified, and capable of delivering a minimum of 1,100 gallons of water, retardant, or foam.
High-Angle Rope Rescue 

(Rope Rescue/Technical Rock) 
Rescue in which the load is predominately supported by the rope rescue system.
High Rise 
A building that is 55’ or higher with multiple floors.
Home Alerting Devices 
Emergency alerting devices primarily used by volunteer department personnel to receive reports of emergency incidents.
Hose Lay 
A procedure used by the fire companies when laying hose from the bed of the fire engine.
Hot Zone 
The designated perimeter that encompasses an actual hazardous material spill area. This area is considered highly contaminated.
Hurst Tool 
A forcible entry tool, which is hydraulically operated by a self-continued power supply. Most commonly used for extrication.
Hydrant 
A valved outlet to a water supply system with one or more threaded outlets used for supplying fire equipment with water.
Incident Command System 
(ICS) 
Structured for and approved by San Diego County Fire Chief’s Association.  ICS is a standardized organization of terminology and management system utilized in the handling of emergency incidents.
Incident Management Team,

Firefighting 
An Incident Management Team is an interagency organization under the auspices of NWCG composed of the Incident Commander (IC) and appropriate general and command staff personnel assigned to an incident, trained and certified to the Type I level. Type I level personnel possess the highest level of training available and are experienced in the management of complex incidents.
Industrial 
An area used for manufacturing, usually comprised of multiple tilt-up buildings.
Infectious Substance 
A substance which is capable of harm to human life by causing disease or severe illness; often associated with medical waste. 
Interoperability 
1) The ability of systems, units or forces, to provide services to and accept services from other systems, units or forces, and to use the services so exchanged to enable them to operate effectively together. 2) The condition achieved among communications-electronics systems or items of communications-electronics equipment when information or services can be exchanged directly and satisfactorily between them and/or their users. The degree of interoperability should be defined when referring to specific cases.
Keyholder 
An individual affiliated with a building or facility that can respond to the location and provide access and information to response units.
Keying 
Activating the radio transmitter. When the push-to-talk button is pressed, the transmitter is keyed.
Knock Down 
To reduce flame and heat in order to prevent danger of further extension of fire. To bring a fire to the overhaul state.
Knox Box 
A secured system which houses keys to a building that can be accessed by emergency crews so that they can access a building without forcible entry. It is usually a small safe-like box mounted to the exterior of a building near the entrance.  Another lock box, secured in an apparatus or the fire station, contains a master key that can be released via a radio signal.  Also referred to as a “lock box” or “key box”.
Ladder The Building 
A command directing personnel to place ladders up against the building involved in fire for use in rescue and advancement of hose lines, and to provide access for ventilation. Also requested from Law Enforcement for purposes of finding suspects in high places. Entered as a Public Service in CAD.
Laying Lines 
Laying a hose from point A to point B (i.e., from an engine to a hydrant, etc.)
Limited Service 
A unit can still be available to handle a call, but their availability to respond depends in their current status (may have a minimum amount of water, no hose, etc.)
Litter 
A transport device designed to support and protect a victim during movement.
LRA 
Local Responsibility Area. Geographical land (watershed/ wildland) where fire protection is provided by a municipal fire department or fire protection district at the local level. The land normally falls within city or district boundaries.
Logging Recorder 
A device that records radio and telephone conversations and if integrated into CAD, field events.
Low-Angle Rope Rescue 

(Rope Rescue) 
Rescue in which the load is predominately supported by itself and not the rope rescue system.
Malicious False Alarm 
A false alarm deliberately called in to inconvenience the fire department units and cause a disturbance or excitement – rather than an alarm called in by accident or error.
Manual Alarm 
A means of manually transmitting an alarm to a central station as distinguished from an automatically received signal. Pull Station.
Mass Casualty 
An incident involving numerous casualties that overwhelms the capability of all the local resources including police, fire and the hospitals.
Master-Stream 
A large ground-apparatus-mounted nozzle through which large amounts of water can be flowed. This device can often be remotely operated or it can be set up and allowed to run unattended.
Master Street Address Guide 
A “routing table” that identifies all street names, a range of theoretically possible house numbers for each street, and which unique set of law enforcement, fire and emergency medical service providers are responsible for that address. Also referred to as “MSAG”.
MCC 
Mobile Communications Center (Mobile Emergency Operations Center [EOC]; Mobile Command Center; Continuity of Operation Vehicle). A vehicle that serves as a self-sustaining mobile operations center capable of operating in an environment with little to no basic services, facilitating communications between multiple entities using an array of fixed and/or wireless communications equipment, providing appropriate work space for routine support functions, and providing basic services for personnel in short-term or long-term deployments.
MDC 
Mobile Data Computer. The latest CAD to mobile communications device with Automatic Vehicle Location service.
MDT 
Mobile Data Terminal. Communications device that, in most cases, has no information processing capabilities.
MMST 
Metropolitan Medical Strike Team. Team of specially trained personnel utilized to respond to medical emergencies resulting from large-scale HazMat incidents.
Mobile Radio 
A transmitter and receiver mounted in a vehicle. Requires power from the vehicle and an antenna mounted on the vehicle.
Move Up 
Movement of fire apparatus to the scene from staging or change of quarters.
Monitor (equipment) 
A large heavy stream appliance on the engines used to apply large volumes of water on a fire.
Monitor (communications) 
A term used to describe listening to radio messages without transmitting.
Move Up 
Movement of fire companies from their home stations to cover vacated stations nearer to a major incident to give coverage to districts stripped of normal fire protection.
MSDS 
Material Safety Data Sheet. Provides proper procedures for handling a particular material, including information such as physical data, toxicity, health effect, first aid, reactivity, storage, disposal, personal protective equipment, and spill/leak protection.
MST 
Mobile Status Terminal. Electronic equipment installed in fire apparatus that automatically logs the Responding, Staged, On Scene, Available, and In Quarters times of the unit. When assigned to an incident it will log the time in the call record 
Multiple Alarm(s) 
A term describing the number of alarms activated for a specific incident. Typical levels are: first alarm, 2-alarm, 3-alarm, 4-alarm, 5-alarm and special alarm.
Multiple Alarm Incident 
An alarm involving the response of additional personnel.
Multi-Victim Incident (MVI) 
An incident that overwhelms the capabilities of the local fire agency with respect to patient care and their transportation.
Mutual Aid 
Two-way assistance by fire departments of two or more communities on the basis that each will aid the other in time of emergency with various resources. Usually a predetermined contract in the form of a “mutual aid agreement”.
Mutual Response 
A type of mutual aid response where an assisting department automatically responds with the requesting department on the initial alarm. See also Automatic Aid.
Mutual Threat Zone (MTZ)
Wildland areas immediately adjacent to, but outside, the protection jurisdiction of the local agency in question.
NFPA 
An association that develops, publishes, and distributes codes and standards intended to minimize the possibility and effects of fire.
Nothing Showing 
Part of the on-scene “size-up” report of the first-arriving company to inform the telecommunicator and other responding companies of the status of the situation.
Out Of Range Signal 
An audible signal generated by the MHz radio or MDT when it can no longer receive control signals.
Out Of Service 
A fire apparatus reports out of service due to a mechanical failure, accident, or another cause that renders it unable to respond to assigned calls.
Out On Arrival 
A fire found to have been extinguished by occupants or others prior to arrival of fire department equipment.
Overhaul 
A late stage of the fire extinguishment process during which the area involved in the fire and the contents involved are carefully gone over with shovels, hay hooks, or hose lines to physically make sure no trace of fire remains. Effort is made to protect property against further damage due to the elements.
P-ANI 
A number used by wireless telephone carriers to route the call and identify the cell site (and sector, if it’s a sectored site) from which a wireless call originates.
Paramedic 
A practitioner credentialed by a State to function at the advanced life support (ALS) level in the State Emergency Medical Services (EMS) system.
Passport Accountability 
System used on scene of a fire to account for all personnel assigned to the incident.
Pathogen 
A virus or microorganism that has the potential to cause disease in humans or animals.
PPE 
Personal Protective Equipment and clothing required to shield or isolate personnel from the chemical, physical, thermal, and biological hazards that may be encountered at a hazardous materials (HazMat) incident. (National Fire Protection Association [NFPA] Standard #472)
Phase One Failure 
Occurs when the Fire Services 800 MHz trunked radio system does not revert to the predetermined frequencies of the Phase One Failure and loss of repeater radio sites results.

PIV 
A post type valve showing open or shut position of sprinkler or other control valve in fire protection systems.
Placard 
A diamond shaped sign attached to buildings or vehicles to indicate certain types of hazards found within.
Portable Radio 
A transmitter and receiver capable of completely independent operation using an internal battery and integral antenna.
Portable Tank 
A container used to temporarily hold water during tanker operations.
Priority Traffic 
Used by field personnel to notify the Dispatch Center of an emergency.
Public Safety Answering Point 
(PSAP) 
A single telephone answering point within a given geographical area. A term associated with the 9-1-1 system. The local police/sheriff agency.
Pumper 
A fire department pumping engine of at least 500gpm rated capacity that carries hose and other firefighting equipment.
Quarters 
The area of a fire station where a fire unit or individual is assigned.
Radio Network 
A number if radio stations, fixed and mobile, in a given geographical area that are jointly administered or that communicate with each other.
Radio Pager 
A device containing a receiver and a decoder that may be individually activated indicating the user’s attention is required; usually battery-operated and carried by the user.
Reasonable Man Rule 
A comparison of the accused person’s actions and the actions of a similar telecommunicator in the same situation.
Receiver 
A device capable of receiving radio signals and converting them into a form usable by human or machine.
Receiving Hospital – 
Paramedic 
A hospital contracted with and certified by the local Emergency Medical Services Agency that provides an agreed upon level of care to all patients served by EMT-Paramedics and transported under medical control.
Reduce Assignment 
A reduction in the normal assigned response to an alarm.

Reduce Code 
Used to notify units responding Code 3 to an incident they can downgrade to Code 2 but continue their response.
Rekindle 
The re-ignition of a fire, due to latent heat, sparks, or smoldering embers. Can be prevented with proper overhaul.
Repeater 
Radio hardware that receives a radio signal and retransmits this signal at a higher level of power on another frequency.  Extends the effective range of communication.
Rescue 
To access, stabilize, and evacuate distressed or injured individuals by whatever means necessary to ensure their timely transfer to appropriate care or to a place of safety.
Reset 
To prepare fire protection or detection equipment for subsequent use after it has been operated.
Resuscitator 
Piece of equipment that provides oxygen to patients with respiratory difficulty. Also used to provide positive pressure ventilation for non-breathing patients during CPR.
Returning Equipment 
Equipment that is returned to quarters or to a previous assignment, when the first-in unit determines that no further assistance is needed.
R.I.C. Team 
Rapid Intervention Crew, standby personnel on scene of an incident utilized to respond into a hazardous environment when personnel already inside need rescuing. They cannot be assigned any other functions on the fire ground.
Ringdown Circuits 
A telephone connection between two points. Going “off hook” on one end of the circuit causes the telephone on the other end of the circuit to ring without having to dial a number.
Riser 
A vertical water pipe used to carry water for fire protection to elevations above grade such as a standpipe riser, sprinkler riser, etc.
Rope Rescue 
(High-Angle Rescue;

Low-Angle Rescue;
Technical Rescue) 
To rescue through the use of rigging techniques, anchor systems, belays, mechanical advantages, subject extrication techniques, and low- and high angle rescue techniques
Run Card System 
System of cards, paper or electronic, or other form of documentation, which provides specific information on what apparatus and personnel respond to specific areas of a jurisdiction.
Run Number 
Permanent case number assigned to incidents. Referred to as the Incident Number.
Salvage 
Work or procedures to reduce incidental losses from smoke, water, and weather during and following fires.
Salvage Cover 
A canvas cover used to cover material inside a building to prevent water or fire damage.
SCBA 
Breathing apparatus worn by firefighters, consisting of a cylinder, hose and mask to provide personnel with breathable air in a fire or hazardous materials incident.
Scott Pack 
Same as a Breathing Apparatus. Used by firefighters to enter hazardous environments.
Sectoring 
A system requiring an officer in charge of a particular area. At a large incident there may be several sectors (equipment, rescue, interior, exterior, ventilation/roof, staging, water supply, hazard, safety, rehab, etc.)
Selective Routing 
Routing of a 9-1-1 call to the proper communications center based in the location of the caller. Selective routing is controlled by the ESN which is derived from the caller’s location.
Shoring 
A metal hydraulic, pneumatic/mechanical, or timber system that supports the sides of an excavation and is designed to prevent cave-in.
Silent Alarm 
An alarm that has no audible signal on the premises from which it originated.
Size Up 
The evaluation made by the first arriving unit to describe the fire and course of action. May include nature and extent of fire property involved, and other pertinent factors.
Smoke Ejector 
A blower device used to eject smoke.
Spectrum 
Term used to describe the complete range of radio frequencies used for communications.
Staging Area 
A location near the incident where additional equipment is being directed to assemble for further instructions and organization. It is very important that responding companies are aware of the location of the staging area.
Standpipe 
A standpipe system is a plumbing network that allows large volumes of water to be brought to any floor of a building to supply firefighters' hose lines. The pipes for this can be observed inside the stairwells of the building. The standpipe extends from the lowest level of the building to the roof, with outlets at each level. If a fire occurs, the fire department will connect hose at the safest point closest to the fire.
SRA 
State Responsibility Area. Geographical land (watershed/ wildland) that is the responsibility of the state for fire protection. CAL Fire handles these duties.

Station Identifier 
The radio call sign assigned by the Federal Communications Commission (FCC).
Still Alarm 
Used by field personnel to notify the Comm Center of an in-station emergency, i.e. a patient is brought to the fire station. Also known as a walk in alarm.
Still Water 
A body of water that is essentially stationary such as lakes, ponds, pools, etc.
Strike Team 
An assignment of comprised of 5 like pieces of equipment and a Strike Team Leader.
Swift Water 
Water moving at a rate greater than one knot (1.15 mph).
Swift Water Search and 
Rescue Team 

(Flood Search and Rescue;
Water Rescue Team) 
Team conducts surface search and rescue operations on waterways where the water is moving fast enough to produce sufficient force to present a life and safety hazard to a person entering it.
Task Force 
A grouping of equipment, consisting of 5 pieces of equipment that are not alike. Example:  2 engines, 1 Dozer and 2 Hand crews with a Task Force Leader.
Technical Rescue 
The application of special knowledge, skills, and equipment to safely resolve unique and/or complex rescue situations.
Tele Therm Alarm 
An alarm that activates as a result of a heat detector detecting a rapid rise in the temperature of the area that is protected by the alarm.
Tender, Fuel (Fuel Tender) 
Any vehicle capable of supplying fuel to ground or airborne equipment.
Tender, Helicopter 
(Helicopter Tender) 
A ground service vehicle capable of supplying fuel and support equipment to helicopters.

Thermal Imaging Camera 
Cameras which register infrared signatures to detect heat sources and can indicate the presence of incapacitated occupants that need to be evacuated, or “hot spots” that may lead to further fire outbreaks.
Toxic Materials 
Substances that can be poisonous if inhaled, swallowed, or absorbed into the body through cuts or breaks in the skin.
Trauma Center 
A hospital emergency room designed and equipped to handle critically injured patients.

Transmitter 
Device capable of emitting radio signals containing voice or data.
Trunked Radio System 
A radio system that allows for a shared dynamic allocation of available resources. In a trunked radio system, many talk groups share the available frequencies with the central controller sorting out the transmissions instantaneously.

Turnouts 
Full protective clothing worn to hazardous incidents.
Type A Reporting System 
System in which an alarm from a fire alarm box is received and retransmitted to fire stations either manually or automatically.
Type B Reporting System 
System in which an alarm from a fire alarm box is automatically transmitted to fire station and, if used, to outside alerting devices.
Under Control 
A fire sufficiently surrounded and quenched so that it no longer threatens destruction of additional property that has reached the stage where overhaul can begin.
Urban Interface Area
Structurally developed areas intermixed or immediately adjacent to wildland areas or areas of heavy vegetation, including parks, large greenbelt areas, open water course areas, undeveloped land tracts and residential tracts within National Forest areas. Also referred to as an “I-Zone”.
USAR 
Urban Search and Rescue, a task force that is part of the Federal Response Plan designated to assist after a major disaster. Activated upon a Presidential disaster declaration and a State’s inability to provide adequate services. The team consists of highly trained Doctors, Nurses, Firefighters, Paramedics, Search Dogs and Handlers.

Ventilation 
A technique for opening a burning building to remove heated smoke and gases to prevent explosive concentrations and to permit advancement of hose lines into effective positions for fire extinguishments.
VOIP 
Technology that allows telephone calls to be made using the internet.
Walk-In-Alarm 
(See Still Alarm)
Warm Zone 
The area immediately surrounding the “hot zone” of a hazardous material spill area that is off limits to anyone other than response personnel.
Water Flow Alarm 
An alarm that generally activates when a sprinkler head (or heads in a sprinkler-protected building) activates. Generally, sprinkler head activation results when a fire breaks out and calls for water to extinguish it. The activation of the sprinkler head triggers the alarm. Also referred to as “Flow Alarm”.
Wireless E9-1-1 Phase I 
The delivery of the wireless 9-1-1 call to the appropriate communications center along with the call-back number and the cell site (and sector, if the site is sectored) from which the call originates.
Wireless E9-1-1 Phase II 
The delivery of the wireless 9-1-1 call to the appropriate communications center along with the call-back number, cell site (and sector, if the site is sectored) and an estimate of the 9-1-1 caller’s longitude and latitude.
Working Fire 
A fire that requires firefighting activity on the part of most or all personnel assigned to the alarm. When a working fire is reported it is evident that all companies on the scene are not available unless specifically advised by the Incident Commander.
WRA 
Watershed Response Area. Pre-determined wildland areas within a jurisdiction that have a high fire threat due to heavy brush and dense vegetation.
Student information for this topic can be found in Telecommunicator, IFSTA, First Edition, Pages 3-10.





Student information for this topic can be found in Telecommunicator.  IFSTA, First Edition, Pages 13, 14, 69, 70, and 75-77.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 79, 80 and 89-90.
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Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition Pages 22 and 66-67.








Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Page 19.





Any person who has a certificate issued pursuant to this division from a certifying agency to provide pre-hospital emergency field care treatment at the scene of an emergency, as defined in Section 1799.102, shall be liable for civil damages only for acts or omissions performed in a grossly negligent manner or acts of omission not performed in good faith.





When an agency trains its telecommunicators, it has an obligation to teach them the laws, codes and ordinances under which they work.





It is also the call taker’s responsibility to know what governs their area of expertise.





Student information for this topic can also be found in Telecommunicataor, IFSTA, First Edition, Pages 71, 79, and 90.





Student information for this topic can also be found in Telecommunicator, IFSTSA, first Edition, Pages 71,79 and 90.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 78-79





Student information for this topic can be found in Appendix B
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The California Peace Officers Standards and Training (POST) defines an Emergency Medical Dispatcher as. “Any person employed by an agency providing emergency dispatch services who has successfully completed an EMS Agency-approved EMD training program consistent with EMS-approved guidelines.”








Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 23-40.
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Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 39, 95 and 96.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 72, and 77.





Student information for this topic can also be found in Telecommunicator, FSTA, First Edition, Page 89.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Page 76.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 92, 93 and 115-118.





Student information for this topic can be found in Telecommunicator, IFSTA, First Edition, Pages 76, 92 and 93.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 93-95.





Student information for this topic can also be found in Telecommunicator, IFSTA, First Edition, Pages 102-103.





Additional student information for this topic can be found in 49 CFR Parts 171 – 185, and ICS 420-1, Chapter 14.





Additional student information for this topic can be found in Appendix B











Other terms can be found in Telecommunicator, IFSTA, first Edition, Pages 125-127.








� Robert Klinoff, Introduction to Fire Protection, 3rd Edition, (New York: Thomson Delmar Learning, 2007)


� About FIRESCOPE, http://www.firescope.org/about-us.htm,


� http://www.cio.ca.gov/PSCD/911/pdf/AdvisoryBrd-Press%20Release.pdf 


� http://frap.cdf.ca.gov/webdata/maps/statewide/sramap.pdf


� Cal Fire Glossary of Terms, http://www.fire.ca.gov/fire_protection/downloads/siege/Glossaryofterms.pdf


� http://www.fema.gov/government/grant/fmagp/index.shtm


� 209 Program Users Guide, February 2008


� FIRESCOPE Field Operations Guide ICS 420-1


� NFES 2544, Interagency Aerial Supervision Guide 2009, Chapter 5


� http://www.fema.gov/emergency/nims/AboutNIMS.shtm


� http://www.fema.gov/pdf/emergency/nrf/nrf-core.pdf


� 2007 ICS 420-1 Field Operations Guide – Section 2


� National Incident Management System - 2008


� http://www.calema.ca.gov/WebPage/oeswebsite.nsf/ClientOESFileLibrary/Plans%20and%20Publications/$file/2006-SEMSGdlins-Part1A.pdf


� California’s Emergency Medical Services Personnel Programs, EMSA #131, 2000


� Excerpts from 9-1-1 Magazine, Warner Group, May/June 1998


� From USA Today, Patrick McMahon, March 2002


�From a letter by Landis Rayford, Pacific Bell, Emergency Communications Manager, July 7, 1995 


� From a memo directed to all PSAP Managers and County Coordinators from Pacific Bell E911 Emergency Services, June 27, 1997


�Federal Communications Commission, http://www.fcc.gov/voip


� 9-1-1 Magazine, March/April 1997


�http://www.fcc.gov/aboutus.html 


� U.S. DOT PHMSA, http://www.phmsa.dot.gov/hazmat, Accessed: 12/8/10.


� EHSO Guide to the US EPA Levels of Protection in PPE, http://www.ehso.com/OSHA_PPE_EPA_Levels.htm 
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