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Summary: Supervises and coordinates activities in the 9-1-1 Communications Center and the Communications 

shift supervisors in the performance of their daily work duties and responsibilities, and is liaison to the 

Emergency Management Agency (EMA) as a Communications Officer. Responds to public and media 

concerns as required.  

 

 

Essential Duties and Responsibilities include the following. Other duties may be assigned. 

 

Prepares work schedules to ensure that sufficient shift personnel are available for workload demands. 

 

Reviews dispatch operations to identify technical and operational training needs and recommend operational 

improvements. 

 

Reviews and recommends modifications to computer-aided dispatch systems. 

 

Assigns duties and examines work for conformance to county and state policies and procedures. 

 

Tests, inspects, operates and perform preventative maintenance on radio, telephone, computer, and other 

equipment as needed. 

 

Maintains and updates all FCC radio licenses as required. 

 

Prepares, reviews, and maintains 9-1-1 reports, statistics, and records. 

 

Performs the work of subordinate dispatch personnel as needed. 

 

Meets with representatives from fire, police and EMS departments, public, and other interested groups to 

develop, review, and update policies and procedures for dispatch center. 

 

Prepares draft performance reviews for shift supervisors to perform on each employee on their respective shift 

on their annual date for completion. 

 

Evaluates performances, recommends discipline and resolve on all employee situations in accordance county 

policy to the Director of Public Safety. 

 

Maintains, updates and secures all 9-1-1 recording information (DVDs) used by the 9-1-1 Communications 

Center's recorder. 

 



Must have a thorough knowledge and comply with PEMA Act 56, Act 78, Chapters 120b, 120c and 102d 

regulations which govern the 9-1-1 communications program. 

 

Supervisory Responsibilities                       

 

Manages subordinate supervisors who supervise 9-1-1 employees in the 9-1-1 Communications Center, is 

responsible for the overall direction, coordination, and evaluation of these employees, also directly supervises 

non-supervisory employees. Carries out supervisory responsibilities in accordance with the organization's 

policies and applicable laws. Responsibilities include interviewing, recommending hires to Director of Public 

Safety, and training employees; planning, assigning, and directing work; appraising performance; 

recommending discipline of 9-1-1 employees; addressing complaints and resolving problems. 

 

 

Competencies                       
   

To perform the job successfully, an individual should demonstrate the following competencies: 

 

Analytical - Collects and researches data; Designs work flows and procedures. 

 

Problem Solving - Identifies and resolves problems in a timely manner; Gathers and analyzes information 

skillfully; Develops alternative solutions. 

 

Project Management - Coordinates projects; Communicates changes and progress; Completes projects on time 

and budget. 

 

Technical Skills - Pursues training and development opportunities; Strives to continuously build knowledge and 

skills; Shares expertise with others. 

 

Customer Service - Manages difficult or emotional customer situations; Responds promptly to customer needs; 

Responds to requests for service and assistance. 

 

Interpersonal Skills - Focuses on solving conflict, not blaming; Maintains confidentiality; Keeps emotions 

under control; Remains open to others' ideas and tries new things. 

 

Teamwork - Balances team and individual responsibilities; Gives and welcomes feedback; Contributes to 

building a positive team spirit; Puts success of team above own interests. 

 

Visionary Leadership - Inspires respect and trust. 

 

Change Management - Communicates changes effectively; Monitors transition and evaluates results. 

 

Delegation - Delegates work assignments. 

 

Leadership - Exhibits confidence in self and others; Inspires and motivates others to perform well. 

 

Managing People - Includes staff in planning, decision-making, facilitating and process improvement; Takes 

responsibility for subordinates' activities; Makes self available to staff; Provides regular performance feedback. 

 

Quality Management - Looks for ways to improve and promote quality; Demonstrates accuracy and 

thoroughness. 

 

Ethics - Treats people with respect; Works with integrity and ethically. 

 

Organizational Support - Follows policies and procedures; Completes administrative tasks correctly and on 

time; Benefits organization through outside activities. 

 



Judgment - Displays willingness to make decisions; Exhibits sound and accurate judgment; Makes timely 

decisions. 

 

Motivation - Sets and achieves challenging goals; Demonstrates persistence and overcomes obstacles. 

 

Planning/Organizing - Prioritizes and plans work activities; Uses time efficiently; Plans for additional 

resources; Organizes or schedules other people and their tasks. 

 

Professionalism - Approaches others in a tactful manner; Reacts well under pressure; Follows through on 

commitments. 

 

Safety and Security - Observes safety and security procedures; Determines appropriate action beyond 

guidelines; Reports potentially unsafe conditions; Uses equipment and materials properly. 

 

Adaptability - Able to deal with frequent change, delays, or unexpected events. 

 

Attendance/Punctuality - Is consistently at work and on time; Ensures work responsibilities are covered when 

absent. 

 

Dependability - Follows instructions, responds to management direction; Commits to long hours of work when 

necessary to reach goals... 

 

Initiative - Undertakes self-development activities; Asks for and offers help when needed. 

 

Innovation - Displays original thinking and creativity. 

 

Qualifications To perform this job successfully, an individual must be able to perform each essential duty 

satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. 

Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 

functions. 

 

Education and/or Experience                       

 

A high school diploma or general education degree (GED) is required and any combination of education and 

experience which indicate possession of the skills, knowledge and abilities as listed below. Must be willing to 

complete an intensive in-service training and certifications process as required by PEMA 9-1-1 and have at 

least three to five years experience within the emergency communications field. 

 

Language Skills                       

 

Ability to read, analyzes, and interprets, professional journals, technical procedures, or governmental 

regulations.  Ability to write reports and procedural manuals.  Ability to effectively present information and 

respond to questions from management and the general public. 

 

Mathematical Skills                       

 

Ability to add, subtracts, multiply, and divides in all units of measure, using whole numbers, common fractions, 

and decimals.  Ability to compute rate, ratio, and percent and to draw and interpret bar graphs. 

 

Reasoning Ability                       

 

Ability to apply common sense understanding to carry out instructions furnished in written, oral, or diagram 

form.  Ability to deal with problems involving several variables in standardized situations. 

 

Computer Skills                       

 



To perform this job successfully, an individual should have knowledge of Database software; Spreadsheet 

software and Word Processing software and have the ability to type 25 wpms. 

 

 

Certificates, Licenses, Registrations  

 

The following certifications are required which the 9-1-1 Coordinator must maintain and keep up to date 

thorough out employment in the 9-1-1 Communications Center: 

 

APCO Basic Telecommunicator certification 

PEMA Calltaker, Police, Fire, EMS, EMA and Supervisor dispatching certifications 

CPR certification 

MPDS (EMD) certification (APCO Meds) 

CLEAN/NCIC Scope certification 

JNET certification 

NIMS certification 

PEMA Master Instructor certification 

APCO Supervisor certification 

APCO CTO Trainer certification 

 

 

Physical Demands The physical demands described here are representative of those that must be met by an 

employee to successfully perform the essential functions of this job. Reasonable accommodations may be made 

to enable individuals with disabilities to perform the essential functions. 

 

While performing the duties of this job, the employee is regularly required to talk or hear and frequently use 

their hands to feel, finger, or handle various equipment. The employee is occasionally required to stand and 

reach with their hands and arms and must occasionally lift and/or move up to 50 pounds. Specific vision 

abilities required by this job include close vision, distance vision and color vision. 

 

Work Environment The work environment characteristics described here are representative of those an 

employee encounters while performing the essential functions of this job. Reasonable accommodations may be 

made to enable individuals with disabilities to perform the essential functions. 

 

While performing the duties of this job, the employee is occasionally exposed to outside weather conditions 

and risk of electrical shock. The noise level in the work environment is usually moderate. 

 

 

 

 

 

 

 


