Stress Management & Resilience
Techniques

Essential strategies for 911 call center personnel to maintain mental health, build
resilience, and deliver exceptional emergency response while protecting your well-
being.




The Reality of
911 Work

Every call matters. Every decision counts. Every day, you face situations that would

overwhelm most people.




Understanding Stress in Emergency Dispatch

Common Stressors You Face Daily

e Life-and-death decision making under extreme time pressure

e Emotional weight of traumatic calls and human suffering

e High-stakes multitasking with multiple emergencies simultaneously
e Shift work disrupting natural sleep and social rhythms

e Public scrutiny and accountability for split-second choices

Recognizing these stressors is the first step toward managing their impact on your

physical and mental health.




The Science of Stress Response

01

Trigger Event

Emergency call comes in, body perceives threat or high-stakes situation

02

Fight-or-Flight Activation

Adrenaline surges, heart rate increases, breathing becomes shallow

03

Peak Performance Window

Heightened alertness and focus enable rapid, effective decision-making

04

Recovery Phase

Body attempts to return to baseline, but repeated activation prevents full recovery

Understanding this cycle helps you recognize when intervention techniques are most effective

and why recovery time is crucial for sustained performance.




Immediate Stress Management Techniques

4-7-8 Breathing Progressive Muscle Release Grounding Technique
Inhale for 4 counts, hold for 7, exhale for 8. Activates parasympathetic Tense shoulders for 5 seconds, then release. Work through major muscle Name 5 things you see, 4 you hear, 3 you feel, 2 you smell, 1 you taste.
nervous system in under a minute. Perfect between calls. groups. Counteracts physical tension buildup. Brings awareness to present moment.

(i) Quick Tip: Practice these techniques during quiet moments so they become automatic responses during

high-stress calls.




Building Long-Term Resilience

Sleep Optimization

Prioritize 7-9 hours of quality sleep. Use blackout curtains,
maintain consistent sleep schedule even on days off. Consider
melatonin supplements after consulting healthcare provider for
shift work adjustment.

Nutrition Strategy

Maintain stable blood sugar with protein-rich snacks. Limit
caffeine after 2 PM. Stay hydrated but balance with bathroom
breaks. Avoid energy drinks that cause crashes.
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Physical Activity

Regular exercise reduces cortisol levels and builds stress
tolerance. Even 20 minutes of walking between shifts can
significantly impact mental clarity and emotional regulation.

Social Support

Cultivate relationships both within and outside the profession.
Consider joining dispatcher support groups or professional
associations that understand your unique challenges.



Cognitive Resilience Strategies

Reframing Difficult Calls

Instead of "l couldn't save them," try "l provided the best possible response with available
information." This shift from self-blame to professional assessment protects your mental

health while maintaining accountability.

Compartmentalization Techniques

e Create mental "boxes" for work stress - acknowledge it, then consciously set it aside
e Develop transition rituals between work and home (change clothes, listen to music)

e Use visualization to "leave work at work" - imagine placing concerns in a locker
Building Mental Flexibility

Practice viewing situations from multiple perspectives. Ask "What would | tell a colleague in

this situation?" to access your compassionate, professional wisdom.

"Resilience isn't about being unaffected by stress. It's

about recovering quickly and learning from each

experience."



Team Support and Communication

Peer Debriefing

%D Schedule regular check-ins with colleagues after particularly challenging shifts.
Share experiences without judgment and learn from each other's coping
strategies.
Supervisor Support
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(45 Establish open communication channels with supervisors about workload, stress
levels, and resource needs. Advocate for adequate staffing and break times.
Team Culture

[e]g)0)

) Foster a culture where seeking help is seen as professional strength, not

weakness. Celebrate successes and support each other through difficult calls.

Remember: asking for support isn't a sign of weakness - it's a professional skill that ensures

you can continue serving your community effectively.



Warning Signs and When to Seek Help

Physical Warning Signs Emotional Warning Signs Professional Warning Signs
e Persistent headaches or muscle e Feeling detached or numb during calls e Decreased concentration or decision-
tension e Increased irritability with family or making ability
e Frequentillness or fatigue colleagues e |ncreased sick days or desire to avoid
e Sleep disturbances or appetite changes e Persistent anxiety or intrusive work
e Increased reliance on caffeine, alcohol, thoughts about work e Conflicts with supervisors or team
or other substances e Loss of empathy or cynicism about members
helping others e Second-guessing routine decisions

() Critical Point: If you're experiencing multiple warning signs, reach out to agency Crisis Team, Employee Assistance Programs, mental health

professionals, or trusted supervisors immediately. Early intervention is key.



Your Resilience Action Plan

1 Choose Your Top 3 Techniques

Select immediate stress management techniques that feel most natural and commit to practicing them
this week.

2 Assess Your Support System

Identify colleagues, supervisors, or family members you can talk to about work stress. Schedule regular
check-ins.

3 Monitor Your Warning Signs

Keep a brief daily log of your stress levels and physical/emotional state. Notice patterns and triggers.

4 nvestin Long-Term Resilience

Choose one area (sleep, exercise, nutrition, or social support) to improve over the next 30 days.

You serve others every day.
Now serve yourself with the
same dedication.
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