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Section 0I0Dbjectives

01.0Understand the roles and duties oPablic Safety Telecommunicator (PSThhe

student will be able to:

01.01
01.02
01.03
01.04
01.05
01.06
01.07
01.08

Comprehend the history of the telecommunication profession.

Describe the evolution of telecommunications and 911.

Define tle roles of a call taker and a dispatcher as it relates to public safety telecommunications.
Understand the proper conduct of a PST.

Understand the importance ogéporting for duty and the impact absences have on a communications center.
Understand the importance of adhering to dress codes (if applicable) and personal hygiene.

Identify performance standards and explain why they are important.

Identifystatutory and other legal requirements and expectations for a certified PST

Return to Table of Contents
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01.01Comprehendhe Historyof the TelecommunicatioRrofession

Before theimplementationof the 911 system, emergency response was a patchwork of local numbers and frantic
scrambles. Imagine a world where reacliialyp in a crisis meant navigating a maze of phone lines, each with its own
code and protocol. A test call in Alabama sparked a rawolwshering in an era of streamlined emergency response
and saving countless livégt usexplorethe fascinating history of public safety telecommunications, from the crackle
of oneway radios to the sophisticated networks of today. We also celebrate the vital role Bilkie Safety
Telecommunicators (PST&ho stand behind every answered 911.cal

History of Telecommunications

I The First 911 Callfhe first 911 call was made in Haleyvil
Alabama. It was a test call to ensure that the new 911 system
working correctly.

1 The Wireless Communications and Public Safety Act (91T At
911 Act was enacted to establish 911 as the national emerg
phone number and to put other mandates in place to preserve
integrity of emergency services. The 911 Act alsated the
National 911 Program, which is responsible for developing

1 The First On&Vay Radio Communicatioriie first oneway radio
communications were used by the Detroit Police Departmes
These early radios were used to broadcast information to patrol
cars, but they could not be used to communicate back to the
telecommunicators.

Figurel First 911 call being placed in
Haleyville, Alabama

1 The First TwdWay Radi®CommunicationsThe first tweway radiocommunicationsvere implemented in
Bayonne, New Jersey. This allowed police officers to communicate directly with the dispatcher, significan
improving their ability to respond to emergencies.

The Evolution of Public Safety Telecommunications

BEvolving telephone anchdio communications led to the public safety telecommunications profession as we know it
today. PSTs now use a variety of communication technologies, including telephones, radios, computers, and mo
devices, to gather information, dispatch emergenspomders, and provide assistance to the public.

National Public Safety Telecommunicators Week

California declared the first National Public Safety Telecommunicators Week as a nod to the voices behind
headset. This week is now celebrated annuhihngthe second full wee&f April in theUnited States, Canada, and
Australia to recognize the important role that PSTs play in public safety.

Thehistory of public safety telecommunications is a testament to human ingenuity and its unwavering commitmer
to protecting lives. From the pioneering spirit of early radio experimenters to the tireless dedication of PSTs wi
answer calls day and night, this journey underscores the critical role technology and human connection play
emergency response. As we movenvard, embracing new technologies and fostering collaboration, we can ensure
that the legacy of that first 911 call continues to resomadebeacon of hope and a lifeline in times of crisis. Let this
training serve as a reminder of the immense respoitgikihd profound impadPSTgarry. May it inspire us all to
contribute to the ongoing evolution of a system that truly puts the safety of our communities first.
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01.02Describe the Evolutioof Telecommunicationand 911

The emergency communications lacalge has undergone remarkable transformations over the years, shaped by
technological advancements and an unwavering commitment to public safety. The introduction of 911 in Haleyville,
Alabama, marked a significant leap forward, establishing a standaadizedsily memorable number for individuals

to call during emergencies.

Technological Evolutions

1

Enhanced 91{E911) The implementation of E911 in Orange County, Florida, revolutionized emergency
response by incorporating location information from the caller's phone. This technological breakthrough
enabled emergency responders to pinpoint the caller's location withegne@cision, particularly for mobile
phone users, leading to faster and more effective interventions.

Text Messaging and Multimedia Messagikgtelecommunications technology continued to evolve, so did
the capabilities of 911 services. The integratibtext messaging and multimedia messaging into emergency
communication platforms expanded accessibility for individuals with hearing or speech impairments. This
advancement empowered individuals to relay potentially lifesaving information in numerous ways
enhancing the inclusivity of emergency response systems.

Next Generatior911 (Next Gen 911, NG91Dext Gen 91%epresents the latest frontier in emergency
communications. Thisecure network is for public safety use only and isnanvative approactihat
leveragednternet Protocol (IPjechnology to facilitate a more seamless exchange of information between
callers, emergency services, and other relevant entities. Next Gen 911 enables the incorporation of more
accurate location data, retime data seh as video streaming, and sensor information, providing a more
comprehensive picture for emergency responders.

Public Safety Answering Point (PSERergency Communications Centers (E@@s)ivided into primary

and secondary PS&RmPrimary PSARirectly receive 911 calls, while secondary B3édeive 911 calls that

are transferred from a primary PSAP. Both PSAPs play a crucial role in public safety telecommunications,
ensuring that emergency calls are routed efficiently and accurately.

ComputerAided Dispatch (CADJost modern PSAPS have evolv

from handwritten call cards to CAD software. This advanceni == —
has significantly improved communications and response time; : ==t -
providingPSTawith a centralized platform to manage and trac : T === o
emergency calls, allocate resources, and disseminate cr — e | -
information. = | o -
N

Figure2 Motorola PremierOne CAD
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The Denise Amber Lee Act: A Legacy of
Improved Training

Denise AmbeiLee (Fgure 3), a young
woman from Southwest Florida, was
abduded from her home in broad
daylight. Law enforcement agencies at the
local, state, and federal Ilevels
immediately launched a massive search
operation.

As tips and clues emerged,Ba on the
Look Out (BLO) alert was issued,
providing a description of the suspect's
vehicle. Multiple 911 calls were placed as
; ol the abductor drove through various
Figure3 Denise Amber Lee neighborhoods and city streets.

One crucial call came from Denise herself. She managed to obtaephber's cell phone and called 911. Pretending
to be speaking to her abductor, she bravely provided the call taker with vital information about her identity an
potential clues to her whereabouts.

Shortly after Denise's call ended abruptly, another 91inea placed by an observant motorist. Stopped at a traffic
light, the caller noticed screams coming from a nearby car and witnessed a hand banging on the backseat wind
For nine minutes, the caller remained on the phone with the dispatcher, providitagespand staying with the
suspicious vehicle in an area filled with law enforcement officers.

Hours later, the vehicle and suspect were located and apprehended. However, Denise was not found. Two days &
her abduction, her body was tragically discodgust a few miles from the scene where the concerned motorist had
initiated the second 911 call.

In the aftermath of this tragic event, it was revealed that critical information received by 911 operators during th:
early stages of the search for Denise baen mishandled. Inspired by the many shortcomings exposed during the
search, Denise's Ifdily made a heartfelt plea to the Florida Legislature, advocating for improved and standardizec
training for all public safe&CC personnel

Lawmakers unanimouslyapsed the Denise Amber Lee Act, establishing a state statute mandating certification fo
911 PSTsThis legislation outlines comprehensive training requirements, certification processes, and renew:
procedures for PSTs acrdiss state ofr-lorida.

To honoDenise's memory and further support the advancement of 911 telecommunications, the Denise Amber Le
Foundation was established by her husband, Nathan Lee. The foundation provides ongoing support and advocac!
911PSTwationwide.

As a tribute to Denise courage and to ensure that such tragedies are prevented in the future, all individuals
employed asa PST must be certified by tRéoridaDepartment of HealtliFDOH. This training workbook provides

the necessary knowledge and skills to successfully pass the certification exam and lay a solid foundation fc
rewarding career in public safety telecommunications.

The evolution of emergency communications, from Halelg/first 911 call to the cuttingdge capabilities of éxt
Gen911, reflects a continuous pursuit of enhancing public safety. The integration of advanced technologies, such
location tracking, text messaging, andb&2ed systems, has transformed enggrcy response, enabling faster, more
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informed, and more effective interventions. As we look towards the futuegt Gen 911 promises to further
revolutionize the emergency communications landscape, empoweriligjdualsand emergency responders to
work together in safeguarding lives and communities.

Figured4 Denise Amber Lee
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01.03Define the Rolesf a Call Takeand aDispatchersit Relatego
Public Safety Telecommunications

A PSTis acall taker ordispatcher whoanswers, receives, transfer{™
andor dispatchesemergency and neemergencycallsfor service |48
They are responsible for gathering information from callers, asses
the nature and location of emergencies, and dispatching

appropriate emergency servicds the scene.There are some
agencies that hire PSTs for specific roles, either only a call taker o
a dispatcher. Togeth&STs play a critical role in ensuring public sa
by serving as the link between the public and emergency responc

The Call Taker Figure5 Orange County Sheriff's Office PS

Imagine a frantic caller, adrenaline pumping, reaching for their phone in a moment of crisis. The call taker is the f
point of contact, the calm voice amidst the stofitheir primary responsibilities involve:

1 Answering Emergencyand NonEmergency
Calls:This includes 911 calls for police, fi
andor medical emergencies, as well 2
administrative calls for information o
assistance.

1 Gathering Information Using effective
communication skills, the call taker mu
quickly assess the situation, gather deta
about the nature of the emergency, locatio
classify the inciderdndidentify any potential
risks. Think of them as detectives on t
phone, piecing together the puzzle t
understand the situation at hand.

1 ProvidingPreArrival Instactions Depending
on the emergency, the call taker may need to provide
life-saving instructions, such a€ardiopulmonary
Resuscitation@PRor first aid, until help arrives.

Figure6 Coral Springs ECC Call Taker

9 PrioritizingCalls Not all emergencies ateeatedequally Call takers aredined to prioritize calls based on
the severity of the situatiorand the time lapsesnsuring that those in immediate danger receive the fastest
response.
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The Dispatcher

Once the call takegathersthe information and assesséhe situation, the dispatchenitiates thecoordinaton and
deployment of resources to ensure the fastest and most effective help reaches those in need. Their key
responsibilities include:

1 Analyzing Call Information The P
dispatcher receives the details fro
the call taker and, using thei
knowledge and experience
determines the appropriate
response. They are the decisio
makers, weighing factors lik
resource availability and urgency 1
dispatch the right help.

1 Deploying Resources Dispatchers
are responsible for sending th
appropriate emergency personnel t
the scene, whether it be police, firg
or medical aid. They are the lin
between the ECCand the field, Figure7 Nassau County Dispatcher
ensuring a seamless transiticof
information and action.

1 Maintaining Communication Dispatchers stay in constant contact with the responding units, providing
updates and relayingertinentinformation. They are the communication hub, keeping everyone informed
and on the same page.

1 Monitoring theStuation: Even after dispatching resources, the dispatcher'ssjabtover. They continue to
monitor the situation, providing additional support and guidance as needed until the emergency is resolved.

While call takers and dispatchers have distinct roles, their work is deeply intertwined. They are two sides of the same
coin, working in tandem to ensure a swift and effective response in every emergency. The call taker gathers the vital
information, and the dispatcher translates it into action. Together, they form the backbone of public safety
telecommunications, ensuring thiaglp is just a phone cavay
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01.04Understand the Proper CondumtaPST

PSTs play a pivotal role as the first point of contact in emergency situations. Their conduct profoundly impacts 1
outcome of thesesituations Understanding the proper conduct of a PST is fundamental to ensuring efficient and
effective emergency respoasihe key aspects of the conduct of a R8ludes, but are not limited to

Professionalism and Empathy

1 Maintaining Professionalisf?.STs musilways uphold a high level pfofessionalismregardless of the
nature or urgency of the situation. This in@adnaintaining composure, using appropriate language, and
adhering to protocolgolicies,and procedures

1 Displaying Empathywhile adhering to protocolgpolicies and proceduref?STs should demonstrate
empathy and understanding towards callers in dégr&Compassionate communication caassureand
comfort individuals in crisis.

Effective Communication

1 Active Listening®STs must actively listen to callers, gathering information while showing attentiveness an
patience. This helps in accurately assgsie situation and dispatching appropriate aid.

1 Clear and Concise CommunicatiB®Ts should communicate information accuratelyhaigdly, ensuring
that responders receive clear details without ambiguity.

Adherence to Protocols and Procedures

1 Follow Standard Operating ProcedureSTs are trained in specific protocols for various emergehdies.
essentiato adhere strictly to these procedures to ensure a standardized and efficient response.

1 Prioritize and Triaging?STs must prioritize Glased on urgency, ensuring that critical situations receive
immediate attention and resourcégfore the less critical situations

Stress Management and S€Elfre

1 Managing StressEmergencyPS¥ often face higkstress situations. Training should inclusiess
management techniques to help PSTs remain composed and effective during intense moments.

1 Promoting Sel€are:Encouraging setfare practices among PSTs is vital for maintajtiygicalmental,
and emotional welbeing. This includes providing oesces and support for dealing with the emotional toll
of the job.

Continuous Training and Improvement

1 Ongoing Education and Traini$Ts should undergo regular training sessions to stay updated on evolving
protocols, technologies, and best practicesrnmergency response.

1 Feedback and ImprovemeriEncouraging feedback mechanisms helps PSTs improve their performance
Constructive feedback fosters a culture of continuous improvement within the emergency dispatch team.

Understanding and practicing propemduct as & STis fundamentalto providing effective emergency services. By
upholding professionalism, effective communication, adherence to protocols, prioritizkegreelind embracing
continuous improvement, PSTs can make a substantial differesaeiig lives and ensuring public safety.
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01.05 Understand the Importance of Reporting for Duty and the
Impact Absences Have on a Communications Center

PSTs play a vital role in ensuring public safety. They are the first line of contact for peopkes#) distrthey are
responsible for dispatching emergency responders to the scene of an inticdeeatucial for PSTs to repéot duty
on time and be prepared to work long hoursensure appropriate staffing levels are maintained

The Impact of Abseas onanECC

When a PST is absent, it can have a significant impact on the abitifg©@a function effectively. This is because

PSTs are responsible for answering a high volume of calls, and even a few absences can quickly overwhelm the
remaining staff. Additionally, when PSTs are absent, it can increase the call wait time for thosefihelped/hich

can have serious consequences.

Beloware some of the specific impacts that PST absences can hav&GCa

 Call WaifTimesWhen PSTs are absetite remaining staff must handle a higher volume of caliggh can
lead to longer wait time$or callersThis can be especially problematic in emergencies when callers may
need immediate assistance.

1 Response Timeb1 addition to increasing call wait tim&ST absences can also leathtoeasedesponse
times foremergency respondsrThis idecause PSTs are responsible for dispatching emergency responders
to the scene of an inciderdand if there are not enough PSTs on diiitgan take longer foemergency
respondes to be dispatched.

§ Stressand Burnout\When PSTs are absetiite remaining &ff must work harder and longer hours to cover
the workloadThis can lead to increased stress and burnehich can further reduce the effectiveness of
the ECC

Specific Considerations for PSTs

As emergency essential personnebTs work in a 24/7/365ndronment, including holidays, weekends, and
overnight and may require mandatory overtime. They should be ready to begin their shift at the required start time.
PSTs must be available in the event of natural disasters, emergency mobilizations, or cHratiates of
emergency. Unplanned or excessive absenteeism can have a negative impacEQCihd its personnelas t

lowers morale, creates stress, and places a burden emodcers. Mandatory overtime may be required to fill
absencesEmergency resmdersafety is also jeopardized when staffing levels are low.

Tardiness also places a burden omaokers and the work environment. PSTs should arrive on time and be ready to
work their assigned workstation. Tardiness from breaks can similarly burgenlefionvorking in th&CC

Excessive tardinessbsenteeismand misuse of sick leam®y result in disciplinary action based on agency policy.

Reportingfor duty on time is essential for PSTs, as it ensures that they are available to help those in need. By
understanding the impact that absences can haverECGnd considering the specific expectations of their
profession, PSTs can take steps to reduce their absenddwgmto ensure that th&CGJs always able to function
effectively.
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01.06Understand the Importancaf Adheringo Dress Codes (If
Applicablepnd Personal Hygiene

PSTolay an essentialrole in ensuring public safety by serving as the link betweerptiblic and emergency
responders. Their work environment demands professionalism, composure, and the ability to project a calm a
reassuring demeanor even in the most stressful situations. Maintaining a professional appearance and good persc
hygiene & essential aspects of upholding these standards.

Importance of Professional Dress Code

Some PSTs may have issued uniforms that they are required to wear. Others may need to adhere to a professi
dress code. Tattoos and facial piercings may be lingitttd LINP KAOAGSR | OO0O2NRAy 3 (2
Certain lair styles antbr color may also be prohibited according to agency policy.

PSTs work in a professional setting and interact with colleagues, supervisors, and sometimes callers. Aalhering
dress code demonstrates professionalism, respect for the workplace, and instills confiddre@éoplePSTs
interact with.

A professional dress codecindes, but is not limited to
1 Neat and clean attiveniform that is free of wrinklesstains,or tears.

71 Clothing that is modest and appropriate for the workplasejding excessively revealing or suggestive
clothing.

1 Footwear that is cleamomfortable,and appropriate for the work environment.
1 Minimal jewelryensuring it does not create distractiomispose safety hazards.

Impact of Personal Hygiene

Personal hygiene is equally important for PSTs, as it directly affects their ability to perform their duties effective
and maintain a positive work environment. Good personal hygiene inchuttds notlimited to:

1 Regular showering or bathing to maintain cleanliness and prevent body odor.

1 Proper grooming habit&cluding clean haitrimmed nailsand neat facial hair.

1 Fresh breath and avoiding strong perfumes or colognes that coulidtb&cting or offensive to others.
f Maintaining a clean and organized worksp#&e= of clutter and unpleasant odors.

Benefits of Professional Appearance and Personal Hygiene

Upholding professional standards in appearance and personal hygiene offeas lsemefits for PSTs:

1 Enhances Professionalism and Credibilitprofessional appearance and good personal hygiene convey
respect for the workplace and instill confidence in colleagugservisorsand callers.

1 Promotesa Positive Work Environmenk clean and welmaintained work environment contributes to a
positive healthy, angroductive atmosphere for all employees.

1 Boosts Sel€onfidenceFeeling confident in one's appearance and personal hygiene can enhance a PST
overall demeanor anderformance.

Florida PST Workbook Section 01 19



Florida PST Workbook Version 1.01 2024

1 Reduces Distractionktaintaining a professional appearance and good personal hygiene minimizes
distractions and allows PSTs to focus on their duties effectively.

By adhering to dress codes and maintaining good personal hygiene, PSTs cta professional image, contribute
to a positive work environment, and enhance their overall effectiveness in serving the public.
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01.07Identify Performance Standards and Explain Why They Are
Important

PSTE play a vital role in emergency responsesiag as the link between the public and emergency responders. Their
ability to gather, analyze, and disseminate information accuratelefiogentlyis crucial for effective emergency
response. Performance standards provide a framework for evaluagngfféctiveness of PSTs and ensuring they
are meeting the high expectations of their profession.

What are Performance Standards?

Performance standards are a set of expectations or guidelines that define the level of performance required for
specific jolor task. In the context of public safety telecommunications, performance standards outline the essentic
competencies and skills that PSTs must possess to effectively carry out theirQluaility. Assurance (QA)a
method which provides PSTs and sujsemng with the opportunity to regularly monitor work performance and take
corrective action in the form of training.

Why are Performance Standards Important?

Performance standards are important for several reasons:

1 Ensuring Consistent and Effective Serfegformance standards provide a clear benchmark for evaluating
the effectiveness of PSTs, ensuring that they are meeting the necessary standards for providing accure
timely, and professional service to the public.

1 Promoting Professional Developmeptrformance standards serve as a roadmap for PSTs to identify areas
for improvement and enhance their skills and knowledge. They provide a framework for profession:
development and continuous improvement.

f Maintaining Accountability and Transparenegrfomance standards establish a clear understanding of
expectations and responsibilities, promoting accountability among PSTs and fostering transparency witt
the organization.

1 Supporting Fair and Consistent Evaluatiterformance standards provide a consistent basis for evaluating
PSTs, ensuring that evaluations are fair, objective, and unbiased.

Examples of Performance Standards for PSTs

Performance standards for PSTs typically encompass a range of competenciegibciudot limited to

1 Communication SkillBSTs must possess exceptional communication skills to effectively interact with caller:
emergency responders, and colleagues.

1 ProblemSolving and DecisigMaking:PSTs must be able to analyze complex situsitimake quick and
sound decisions, and prioritize tasks under pressure.

1 Stress Management and Emotional ResilieR&d:s must be able to manage stress effectivelleanuhow
to maintain emotional composuiater dealing with the many difficudituationsthey encounteron a daily
basis

1 Technical ProficienciSTs must be proficient in using various technologies, including CAD systems, rad
communications, and emergency telephone systems.
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1 Adherence to Policies and Procedu@STs must adhere to established policies and procedures to ensure
consistent and effctive handling of emergency calls.

Performance standards are essential for ensuring that PSTs meet the high standards required for their critical role in
public safety. By understanding and adhering to performance standards, PSTs can contribute taathe ove
effectiveness of emergency response and maintain the public's trust in their ability to provide timely and professional
assistance in times of need.
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01.08ldentify Statutory and Other Legal Requirements
Expectationgor aCertified PST

PSTs inlérida operate within a legal framework that outlines specific statutory requirements and expectations.
Understanding these legal obligationsaesessaryor PSTs to perform their duties effectively and in compliance with
the law.

Statutory Requirements

§ Training & CertificationPSTs in Florida neéal complete astate-approved trainingrrogram overseen by
the FDOH Certification is obtained upaompletbn ofthis program and passing tistate examinationln
addition to the certification and recertifitan requirementsPSTs who answéll calls for emergency
medical conditions must complet@lecommunicator Cardiopulmonary ResuscitgfleBPR)raining every
2 years.

1 Certification Oversighf.heFDOHsets training standards and manages the certification process. Certificates
can be revoked if qualificatioase notmet.

1 Certification RenewalSTsarerequired to have their PST certification renewed every odd year.

1 Compliance with State LawdSTs ar required to operate in accordance with Florida state laws governing
emergency communications, confidentiality, and data privacy. These laws include statutes like the Flori
Communications Fraud Act and the Florida Public Records Law.

1 Adherence tddealthinsurance Portability and Accountability AHRAA PSTs must comply with the HIPAA
regulations when handling medical information during emergency calls. Protecting the confidentiality an
privacy of sensitive heahielated information isequired

Exmectations and Responsibilities

1 Accuracy and Detail in Reportiff3Ts are expected to accurately record, and report information received
during emergency calls. Providing detailed and precise information aids emergency responders in assess
and addressig the situation effectively.

1 Confidentiality and Privachaintaining strict confidentiality regarding personal information shared during
emergency calls is imperative. PSTs must ensure that sensitive details are not disclosed to unauthori:
individuals o entities.

1 Ethical ConductPSTs are expected to adhere to ethical standards in their interactions with callers,
colleagues, and emergency responders. This includes treating all individuals with respect and impartiali
regardless of the circumstances.

Qontinuous Compliance and Training

1 Ongoing Educatio®STs should engage in continuous education and training to stay updated on changes
laws, regulations, and best practices in emergency communications. Regular training sessions ensure t
PSTs remain compliant with evolving legal requirements.

1 QualityAssurance and Auditinggencies often conduct quality assurance checks and audits to ensure PST
are adhering to legal requirements and best practices. Feedback from audits helps identify areas f
improvement.
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Certified PSTsn Florida must operate withia legal framework that mandates compliance with state laws,
confidentiality regulations, and ethical standards. By understanding and adhering to these statutory requirements,
PSTs contribute to efficient emergency response while safeguarding the ndips\veacy of individuals in distress.
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End ofSection 0MWorksheet

1. Where was the first 911 call made?

2. Describe the main purpose and importance of the Wireless Communications and Public Safety Act.

3. The acronym PSAP stands for

4. The technology implemented in Orange County, Florida that enabled emergency responders to pinpoint tt
OFf f SNR& t20FGAz2Yy gAlK INBFGSNI LINBOAAA2yeH L.

5. List the primary responsibilities of thall taker.

6. List the primary responsibilities of tHespatcher.

7. and communication includes communicating informati
accurately and succinctly, ensuring that responders receive clear details without ambiguity.

8. communication can greatly reassure and comdiaduals in crisis.
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9. List the three (3) main impacts absences have on a Communication Center.

10. PSTs must be available in the event of , emergency mobilizations, or other declarations
of emergency.

11. List the four (4) main benefits of maintaining a professional appearance and personal hygiene.

12. List three (3) items that might be included in a professional dress code.

13. Explain whyerformancestandards are important.

14.PSTs must adhere to established and to ensure consistent and
effective handling of emergency calls.

15. Define ethical conduct.
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16. What are the examples of state statutes that PSTs are required to operate within?
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Section02 Objectives

02.0Describe and understand professionalism, ethics, and legal concepts as it relates tc
PSTThe student will be able to:

0201 Understand ethics, professionalism, valuesge,and personal conduct.

02.02 Explain how PST actions related to ethics, professionalism, values, image, and personal conduct affect
role of a PST.

02.03 Explain how criminal and civil law affects a PST and the agency (liability, confidentiality, negligence, bre:
of duty, etc.).

02.04 Understand and explain how federal, state, and local laws, codes, and regulations relafS®.the
02.05 Understand the impact and importance of disseminating information.

02.06 Explain the importance of and procedure for testifyingoinrt.

Return to Table of Contents
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02.01Understand Ethics, Professionalism, Values, InaageRersonal
Conduct

Ethics

Ethicsrefers to the principles of conduct that govern a person's actions and behavior. PSTs must adhere to a strc
ethical code that ensures they act with hortwonpesty, and fairness in all situations. This includes, but is not limited
to:

w Maintaining Confidentiality?STs handle sensitive information, including personal details and emergency
situations. It issentiato protect this information and refrain frosharing it with unauthorized individuals.

w Avoiding Conflicts of Intered2STs must avoid situations where personal interests could influence their
professional judgment. This includes refraining from accepting gifts or favors from individuals ordmisiness
that may be involved in emergency situations.

w Reporting MisconducPSTs have a responsibility to report any instances of unethical or illegal behavio
observed within the workplace. This includes both personal misconduct and violations of ageesygpolici
procedures.

Professionalism

Professionalismencompasses the outward appearance, behavior, and attitudes that reflect a commitment to
excellence and a dedication to serving others. P®I& project a professional image that inspires trust and
confidence in the public. This includdsit is not limited to

w MaintainingaNeat and Clean Appearan&STs should dress appropriately for their role, ensuring their attire
is cleanwrinkle free and professional.

w Communicating EffectivelizZSTs must communteaclearly, concisely, and respectfully with calletiser
PS$, andemergencyesponders. This includes active listening, using professional language, and avoidin
jargon.

w Demonstrating Empathy and Compassi®dTs must be understanding and sensitive to the needs of callers,
particularly those in distress. This involves displaying empathy, offering reassurance, and showing genu
concern.

w Continuous Learning and Adaptabil8Ts must embrace new technologyg increase their knowledge
and skills to navigate evolving challenges. This can be accomplished through learning and adaptation.

w Teamwork and CollaboratioRSTs are required to work effectively with other professionals to achieve
shared goals.

Values

Valiesrepresent the core beliefs and principles that guide a person's actions and decisionsufR8frsody values
that align with the public safety missimeluding, but are not limited to

w Integrity:PSTs must act with trustworthiness, transparency namicl uprightness, always striving to do the
right thing, even when no one is watching.

w RespectPSTs must treat others with dignity, courtesy, and consideration, regardless of their backgrounc
beliefs, or circumstances.
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w Commitmentto ServicePSTs mudte dedicated to serving the public, putting the needs of others before
their own and always striving to make a positive impact.

Image

Imagerefers to the public perception of a person or organization. PSTs are the public face of emergency services,
andtheir actions and behavior shape the community's understanding of the profession. It is essential to maintain a
positive image that reinforces trust and confidenctheir role. This includedut is not limited to

w Conduct Both Omand Off Duty:PSTs must Uld ethical standards in all aspects of their lives, as their
personal conduct reflects the profession.

® Online Presenc@&STs should exercise caution when using social media and other online platforms, ensuring
their posts and interactions align with peegional standards.

w Promotinga Positive Image dhe ProfessionPSTs can actively promote a positive image of the profession
by sharing their experiences, highlighting the importance of their role, and engaging with the community.

Personal Conduct

Personal conductncompasses the actions, behaviors, and attitudes that a person demonstrates in their daily life.
PSTs must maintain high standards of personal conduct both on and off duty, as their actions reflect the profession
and the agency they repgent. This includes, but is not limited to:

w Being Punctual and ReliabRSTs must be dependable and committed to their work schedule, ensuring they
arrive on time and fulfill their duties to the best of their ability.

w Maintaining a Positive Attitud®STsnust project a positive and professional demeanor, even in challenging
or stressful situations. This includes exhibiting patience, understanding, and a willingness to help others.

w Avoiding Distractions and Maintaining FoO&8Ts must remain focused oeitltasks and avoid distractions
that could compromise their ability to perform their duties effectively. This includes minimizing personal
conversations and social media usage during work hours.

PSTelay a vital role in the public safety spectrum, arairthctions and behavior have a direct impact on the lives

of others. Upholding the highest standards of ethics, professionalism, values, image, and personal conduct is essential
for PSTs to maintain the trust and confidence of the public and fulfilldtigial role in the emergency services
system.
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02.02Explain How PST Actions Related to Ethics, Professionalism
Values, Imagand Personal Conduct Affect the Rola&ST

PSTare the calm voices and the link between the public ameérgencyespaders. Their actions and decisions
have a profound impact on the safety and vieling of their communities.

HowPST Actions AffeEthics

Theseactionsinclude but are not limited to
1 Prioritizing honesty and accuraoyall interactionsensuring cleaand reliable information exchange.
1 Safeguarding sensitive informatiafth utmost discretiontespecting the privacy of those they serve.
1 Treating all callers with respect and fairnesgardless of their background or situation.
1 Navigatingethical dilemmasvith sound judgment and adherence to established protocols.

How PSO Actions AffecProfessionalism

These includebut are not limited to

1 Projecting confidence and trust through their demeaner. Staying calm and composed even undeg,pressu
ensuring clear decisiamaking.

1 Maintaining a professional appearance to promote a positive impression as a representative of the agen
they represent.

Using effective communication through clear, concise, and active listening.
Demonstrating compassion and understanding during times of crisis, offering support and guidance.

A commitment to excellence, striving for continuous improvement and mastery of skills.

=A =4 =4 =N

Collaboration and teamwork with emergency services to ensure seasspssise to emergencies.

HowPST) Actions AffecValues

These includebut are not limitedo:
1 Adhering to established protocols and procedures for the efficiency and coordination of response at all time
1 Maintaining trustworthiness, fairness, and aot@ability in all interactions.
1 Being respectful during interactions with callers, colleagues, and emergency responders.
1

Dedication to public service by prioritizing the safety andivedtig of the communitynore than anything
else

| 2 g tAEtione Affectmage

These includebut are not limited to
1 Being the positive and calm voice in the storm, reassuring and guiding callers during emergencies.
1 Becoming proficient in multitasking and prioritizing essential tasks, ensuring effegponse to critical

situations both on and off duty.
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Knowing that public media platforms are often used as a source of information gathering, therefore they
must conduct themselves accordingly to not disclose or disseminate information inadvertentiglay di

Portraying a positive image expected from personnel in emergency services by contributing to a public effort

Demorstrating the highest personal standards in all aspects of life, on and off duty.
Maintaining a commitment to reporting to work as scheduled and on time.

Embracing continuous learning, having adaptability, and fostering a positive attitude to remaivesiffeati

Florida
1
behavior unbecoming to PST profession.
1
when necessary.
|26 t{¢04 PédbdalOgriuct FTSO(
These includebut are not limited to
|l
1
1
dynamic work environment.
1

Focusing on established protocols and procedures to ensure reliability and consistency and avoiding agency
liability.

PSTs are the vital link between the public and emergency respondaphddging the highest standards$ ethics,
professionalism, values, image, and personal con@&Tbuild trust, ensure effective emergency response, and
contribute to the overall welbbeing of their communities. Their dedication and commitment make them the true
first, emergency respuders deserving ofhe utmost respect and appreciation.

Ethics,

professionalism, values, image, and personal conduct are not merely words; they are the guiding principles

that define a successful PST. By embracing these printi@e®STcan contribute significantly to the safety and
wellbeing oftheir community and make a difference in the lives of those who tie=d most.
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02.03Explain How Criminal and Civil Law Affaé&STand the Agency
(Liability, Confidentiality, Negligencee&chof Duty,etc.)

PSTs actions and decisions have a direct impact on the lives of others, making it essential that they understand
implications of criminal and civil law on their professional practice.

Criminal Law

Criminal law deals with offenses against society, where the government prosecutes individuals who violg
established laws. PSTs may face criminal liability if their actions or inactions directly contribute to harm
endangermento include, but are noirited to:

1 Negligent Failure to Dispatch Emergency SeririggsimelyManner:PSTs have a legal duty to act promptly
and responsibly when receiving emergency calls. Failure to do so could result in criminal charges if the de
causes harm or loss oglif

1 Providing False or Misleading InformatioEtnergency RespondeBsSTs must convey accurate and truthful
information toother PSTand responding units. Intentionally providing false or misleading information could
constitute a criminal offense.

1 Violaing Confidentiality Laws?STs handle sensitive information, including personal detailotaed
sensitive medical daténtentionally disclosing this information without authorization could result in criminal
charges.

Civil Law

Civil law deals witldisputes between individuals or organizations, where one party seeks compensation for the
damages or injuries caused by the other. PSTs may face civil liability if their actions or inactions cause harm or lo:
othersto include, but are not limited to

1 Negligent Failure to Follow Protocols or ProceduRSTs must adhere to established protocols and
procedures to ensure the proper handling of emergency calls and dispatching of responders. Failure to follc
these guidelines could result in civil liabifithe breach of duty causes harm or loss.

1 Negligent Failure to Provide Adequate AssistaR€d:s have a duty to provide callers with the necessary
information and assistance manageemergendes Failure to provide adequate assistance could result in
civil liability if the caller suffers harm or loss as a result.

1 Negligent Failure to Maintain ConfidentialiBSTs must protect sensitive information and refrain from
disclosing it without authorization. Negligent disclosure of confidential informatiod cesuilt in civil
liability if the affected individual suffers harm or loss as a result.

Liability and Negligence

[ALOATfAGE NBFSNBR G2 GKS €S3Ft 26fA3FGA2y (2 02YLSy
or inactions. Negligendgs a form of civil liability that occurs when a person fails to exercise the degree of care that :
reasonable person would have exercised in the same or similar circumstances.

PSTs can be held liable for negligence if their actions cause harm or lohero ®his can include financial
compensation for damages, medical expenses, and pain and suffering. In some cases, PSTs may also face pL
damages, which are intended to punish the defendant and deter future wrongdoing.
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Confidentiality

PSTs must Imale sensitive information including persdbdetails andsensitive medicalituations. They have a legal

and ethical duty to maintain confidentiality of this information and refrain from disclosing it without authorization.
Exceptions to confidentiality ag include situations where disclosure is required by law, such as to prevent harm to
oneself or others.

Breach of Duty

Breach of duty occurs when a person fails to meet the legal standard of care owed to another person. In the context
of PSTs, breach ofity can occur when they fail to follow established protocols, procedures, or training guidelines,
resulting in harm or loss to others.

PSTs play a critical role in the public safety spectrum, and their att@ctionsand decisions have a direct impact

on the lives of others. Understanding the implications of criminal and civil law is essential for PSTs to fulfill sheir dutie
responsibly and protect themselves and their agency from potential liability. By adhering to established protocols,
procedures,and ethical standards, PSTs can minimize the risk of legal repercussions and maintain the trust and
confidence of the public they serve.
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02.04Understand and Explain How Federal, Statd,Local Laws,
Codesand Regulations Relate the PST

Federal Aws

Federal laws are those enacted by the United States Congress and apply throughout the country. PSTs mus

familiar with a variety of federal laws that impact their work inclydngare not limited to

1 The Telecommunications Adthis lawregulates the use of telecommunications networks and services,

including the obligation to provide assistance to persons with disabilities.

HIPAAHIPAA is a federal law that provides data privacy and security provisions for safeguarding confident
andprotected health information (PHRSTs must be able to quickly identify the seriousness of the problem,
dispatch the appropriate response, andyide instructions to the caller, when necessary, which may include
dissemination oPHIto emergencyresponders. HIPAA does not prevent PSTs from relaying information to
emergency respondsyit does prevent PSTs from relaying information to curiousxalle

YFENR Q& NAQREY [+ ¢ Sy adzNB & EQ@Henidialing ®1 2 fyord MutitLiyie Tel&phodek |-
Service NILT$ The law is named in honor of Kari Hunt, who was killed in a hotel room by her estrangec
husband. Her daughter tried to call 911%au G A YSazX odzi GKS Olftfta yS@OSNI
LIK2yS d2848GSY NBIdZANBR RAFEAY3d apé 6SF2NB Iye Ol
vendors and manufacturers must configure new systems to support direct dialing & 5¥sfém must also
send a notification to a central location-anm off-site, such as a front desk or security kiosk. The notification
will provide an alert that a 911 call was placed and include a callback number and information about th
OF t £t SNR&a 201 A2
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from all 911 calls available to PSAPs, regardless of the technological platform usdeedéia
Communications Commission (FEGG) I  Sa & Rocatiddlméanka: lacdtié delivered to the PSAP
with a 911 call that consists of the validated street address of the calling party, plus additional informatio
adzOK & adzAGST FLINIYSYdG 2N AAYAEFNI AYTF2NXYEGA2)

State Laws

State laws are those enacted bytstiegislatures and apply within the specific state. PSTs must familiarize themselve

with the relevant state laws that govern their work including not limited ta

1 Florida Sunshine Lawtandates governmental transparency by granting public acces®gb mreetings,

records, and communications of public agencies, ensuring accountability and openness in governme
operations.

Florida's Public Records L&pecifies that "public records" encompass a broad range of materials, including
documents, tapes, phographs, data processing software, and more, created or received by any agency i
the course of official business. These records are accessible to any requestor, irrespective of reas
emphasizing transparency and accessibility in government operations.

Emergency Call Lawsiese laws mandate how PSTs must handle emergency calls, including the requireme
to promptly dispatch emergency responders.

Confidentiality Lawsthese laws protect the privacy of individuals by limiting the disclosure of personal
information. PSTs must adhere to these laws when handling sensitive information.
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1 Recording Lawd:hese laws govern the recording of telephone calls, including emergeiscyPSTs must
be aware of the specific recording laws in their state.
T 1 £2aaleqdr a[ HaYs NBIjdZANB& Lzt A0 St SYSydlINE FyR &SO0:
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School shooting victim Alyssa Alhadeff.

Local Laws

Local laws are those enacted by municipalities, such as cities or counties. PSTs may need to be familiar with local
ordinances that are specific to their jurisdictiomgluding but not limited ta

1 Noise Ordinancesthese laws regulate the level of noise that is permitted, which may impact how PSTs
handle calls related to noise disturbances.

1 Fire Code RegulationBhese regulations govern the safety of buildings and occupancy) mhay impact
how PSTs handle calls related to fire hazards.

1 Animal Control Ordinanceshese ordinances regulate the control and ownership of animals, which may
impact how PSTs handle calls related to anielated incidents.

Codes and Regulations

In addtion to laws, PSTs must also be familiar with various codes and regulations that govern their work. These codes
and regulations may be issued by federal, state, or local agencies. Some exampledimncimdanot limited to

1 FCC Regulationshe FCC regdates the use of telecommunications equipment and services, and PSTs must
comply with these regulations when handling emergency calls.

1 Department of Transportation (DOT) Regulatiofise DOT regulates the transportation of hazardous
materials, and PSTs Bilbe aware of these regulations when handling calls related to hazardous material
spills or accidents.

i State and Local Building Codésese codes govern the construction and safety of buildings, and PSTs may
need to be familiar with these codes when hiamgl calls related to structural failures or other building
related emergencies.

PSTs operate within a complex legal and regulatory environment, and understanding the implications of federal,
state, and local laws, codes, and regulations is essentiiefoptrofessional practice. By adhering to these laws and
regulations, PSTs can minimize the risk of legal repercussions and fulfill their duties responsibiysildiey

ensure that they are providing accurate and timely informatiomr@rgency respaters, which is crucial for
protecting the lives and property of the public they serve.
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02.05Understand the Impaand Importanceof Disseminating
Information

What is Information Dissemination?

Information dissemination refers to the processlbéring and distributing information to a wider audience. In the
context of public safety, dissemination involves sharing critical information with emergency responders, and tl
public to ensure a coordinated and informed response to emergencies.

Why is Iformation Dissemination Important?

Effective dissemination of information is essential for several reasons:

1 Enhances Situational Awarenesscurate and timely information sharing helps emergency responders and
officials gain a cleamderstanding of the unfolding situation, allowing them to make informed decisions and
deploy resources effectively.

1 Facilitates Coordinated ResponBg:sharing information with relevant agencies and personnel, PSTs ensure
that all parties involved in aamergency are working from the same set of facts and can coordinate their
efforts accordingly.

1 Promotes Public Safetyeeping the public informed about developing situations and emergency instructions
helps mitigate risks, reduce panic, and promote oVe&diety.

Methods of Information Dissemination

PSTs utilize various methods to disseminate information, incjumingot limited to

1 Radio Communication?STs communicate directly with emergency responders using radio channels
providing reatime updates,and dispatching instructions.

1 Telephone Communicatio®STs relay information wther law enforcement agencies, neighborifige
jurisdictions, and other relevant personnel via phone calls.

1 CAD System®STs enter critical information into CAD systevh&gh automatically update and share data
with relevant agencies and personnel.

1 Public Warning SystenBSTsiotify appropriatepublic warning systemt activate warning signalsich as
sirens, alert notifications, and media broadcasts, to inform th#dig of imminent threats or emergency
instructions.

Impact of Effective Information Dissemination

Effective information dissemination has a positive impact on various aspects of emergency response:

1 Reduced Response Tim@émely information sharing allovesnergency responders to arrive at incident
scenes more quickly, potentially saving lives and minimizing property damage.

1 Improved DecisioMaking:Accurate and comprehensive information empowers emergency personnel to
make informed decisions, leading tetier resource allocation and tactical strategies.

1 Reduced Public Anxietytear and consistent communication with the public helps alleviate anxiety, prevent
panic, and promote compliance with emergency instructions.
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1 Enhanced Public TrusEffective infomation dissemination fosters trust in emergency services and
reinforces the public's confidence in their ability to respond effectively.

Challenges of Information Dissemination

PSTs may face challenges in disseminating information, including:

1 Information Overloadn fastpaced and complex emergency situations, managing and filtering information
effectively can be challenging.

1 Communication Barrierd:anguage barriers, technological limitations, or physical obstructions can hinder
communicatiorand information sharing.

1 Misinformation and Disinformatioithe spread of false or misleading information can complicate emergency
response and undermine public trust.

Strategies for Effective Information Dissemination

To overcome these challenges, PSihsatnploy effective strategies for information dissemination:

1 Verification and ValidatiorEfficiently evaluate information sources and craggeck details to ensure
accuracy before disseminating.

1 Prioritization:Prioritize information based on its relexan urgency, and potential impact on emergency
response and public safety.

1 Clear and Concise Communicatiose clear, concise language, avoiding technical jargon, and ensuring the
message is tailored to the intended audience.

1 Consistent Communicatiomaintain consistent messaging across all channels to avoid confusion and
reinforce key messages.

1 Monitoring and Feedbackontinuously monitor the effectiveness of information dissemination and gather
feedback to adapt strategies accordingly.

Effective information dissemination is a critical component of public safety. PSTsphlapatantrole in gathering,
analyzing, and sharing information wiémergency responders, officialsnd the public. By employing sound
strategies and overcoming challenges, PSTs can ensure that information is disseminated accurately, timely, and
effectively, contributing to a coordinated and successful emergency response.
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02.06Explain the Importancef and Procedure for Testifying in Court

Importance of Testifying in Court

PSTs may be called to testify in court for various reasons inglbdingpt limited to

1

ToProvidea Factual Accountf an Emergency Call Incident:PSTs are often the firsbjmt of contact for
individuals in distress, and their recordings of emergency calls and their recollections of the events c:
provide valuable evidence in legal proceedings.

To Clarify Information or Answer Questions About Their Actior@bservationsPSTs may be asked to
explain their decisiemaking process, clarify details of an emergency call, or provide insights based on the
training and experience.

To Corroborateor Refute Other Testimony’STs may be called to testify in support of or agaif&r ot
witnesses, providing additional perspectives on the events in question.

Procedure for Testifying in Court

When called to testify, PSTs must adhere to the established procedures and protocols of thkgemaiesnay
provide legal guidance to their PsSin preparation of court testimonihis typically involves the following steps:

w

w

SubpoenaAPST will receive a subpoena, a legal document ordering their appearance in court to testify. Tt
subpoena will specify the date, time, and location of the hga@s well as the subject matter of the
testimony.

PreparationThe PST should follow aggngolicesand proceduresThePST should thoroughly review any
relevant records, such as emergency call recordings, incident reports, or notes takethéurstgfts. They
should also prepare to answer questions about their training, experience, and observations related to th
specific case at han@he PST shoul@équest any previous transcripts so tlilaey can review previous
testimoniesThe PST shoulge this time to refrestheir memory. Thisnay includdistening to related calls

and reviewing any relevant CAD notes.

Deposition:A PST may be subpoenaed to provide a deposition after an incident. Depositions can be us
inside the court and ostde he courtas evidence.

Court Appearanc&:hePSTEhould arrive at court on time and dress professionally. They should be respectful
of the judge, jury, and other court personnel.

Oath of Truthfulnes®Beforetestifying,the PST will be sworn in, promisiogtell the truth under penalty of
perjury.

Direct ExaminatiorT:he attorney calling the PST to testify will condutitectexamination, asking questions
to elicit relevant information and establish the PST's credibility.

CrossExaminationThe attorneyopposing the PST's testimony will conduct eeossmination, challenging
the PST's recollection of events, questioning their expertise, or attempting to discredit their testimony.

Redirect Examinatiorthe attorney who called the PST to testify may havepmortunity for redirect
examination, clarifying any points raised during eeossnination or reinforcing the PST's testimony.

Questions from the Judg@he judge may also ask questions to clarify aspects of the PST's testimony or t
ensure a fair and ipartial hearing.

DismissalOnce the PST has completed their testimony, they will be excused from the witness stand.
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Considerations to Remember While in Court

1 SpealQearly:The PST should ensure tlepeak at an adequate level and enunciate properly.

1 Tellthe Truth: The PST shouitbt exaggerate, guess, or agree to anything they are unsure about.

1 Make CorrectionsCorrectanymistakes, if needed

1 DoNot Volunteerinformatiornt The PST shoulchly answerquestions asked dhem.

AdditionalConsiderations

1 Confidentiality ThePST must maintain the confidentiality of any sensitive information they possess, even in
court. They should only disclose information that is relevant to the case and authorized by the court.

1 ProfessionalismA PST shodl conduct themselves with professionalism and respect throughout the legal
process. They should be truthful, accurate, and avoid embellishment or specdlatmimcludes dressing
appropriately and using proper titles.

1 Seek Guidancéf unsure about angspect of testifying in courthe PST should seek guidance from their

supervisor or legal counsel.

Florida PST Workbook Section 02 42



Florida PST Workbook Version 1.01 2024

End of Section 02 Worksheet

1. PSTs must avoid situations where personal interests could influence their professional judgment. This incluc
refraining fom accepting or favors from individuals or businesses that may be involv
in emergency situations.

2. PSTs should exercise when using social media and other online platforms, ensuring
posts andnteractions align with professional standards.

3. PSTs have a responsibility to any instances of unethical or illegal behavior obse
within the workplace.

4. The actions and decisions of a PST have a profound impact on the and welleing of their
communities.

5. PSTs must demonstrate and understanding during times of crisis, offering support :
guidance.

6. defines the PST's demeanor and approach to their work.

7. law deals with offenses against society, where the government prosecutes individual
who violate established laws. PSTs may face criminal liability if their actions or inactions directly contribute
harm or endangerment.

8. PSTs must adhere to eklished protocols and procedures to ensure the proper handling of emergency calls anc

dispatching of responders to follow these guidelines could result in civil liability.
9. Breach of occurs when a person faiketdhe legal standard of care owed to another
person.

10. The Telecommunications Act regulates the use of telecommunications networks and services, including t
obligation to provide assistance to persons with

11. The Federal Commission regulates the use of telecommunications equipment and
services, and PSTs must comply with these regulations when handling emergency calls.
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12. The Department of regulates the transportation of hazardous materRSTamust
be aware of these regulations when handling calls related to hazardous material spills or accidents.

13. PSTs enter critical information into systems, which automatically updates and shares
data with relevant agencies andrpennel.

14.PSTs may face challenges in disseminating information, including:

15. Language barriers, technological limitations, or physical obstructions can hinder and
information sharing, creating challenges to disseminating information.

16. List the three (3) key reasons why a PST could testify in court.

17.PSTs will receive a , a legal document ordering their appearance in court to testify. It
will specify the date, time, and location of the hearing, as well as the subject matter of the testimony.

18. PSTs must maintain the of any sensitive information they possess, even in court. They
should only disclose information that is relevant to the case and authorized by the court
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Section 03 Objectives

03.0 Identify and explain the operation of communication equipment and resources. The

student will be able to:

03.01
03.02
03.03
03.04
03.05
03.06
03.07
03.08

Describe and explain the function and openatd typical components found within communication centers.
Explain the 911 various call routimgpcesses.

Describe the various delivery methods of information iheodommunications center.

Understand the various thredigit call options such asi®N1-1 code (411,711, 911,988 etc.)

Explain the operation of ADA services including TDD and telephonsemiags.

Explain notification systems within the communications center (radio, mass notification, etc.)

Explain the overall radio systems and interoperability capabilities.

Explain the Florida Interoperability radio capabilities. Define the purpose of the Florida Crimatiofo

Center (FCIC) and the National Crime Information Center (NCIC).

03.09
03.10

Explain the importance of cyber security in the communications center.

Explain the various resmes available to the PST.

Return to Table of Contents
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03.01Describe and Explain the Function and Operation of Typical
Components Found Withibommunication Centers

PSTeoperate within a complex ecosystem known asE@CThis centralized hub buzzes with activity, powered by
various integrated components that enable them to effectively relay information and dispatch emergency service
Understanding the function and operation of these componemsdsssaryor PSTs toavigate theeC& workflow

and perform their duties efficiently.

Equipment

1 Consoles: Physical workstationg |
where computers and phones arg
typically located.

1 HeadsetstJsed to keep the overal
volume in the ECC at a minimu
while still allowing PSTs t
communicate with callers ang
emergency respondsr

1 Manuals:Includes but not limited
to training manuals dispatch
manuals, reference guidesand
equipment manuals.

CAD System FigureBWF 01 82y @At t S { KSNATTFQa
The CAD system acts as a centralized database, storing information on addresses, caller history, resource availal
and incident details. PSTs enter informatimm calls into the CAD, which then prioritizes dispatch based on urgency

and allocates appropriate resources. The CAD also displays detailed maps and navigation tools, aiding in acct
response localization.

Telephone Systems

Multiple phone lines are t for incoming and outgoing communications. These lines typically inblutdere not
limited to:

1 911lines:Dedicated for emergency calls requiring immediate dispatch.
1 Administrativelines:Used for noremergency calls or communication with otlagencies
1 Dedicated Lines\Iso referred to as ringdowns, allow for direct calls into ECCs.

Radio Communications Systems

This equipment allows PSTs to communicate directly with firefighters, police officers, paramedics, and oth
emergencyresponders. Difirent channels may be dedicated to specific agencies or incident types. PSTs recei\
updates on response progress and coordinate deployments through these channels.
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Recording Systems

Emergency calls and radio communications are recoiides are usetbr training purposes, legal documentation,
and incident review. These recordirggs be used ireconstructing events or resolving disputes.

Monitoring Equipment

SomeECE utilize video surveillance or audio monitoring systems to provide additional sitlatwareness. This
equipment may be used to observe traffic conditions, monitor public events, or gather additional information during
ongoing incidents.

Alerting and Noatification Systems

These systems arecessaryor mass notifications or widespread emergencies. They can send instant alerts through
various channels, like text messages, phone calls, or public address systems, effectively informing the public about
dangers or instructions.

§ Station AlertingThese ardypically found in fire stationdtilized to announce calls via a PA system to
emergency respondsr

Backup and Redundancy Systems

ECCgrioritize uninterrupted operation during critical situations. Therefore, essential components often have
redundancy builin with backup systems or power generators. This ensures that even if one component fails,
communication lines remain open and emergency response continues.

Understanding these interconnected components and their individual functions enpP&&s to havigate tB€C
effectively. Bytilizingall the tools at their disposal, they can confidently and efficiently fulfill their critical role in
ensuring public safetyThis is just a general overview. Specific components and their configunaiggnsary
depending on the individu&iCC
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03.02Explairthe 911 Various Call Routing Processes

As aPSTevery second counts. When a 911 call comes in, the routing process pléysakrae in ensuring the
fastest and most appropriate response. Ursiending the different call routing methods and their nuances
empowerghe PSTo effectively guide callers and connect them with the help they need.

Traditional Call Routing

This is the most common method, relying on caller location information frotowells or landline identification.
The call is automatically routed to tRSARvith jurisdiction for that specific area. This system works well in many
cases, but limitations exist in areas with dense buildings or poor cell coverage.

E911

E911provides additional functionalities like automatic caller identification and call back capabilities. This allows f
faster verification of caller information and facilitates communication even if the call drops.

1 Automatic Number Identification (ANBNIrefers to the automatic identification and transmission of the
phone number associated with an incomingtecethe ECCThis includes both landline and mobile numbers.

1 Automatic Location Identification (ALALI refers to the automatic identification atrdnsmission of the
caller's approximate location to the ECC.

Cell Phone Locations

Contrary to popular belief, calling from a cell phone does not provide PSTs with pinpoint location information. C
routing plays a major role in determining the inforifnatreceived when the PST answers the phone.

9 Phaselt K4S ™M LINPOPARSA GKS t{¢ 6AGK GKS OFffSNDa
based on an approximation of their location in relation to the nearest cell tower.

1 Phase 2Phase 2 p®@A RS&a GKS t{¢ gA0GK GKS OFffSNNRa LK2yS
Phase 2 can also provide the longitude and latitude of the caller.

Voice over Internet Protocol (VoIP)

VolIP allows voice calls over the internet. While convenient, iepigainique challenges for 911 calls. Unlike
traditional lines with inherent location data, VolIP relies on-tesgistered addresses or dynamic updates, which can
be inaccurate and lead to misrouting. Additionally, VoIP calls depend on internet statiilisgme providers use
third-party services, introducing potential delays and failure points. Despite these challenges, regulations mands
VolIP providers to offer 911 service, route calls accurately, and transmit caller information.

Next Gen 911

NextGen 911offers a more advanced approach, leveraging technologieSliokmal Positioning Systef@P$data
and mobile device location services. This allows for:

1 Precise Caller Locatidiext Gen 91tan pinpoint a caller's exact location, even wikhiitdings, significantly
improving response times.

1 Multimedia SharingCallers can share pictures, videos, or text messages with the PSAP, providing rich
context for emergency responders.

1 Textto-911:Users can send text messages to 911 in situationsavdpeeaking is difficult or dangerous.
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Call Routing Based on Call Type

Some PSAPs implement call routing based on the nature of the emergency. For example, medical emergencies might
be routed to ambulance dispatch, while fire incidents go directly tdiigatch. This ensures specialized resources
are dispatched promptly.

Automatic Call Distribution (ACD)

ACD systems distribute incoming calls among available PSTs, ensuring efficient workload management and
minimizing caller wait times.

Factors Influencin@all Routing

Several factors can influence how a 911 call is routed:

{1 CalleLocationThe primary driver in traditionedutingdetermines which agency has jurisdictional coverage
of a locationNext Gen 91bffers greater precisioallowing PSTseaseRIS i SNY Ay Ay 3 (GKS OF f

Type ofEmergencySome PSAPs route calls based on the nature of the incident.
AvailableResourcesCalls may be routed to PSAPs with the closest available responders.

TechnicaLlimitations:Cell tower coverage or GR&uracy can impact routing accuracy.

=A =4 =2 =4

911 SpilOver:Calls can be rerouted from an assigned PSAP to another when the system is overwhelmed or
during any failures at the primary PSAP.

PST Role in Call Routing

While the system plays a significant role, PSTs still have a crucial function in call routing:

1 Verilying Caller InformationPSTs confirm the caller's location and nature of the emergency to ensure
accurate routing and resource allocation.

1 Providingnstructions PSTs guide callers through any necessary actions while waiting for help, such as CPR
or firg aid.

1 KeepingCommunication Ope?ST maymaintain opercommunicatiorwith calles until help arriveswhile
providingpre-arrival instructionsreassurancgand obtainingupdatesfor some incidents

By understandingd11 call routingand effectively inteacting with callersPSTsan ensure the fastest and most
appropriate help reaches those in need.

Technology and procedures may vary depending on the specificPS3ARhouldveays consultheir agency's
guidelines for the most accurate information.
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03.03Describe the Various Delivery Methods of Informationtinéo
Communications Center

The role of a PS3xtends beyond answering 911 cal§Tseceve and transmit data through various channels to
ensure rapid and effective response. Understanding these delivery methods emp&varsnavigate thevarious
delivery methods of informatiogeamlessly.

Traditional Channels

1 911 CallsEmergency calls plagénto the ECC

1 NonEmergencyCallsConsist of call§or information or assistance with government servidéaving a
workingknowledge of available resources and referral protocols is key.

{1 Calls on Dedicated Lin€Xonsisof specific lines that have direct access to the EG€Xe lineare only used
by those dedicated agencies or often used private entities.

Modern Communication Streams

1 Textto-911:Allows communication for those who cannot safely or effectively sp&aienust be trained
to interpret text messagegyioritize needsand provide appropriate guidance.

1 Videcto-911 Allows communication with a oweay video call for help. The PST sends a link for the caller to
click on andhllowsaccess for temporary videmls.

1 Social MediaAgencies may receive information on crimes or other-emergency events via their
respective social media platforms.

1 EmailsNonemergency reports or requests for assistance may arrive via &ffigiently categorize and
route emailgo ensure timely response.

Alternative Communication Methods

1 Walkins:Some agencies may require PSTs to handle citizens that walk into the $R&im.should
remember to emain calmassess the situatioand direct them to the appropriate resourcespersonnel.

1 Telecommunication Device for the DeBDQ/Teletypewriter (TTY)Communication for the deaf and hard
of hearing.PSTsiltilize specialized equipment and protocols to effectively relay information and connect
them with needed assistance.

Intercannected Ecosystem

§ Various Notification Systemslom mass alert systems for emergencies to internal dispatch
channelsunderstanding and utilizing these tools effectively facilitates coordinated response.

1 Agency to Agencyollaboration across emergencyngees isa requirementMaster communication
protocols and technologgre neededo seamlessly share information and coordinate resources.

1 TelematicsCertain vehicles are equipped with emergency notification features. These features are activate
and monitored by subscription to companies such as OnStar or Sync. When these services are activated,
request is routed through Belematic Call Center@T)When a vehicle is involved in an accident, the TCC
may receive automatic notifications of the incident and relevant GR&tomatic Vehicle Locator (AVL)
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data. TCCs may also be able to notify PSTs of the location of vehicles that have been repented any
other assistance requested.

By understandinghese diverse delivery methods, PSTs will become more than just call receivers. They become
information conduits, ensuring vital communication flows seamlessly withiBGkend beyondstrengthering the

overall emergency response netwoilkhis is just a general overview. Specific details and procedures may vary
depending ot { do@aflon and agencySTs shouldvaays consultheir agency's guidelines for the most accurate
information.
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03.4 Uncerstand the Various Thrdgigit Call Optionsuchas N-9-1-1

Code (411711, 911988etc.)

At { trdlkdextends beyond answering 911 cdlSTsre often the first point of contact for individuals seeking
various types ohssistance andnderstanding the different thredigit call options available can empoviR3T<o
guide callers effectively and connect them to the resources they need.

Emergency Services

il

911:The universal emergency numbarthe Unites Statefor police, fire, and medical emergencies. PSTs
must prioritize these calls and immediately dispatch the appropriate responders.

988: TheNational Suicide and Crisis Lifeline numB&Ts should be familiar with crisis intervention protocols
and be able to connect callers with trained counselors or mental health resolinee338 Lifeline does not
currently have the capability to directly geolocate callelst, or text users inhe same way that 911
providers do. The 988 Lifeline does attempt to route callers to the nda@®b them in the network using
their area code to determine the most proxirealC

NonEmergency Services

1

211:Community services and information hotline. T®San connect callers with resources for food
assistance, housing, healthcare, and other support services.

311:Citizen hotline that gives access to fenergency municipal services.

411:Directory assistance. While some areas have phased out 411, R&38limacounter calls seeking
phone number information. Knowledge of directory resources or referral protocols is essential.

511:Traffic information hotline. PSTs can provide-tiead traffic updates, road closures, and accident
reports to help callerplan their routes.

611:Most cellO 2 Y LI yirkcd in€ for customers. PSTs may need to refer callers to their provider's
customer service or troubleshoot basic issues within their area of expertise.

711:Relay service for the deaf and hard of hearigy.°can act as intermediaries, relaying communication
between callers and emergency responders or other service providers.

By understanding and effectively utilizing thokgit call options, PSTs can expand their role beyond emergency
response, becomingaiuable community resources and facilitators of essential services.
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03.06 Explain the Operatioof ADA Services Including Tad

Telephone Relay Services

A TDDand TYare both types of assistive
technology.TDD and TTare often used to
refer to the same type of device. TTY is mc¢
commonly used now since it is not limited f
deaf individualsAllows a person who is dea
hard-of-hearing, deaf/blind, or speect
impaired to communicate with anyone by
phone through an operator who reads th
typed conversation to the hearing person ar
GeLlsSa GKS KSIENAy3 L
the deaf individual.

As aPSTconnecting and assisting everyone
need is paramount. This indes individuals
with hearing and speech impairment
requiring clear understandingof the
Americans with Disabilities ActAA

mandated accessibility services like TDD/TTY Figured TDD
and telephone relay systems.

TDD/TTY for Direct 911 Access

il

ADAENsures equaccess to 911 services for everydbeery PST position must have direct access to a
TDD/TTYallowing communication through typed text.

Biannual Trainindvlandatory training ensures PSTs possess the skills and protocols to effectively interact
with TDD/TY users.

Builtin or Standalone Unit§:DD/TTYs can be integrated into the phone system or be separate dgotbes.
facilitate direct 911 calls for hearing and spegupaired individuals.

Communicating with TDD/TTY Users

1

Silent Open Line Protocdiny dent open line must be considered a TDD/TTY call until proven
otherwise.Begin every silent call with TDD/TTY protocols.

Abbreviationstearn and utilize TDD/TTY abbreviations like "GA" (go atted)(stop keying)Q"
(question),a - - - - ¢ O0dzZABRI G ¥ A DRINSSOA Y IV a{ekcftor streamilifey R 2 F
communication.

Clear and Concise Communicatisaep sentences shoesk one question at a timese simple

vocabularyand repeat important information twic8e specificcheck for undestandingand be patient
with typing speed.

TDD/TTY LimitationSmalldisplay screens limit text voluneSTs should adapt themmmunication style
to accommodate these limitations.
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TelecommunicatioRelayServicd TRS)

|l

|l

TRSWhena PSTeceivesa call fom someone using TRSheyare connected to a trainedommunications
Assistant (CAyho acts as a bridge betwe#rem and the hearing/speeeimpaired caller.

Relaying the Conversatiofhe CAvatches/readsvhat the caller saytypesand readsesponsesloudto
the PSTfacilitating seamless communication.

The PST shouldktat the CA with respect and professionali$ime PST shouldesak clearly and avoid jargafiowing
the CA to manage the flow of conversation.

RealTime Text (RTT)

|l

il

A technobgy that allows text to be sent immediately as it is created through wireless handsets that use IF
oFraSR (SOKy2t23e8 2y ySig2N]la GKFG &adzZJI2NI weceod
generally is for SMS, chat, or other types of tgxti recipient can read a message while the sender types
it. Instant text transmissions are similar to the instantaneous exchange of information in voice conversatior
over the phone and can be critical for emergency calls to 911.

Wireless service provide and manufacturers of wireless handsets, which are required to support TTY
technology, can now use RTT as they migratlb@ased technology.

For now, TTY and RTT technologies must be interoperable, which means TTY users and RTT users mt
able to ommunicate with each other. However, communication between RTT and TTY users will be limite
to the TTY character set, rather than the RTT international character set, and RTT and TTY users will nee
take turns sending and receiving messages when tegtinh other. The FCC has an open proceeding about
the length of time the TFRTT interoperability requirement should continue.

By understandingthese ADA services and practicing clear communication, PSTs can ensure equal access
emergency response faveryone. Understanding TDD/TTY protocols and utilizing relay systems effectively pave
the way for inclusivity and empowetge PST$o serve all members dlfieir community.
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03.06Explain Notification Systems Within fiemmunications Center
(Radio, Mas Noatificationetc.)

PSTare the vital link between emergency responders and the public. Understanding the different notification
systems atheir disposal ismperativefor effectively communicatingiportantinformation during emergencieBSTs

must be equippedvith the knowledge to navigate the complex network of communication channels and choose the
most effective tools for each situation.

Radio Systems

1 Dispatch RadicA PS8 primary tool for direct communication with emergency responders like police, fire,
and EMS. Berent channels cater to specific agencies and operations.

1 Interoperability:nteroperable radios allow communication across different agencies and jurisdictiahs,
for coordinated response during largeale incidents.

1 Mobile RadiosHandheld radiosised by officers and firefighters in the field for fé@e updates and
coordination.

Mass Notification Systems (MNS)

1 Emergency Alert System (EAS3jtional system thatroadcast warnings andital information through
television, radio, and cable providereaching a wide audience instantly.

1 Wireless Emergency Alerts (WERxt messages and audible alerts sent to mobile phones within designated
areas for imminent threats like severe weathastive assailant incidents, or AMBER Alerts

1 Reverse 91Ifargded calls made to specific geographic areas, alerting residents of dangers or instructions.

Other Notification Channels

1 Social MediaPlatforms are increasingly used by public safety agencies to share updates, instructions, and
resources during emergencies

f Outdoor Warning Sirenstsed for immediate alerts in specific areas, often as a last resort.

71 Public Address Systenmissed in buildings and public spaces to communicate with large crowds during
emergencies.

1 School Alert Systemaitl schools in the Statd Blorida are required to have atertsystem that directly links
the school to local law enforcement agencies. This allows for immediate notification during any active
assailant events without those in school having to call.

Byunderstandinghe diverselandscape of notification systeni8STdecome a vital information hub, empowering
their community to stay informed and prepared during emergencies.
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03.07 Explain the Overall Radio Systeimd Interoperability
Capabilities

The radio system isneelaboratecommunicatios infrastructureusedto coordinae emergencyrespondersor to
facilitate interagency interactiosl PSTshouldunderstand its complexities and capabilities.

Radio System Basics

il

il

1

Analog vs. Digitaknalog systems offer simpler tewogy but can be prone tc
interference Digital systems provide clearer soubéiter coverageand additional features
like data transmission.

Components:

o BaseSation:The agency's main transmitter and receivelaying information |
betweenPSTandemergency responders ’

o HandheldRadios:Portableradiosfor emergencyespondersbut with limited range
compared to mobileadios

o Mobile Radios:Mounted in responsevehiclespffering better coverage than i
handhelds.

o Radio onsole:PS® workstation,often with a computer interfacealisplays
available channels and talk groups.

TalkGroups:Groupings of channels andars based on agency need@llink of them as &

dedicated radio chat rooms. Figure10 Handhelc
Radio

Key Functions and Equipment

f
f

= = =2 =4

=A =4 =2 =4

AntennasStrengthen and broadcast transmissions.
Backup Radios Utilizedin case ofadioconsole or system outages.

ClippingQutting off parts of théransmissiorwhen utilizing the radio. This can be avoide#édying the mic
and not immediately speakirgndunkeying aftethe transmission has been completed

FootPedals andMicrophonesoice transmission tools.
HeadsetsRedce background noise and improve sound quality compared to speakers.
Overmodulating:Overloading the receiver can be avoided by speaking clearly and with an even tone.

Patching anddmulcastingJoining talk groups; patching allows interactighile simutasting enables
everyone to hear base station transmissions but not interact across groups.

RadioBroadcastsRelay messages via radio to field personnel and other centers.
RadioTowers:Ensure communication between field units and the base station.
Repeters: Extend signal range for wider coverage.

Transmitters andReceiversDeviceghat send and receenvoice and data signals.
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PST Role in Interoperability

|l

Usage:nteroperability allowemergency respondsrfrom different agencies the ability to communicate
with each other while handling incidents together.

Clear Communicatiokise plain languagayoiding agenegpecific codes or jargoas other agencies may
not understand.

Concise&CommunicationAvoid unnecessary chatter and let the lead agency manage communication unless
instructed otherwise.

Preparednesskegularly practice using interoperability tools and review protosmdsiring seamless
collaboration during critical situatien

By understandingthese concepts and actively participating in interoperability efforts the PST beeooniical
bridge in the emergency response netwdrkeirability to navigate the airwaves and connect agencies empowers a
coordinated and effectiveesponsesafeguardinghe community.

Specific radio systems and interoperability tools may vary depending dan {o¢atibpé and agency?STs should
always consult themgency's guidelines for detailed information and protocols.
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03.08Explain the Fhida Interoperability Radio Capabilities. Define
the Purpose dfhe Florida Crime Information Center (F@i@d)the
National Crime Information Center (NCIC)

A PSTsole extends beyond answering ca®STsre often the first point of contact for inquiseand citical
information requests. Understanding tRtorida Crime Information Center (FGI®) theNational Crime Information
Center (NCIQyovidesaccesgo vital data and contributgto effective law enforcemerdperations

Floridalnteroperability Radio Capabilities

Florida promotes seamless communication and collaboration between agencies through various interoperabili
tools:

1 Florida Interoperability Network (FINhis internetbased system bridges the gap between agencies with
incompatible radio systemsnabling reatime communication during critical situations.

1 Mutual Aid Radio Cache (MARE}et of portable towers T
and repeaters that can be deployed to disaster zones & ‘
other locations with limited communicatiognsuring
responders stay connected.

1 Emergency Deployable Interoperable Communicati
System (EDICS)ailers equipped with various
communication technologies like
radio, FIN,VolIP satellite,and cellularproviding versatile
communication options in the field.

 Statewide Law Enforcement Radio System (SLER§k Figure11 Alachua County MARC
coverage radio system accessible to participating
agenciesoffering reliable communication across vast areas.

1 Project 25 (P25Radio protocolsvith builtin mutual aid features and a dedicated 700 MHz frequency
designed to enable crosgiency communication regardless of the internal radio frequencies used.

1 National, State, and Local Mutual Aid Frequen€iedicated channels across all radio @rengcies
specifically designated for interagency communication during emergencies.

FCIC

FCICadministered by th&lorida Department of Law Enforcement (FPddEyes as the state's central repository for
criminal recordshistories,and hot files.

71 Information Hubollects,maintainsand deliversconfidential criminal justice data to locaitate,and
federal agenciepromoting accuracy and completeness.

1 Assisting Law Enforcemefithe FCIC's goal is to provide timely and accurate informatiorcititafe
investigationsapprehend criminaland ensure public safety.

1 Accessible Daténformation available in the FCIC inclydmg is not limited to
o Wanted/missingersons
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o Stolen propertyguns,and vehicles

o Criminal histories

o Crime reports anthvestigation details
NCIC

NCIC serves as the national hub for criminal justice informaticompassing afifty states,U.Sterritories,and
Canada.

1 Beyond State BordersiCIC goes beyond stolen property and missing persounsing federal criminaha
warrants dataproviding a national picture for investigations.

7 International Justice and Public Safety Network (NLETiS)higkspeed message switching system
facilitates the secure exchange of criminal justice information between agencies acnuesothe

1 NCIC Data Filest addition to statespecific dataNCIC maintains crucial national filesJuding but not
limited ta:

o Securities data

o Unidentified persons

o U.SSecret Service protective file

o Immigration violator file

o Foreign fugitive file

o Garmyfile

o Known or appropriately suspected terrorist (KST) file
o Federal supervised release file

Florida interoperable radio capabilities FCIC,and NCICare vital informationresources PSTscan access and
contribute to a vast network of critical data, supjpug investigations, facilitating interagency collaboration, and
contributingto a safer Florida.
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03.09Explain the Importancef Cyber Security the
Communications Center

Understanding the importance of cybersecurity and embracing safe practices B&ligs stand guard against
digital threats and ensure the uninterrupted flow of-Bfving communication.

CybersecurityThe state of being protected against the criminalupauthorized use of electronic data, or the
measures to achieve this.

Why Cybersecurity is Important

7 Disrupted OperationsCyberattacks can cripple communication systdnmsleringt { ¢aBil@®y to receive
callsdispatch resourcesnd coordinate responseBvery second can make a difference in an
emergencyand even a brief outage can have devastating consequences.

1 Compromised Datd&rom caller information to dispatch recordsPST&C holds a wealth of sensitive
data.A breach could expose this information to criminalgting individuals at risk of identity theft and
other harm.

1 Erosion of Trus® cyberattack omn ECQan shatter public trust in emergency servi¢ople need to
know their calls will be answered and their information protec@®dersecurity safeguards this trust and
ensures the public has unwavering faith in the lifdi6d provide.

Cybersecurity Best Practices

Robust cybersecurity measures are t §hield @ainst these threats. Here are some key practibas are not
limited to:

f Strong PasswordBnplement and enforce complexnique passwords for all users and systdemsourage
regular password changes and avoid sharing login credentials.

1 Phishing Awarerss:PSTs need to be ableitientify and avoid phishing scams that attempt to steal login
credentials or sensitive informatioBe wary of suspicious emalleks,and attachments.

1 Security AwarenesB:STs should work to educate themselves emitbaguesabout cybersecurity best
practicesFoster a culture of security awareness within H&C

By embracing these practic€SToecome a cyber first responder, actively protecting the critical infrastructure that
keeps communities saf€ybersecuritys notjust an IT issudt is everyone's responsibility. Through vigilance and
proactive measurefST<an ensure the 91ECCQemains a secure and reliable fortress, safeguarding lives and
upholding the sacred trust placedtireir hands.

Please note: Specitigbersecurity policies and procedures may vary depending on fgér@ydand locatioi?STs
should &vays consultheir agency's guidelines for detailed information and protocols.
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03.10Explain the Various Resources Availeibtee PST

PST must possesthe knowledge and skills to navigateoughthe resourcs available to thenand utilize them
effectively.

Internal Resources

il

1

CAD#Provides caller information, incident details, and diggh options.This ncludesmapping features,
search functions, and reporting capabilities.

DatabasesAccess to various databases like criminal records, driver's licenses, and property records is crucial
for background checks and investigations. Learrchaaethods and data limitations.

Internal Communication Toolstilize chat, email, and voice communication systems to collaborate with
colleagues, aneémergencyrespondersPSTs shouldr@actice clear and concise communication to ensure
seamless coordiniain.

Training Manuals and Protocodgiency policies, procedures, and emergency response protocols.

External Resources

il

Local, State, and Federal Databagesess databases like NCIC and FCIC for nationwide criminal and missing
personinformation. Understand their specific data sets and reporting protocols.

Social MediaAgencies may amitor social media platforms for retiine updates during emergencies or
potential threats.

Interpreters and Translation ServicAgencies may havaccess to language assistance for-Boglish
speaking callers.

Mental Health and Crisis Resourakgencies may havecal mental health resources and crisis hotlines to
provide appropriate referrals for individuals in distress.

Community Resource8gercies mayprovide information regardinfpcal shelters, food banks, and other
community organizations that can offer assistance in various situations.

Utilizing Resources Effectively

il

Ask the Right Questiorsather accurate and detailed information fromlexal to identify the appropriate
resources needed.

Prioritize and Triagéissess the urgency of the situation and prioritize dispatching resources based on the
severity of the call.

Clear Communicatiorovide clear instructions and directions to botHetaland responders, ensuring
efficient response and minimizing confusion.

DocumentationDocument all actions and information accurately and concisely. This is crucial for
accountability and future reference.

Stay InformedPSTs should maintain updatedottedge of available resources and their contact
information. Staying informed about changes in policies and protocols ensures effective resource allocation.
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Through comprehensive understanding and effective utilization of available resources, PSTmtiatwsfaital
conduits, connecting individuals to the critical support they need in any circumstance. Culticatiagti&espirit,
embracing continuous learning, and fostering a commitment to serving others are the cornerstones of becoming tl
best PSPpossible.

Please note: This list is not all inclusive. Specific resources and pnoayoadsy depending anK S agénty@iid
location.The PST should always follow thgiency's guidelines for detailed information and instructions.

Florida PSWorkbook Section 03 63



Florida PST Workbook Version 1.01 2024

Florida PSWorkbook Section 03 64



Florida PST Workbook Version 1.01 2024

End of Section 3 Worksheet

1. What type of phone line is used for nemergency calls or communication with other agencies?
a) Dedicated 91-1 line
b) Administrative line
c) 3-1-1lline
d) VolPine

2. List three(3) types of mass notification systems available to inform the public about an emergency.

3. What are the twd2) additional functionalities included in Enhancet+9?

4. Traditional call routing methods rely on caller location information frelfrtowers or landline identificatiolhe
system works well but does have some limitatituist those limitations.

5. Vehicles with emergency notification features have
a) telecommunications
b) teletype
c) telephones
d) telematics

6. Text b 9-1-1, social media, and emails are all considered modern communications streams.
a) True
b) False
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7. The number for deaf and hard of hearing callers to communicate with when requesting emergency responders or

other service providers.
a) 4-1-1
b) 6-1-1
c) 7-1-1
d) 51-1

8. Understanding

PSTa guide callers effectively and connect them to the resources they need.

9. What special devices are used to communicate with the deaf or spepaited?
a) Computer Aided Dispatch (CAD)
b) TDD/TTY
¢) Radio
d) Telephone

10. What law ensures equal access -9 for eveyone.
a) Americans with Disabilities Act
b) Americans with Abilities Act
c) / AGAT SyQa ! 06 2F modod
d) Relay Systems Act

11. List the four(4) components of a radio system.

can empower a
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12. Matching
A. Radio Console E.Base Station
B. Clipping F.Repeaters
C. Preparedness G.Patching/Simulcastin
D. Handheld Radios H.Mobile Radios

PSTs workstation, often with a computer interface, displays available channels and talk group

Mounted in response vehicles, offering better coverage than handhelds.

Theagency's main transmitter and receiver, relaying information between PSTs and emergend
responders.

Portable radios for emergency responders, but with limited range compared to mobile radios.

Cutting off parts of the transmission when utilizing theaad

Joining talk groups to allow interaction.

Extend signal range for wider coverage.

Regularly practice using interoperability tools and reviews protocols, ensuring seamless collab
during critical situations.

13. Radio protocols witbuilt-in mutual aid features and a dedicated 700 MHz frequency designed to enable cross
agency communication regardless of the internal radio frequencies used is known as

14. are Trailers equipped withsyadmmunication technologies like radio,
FIN, VolIP, satellite, and cellular, providing versatile communication options in the field.

15. List three (3) reasons Cybersecurity is important in a Communications Center:

16. Scams that attempt to steal logiredentials or sensitive informati@re known as
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17. List four (4) internal resources within the Communications Center:

18. Chat, email, and voice communication systems are examples of resources
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Section 04 Objectives

04.0 Demonstrate communication and interpersonal skitie.student will be able to:

04.01 Understand the communication cycle.

04.02 Demonstrate interpersonal skills.

04.03 Demonstrate the proper use ofgnunciation and enunciation.
04.04 Demonstrate the ability to give and follow instructions.
04.05 Explain the difference between a fact and an inference.
04.06 Demonstrate. professional customer service skills.

04.07 Demonstrate problem solving and critical thinking skills.
04.08 Demongrate specific call management techniques.

04.09 Demonstrate the ability to recognize when information received is appropriate to the situation or appear:
suspicious.

04.10 Discuss the impact of cultural diversity as it relates to public safety.
04.11 Demonstrate the ability to communicate with challenging callers.

04.12 Utilize voice techniges to control radio transmissions and telephone calls.

Return to Table of Contents
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04.01Understand the&CommunicationGycle

Communication is theornerstone of human interaction, encompassing the exchange of ideas, thoughts, anc
information. At its core lies the communication cycle, a fundamental concept that illustrates how messages a
transmitted, received, and interpreted between individualgroups. Understanding this cycle is pivotal in enhancing
the effectiveness of communication for PSTSs.

Stages of the Communication Cycle

w

SenderThe cycle initiates with a sender, the individual or source encoding a message to convey. This ste
involves formulating thoughts or ideas and translating them into a format (verbalenoal, written)
understandable to the intended receiver.

MessageThe information or content being communicated constitutes the message. It may include words
gestures, symbols, or any form of expression used to convey the sender's thoughts or intentions.

TransmissionThe message is transmitted through a selected cHasmmedium. Channels can vary from
faceto-face conversations, emails, phone calls, to social media platforms or even body laNgoagebal
cuessuch as bdy language, tone, and facial expressions can significantly impact message delivery at
interpretation.

ReceiverAt this stage, the message reaches the intended recipient. The receiver decodes the messac
interpreting its content based on their perceptions, experiences, and understanding.

FeedbackCommunication is a twaway process. The receivgenerates feedback, a response or reaction to
the message. This feedback can be verbal-veobal, or through actions, indicating comprehension,
agreement, disagreement, or a request for clarification.

Context: The context surrounding the communicatioriliences its meaning. Factors such as cultural
background, environment, timing, and emotional state contribute to how messages are perceived an
understood.

Noise:Noise refers to any interference that distorts the message during transmission. It ceuieivel,
like physical distractions, or internal, such as biases, emotions, or differing language proficiency.

Importance of the Communication Cycle

Understanding the communication cycle facilitates:

w

w

1

Effective Communicatioskwareness of each stage enabiedividuals to convey messages more clearly and
receive feedback accurately.

Conflict ResolutionBy understanding the cycle, individuals can identify communication breakdowns and
work toward resolving conflicts that arise due to misinterpretation onmadisrstandings.

Improved Relationship&lear and effective communication fosters better relationships, both personally and
professionally, promoting trust and understanding among individuals.
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04.02Demonstratdnterpersonal Skills

In emergency services, P&ifesthe first point of contact during crises. Their ability to effectively communicate and
demonstrate strong interpersonal skills is crucial in managingshiggs situations, providing assistance, and
ensuring the safety of both callers and responders.

Factors Influencing Effective Communication

w

Active ListeningAttentive listening by the receiver ensures better comprehension and allows for appropriate
feedback.

Empathy:Understanding the perspectives of others fosters effective communication and refhepion
building.

Clarity:Clear and concise messages enhance understanding and minimize misinterpretation.

Cultural SensitivityBeing aware of cultural differences helps avoid misunderstandings and promotes
respectful communication.

Active Listening

1 Actiw listening goes beyond simply receiving words, it involves grasping the emotions and needs behind
them.

1 Skilled active listening forms the foundation for productive and supportive interactions with callers.

9 Utilizing tools like paraphrasing, summarizany] asking clarifying questions fosters mutual understanding
and ensures accurate information exchange.

1 By actively listening to and understanding the caller's situation, PSTs can effectively tailor their support and
offer solutions.

9 Active listening fosts stronger relationships, improves problsolving, andleads to better caller
outcomes.

Empathy

1 Understanding and sharing the emotional state of callers is essential in building trust and calming distress.

1 PSTs should convey sincere empathy through tteéie and words, acknowledging the caller's emotions
without losing professionalism.

1 Empathy builds rapport, reduces anxiety, and helpsstalate tense situations.

Clear and Concise Communication

1 Every second matters in emergencies, so PSTs must cacatalinformation quickly and accurately.

1 Avoid jargon and technical terms; use simple, direct language that callers can easily understand.

9 Ensure instructions for both callers aachergency responderare clear and unambiguous to facilitate
appropriate ations.

1 Focus on the essential details and avoid unnecessary information that could confuse or delay response.
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Cultural Sensitivity

1

PSTs encounter individuals from various cultures and ethnicities, each with unigue communication styles a
needs.

Understanding and respecting these differences is essential to effective and respectful interaction.

Recognizing cultural nuances in communication styles, nonverbal cues, and preferred methods of supp
helps bridge potential misunderstandings.

Adaptingcommunication and support approaches to cater to individual cultural backgrounds ensures
everyone receives appropriate and effective help.

Team Collaboration and Coordination

T

PSTs are crucial players in a complex emergency response network, collaboithtifgllow PSTs,
responders, and other agencies.

Clear and consistent communication within the team is essential for coordinating efforts, sharing vite
information, and ensuring a unified response.

Effective collaboration minimizes delays and duplicatioefforts, leading to faster and more effective
outcomes.

By working together as a cohesive unit, the entire emergency response system functions more smooth
leading to better support for those in need.

Training and Continuous Development

1 Training and imulations sharpen PSTs' communication, emotional intelligence, and cultural awareness
ensuring readiness for any situation.

1 PSTs should embrace continuous learning through workshops, conferences, and resources. Knowle
empowers

9 Building trust and pragling effective suppontequiresPSTs to be mindful of diverse communication styles
and cultural nuances.

1 Lifelong learning fuels PSTs' growth. Seeking feedback, exploring challenges, and evolving are ke
becoming the best PST possible.

Interpersonal skf f & F2NX (GKS o6FO01062yS 2F | t{¢Qad STFSOGAD

actively listen, communicate cleargmpathize, and collaborate ensures that PSTs provide optimal assistance,
contributing significantly to public safety amdll-being.Learninghese skills not only enhances the quality of service
but also fosters trust and confidence in emergency response systems.
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04.03Demonstrate thd’roperuse ofPronunciatiorand Enunciation

9FFSOGADBS O02YYdzyAOIF GA2Y A& (GKS F2dzyRIFGA2y 2F | t{¢Qa
vital aspects of communication that ensure clarity and understanding duringthégh situations.

Understanding Pronunciation and Enuriomt

1 Pronunciation:Refers to the correct way of saying words, including the sounds, stress, and intonation
patterns specific to a language.

1 Enunciationinvolves the articulation and clarity with which words are spoken. It emphasizes the precise
formation of sounds and sghlles to ensure they are distinctly heard and understood.

Importance in Emergency Communication

During emergencies, clarity in communication can be a matter of life or death. PSTs must ensure that their speech is
easily comprehensible to callers and regtens. Proper pronunciation and enunciation minimize misunderstandings
and facilitate quick and accurate information exchange.

Guidelines for Proper Pronunciation and Enunciation

w Articulate Sounds Clearlypcus on articulating each sound in words to enslagty. Pay attention to
consonants, vowels, and syllables, avoiding slurring or rushing words together.

w Practice PronunciatiorRegularly practice words that are commonly used in emergency situations. This
includes names of locations, streets, medieaits, and specific codes or protocols.

w Control Speed and IntonatioBpeak at a moderate pace, allowing enough time for the listener to process
the information. Maintain a natural rhythm and avoid monotone speech by varying intonation appropriately.

w Use Phnetic AlphabetEmploy a standardized phonetic system when conveying critical information like
spellings or codes. This ensures precision and reduces ambiguity.

w Seek Feedback and Review Recordifggjularly seeking feedback from trainers or supervisods a
reviewing recordings of their communication allows PSTs to identify and address areas for improvement,
driving their continuous professional development.

Training and Development

w Speech Exercisdgsngage in speech exercises designed to enhance protioimeiad enunciation, including
tongue twisters, vocal wanrmps, and diction drills.

w Simulation and RolBlayingParticipate in simulations and regdaying exercises that mimic real emergency
scenarios. This allows practice in applying pronunciatior@maciation techniques under pressure.

w Continuallmprovement:Attend workshops, seminars, or courses focused on improving communication
skills. Stay updated on best practices and technologies that aid in clearer communication.

The ability of PSTs to propepronounce and enunciate words is a critical component of their communication toolkit.
Clear and precise speech ensures that information is conveyed accurately and swiftly during emergencies,
contributing significantly to efficient and effective emergenesponse. By prioritizing proper pronunciation and
enunciation, PSTs elevate the standard of communicaidgrgncingoublic safety.
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04.04Demonstrate theAbilityto Giveand Follow Instructions

In emergencgervicesthe ability of PSTs to give antlde instructions accurately and efficiently is paramoB&Ts
must understandhe significance of clear instruction delivery, #i@lity of giving instructions effectively, and the
importance of following instructions

The Importance of Cle#mstruction Delivery

w Ciritical in Emergency Respon€éear and concise instructions are essential duringdirghs situations.
They facilitate prompt and accurate actions by callers and responders, potentially saving lives and mitigati
risks.

w Minimizes Misunderstandings\Welldelivered instructions minimize the chance of misinterpretation,
ensuring that the intended actions are carried out correctly.

w Builds Trust and Confidenc&lear and confident instructions instill trust in callers and respondsterihg
a sense of confidence in the PST's ability to manage the situation effectively.

Strategies foEffective Instruction Giving

w Clarity and Simplicitydse straightforward language, avoiding jargon or technical terms. Break down comple
instructionsmto simpler steps for easy comprehension.

w Be Specific and Detailedrovide precise instructions, including details such as location, actions required,
and any safety precautions.

w Confirm UnderstandindgEncourage feedback to ensure that the recipient comprehends the instructions. Ask
the caller to repeat or summarize the instructions to confirm their understanding.

w Maintain Calmness and ConfidenBeoject a composed and confident demeanor while giwstguctions,
even in higkpressure situations. This reassures the caller and reinforces trust.

Thelmportanceof Following Instructions

w Ensures Safety and Efficieniégllowing instructions accurately is crucial for the safety of both the caller and
resporders. It allows for a coordinated and efficient response to the emergency.

w Reduces Errors and RiskSompliance with instructions minimizes the likelihood of errors or
misunderstandings that could exacerbate the situation.

w Supports Effective CommunicatiMihen callers and responders follow instructions, it facilitates smoother
communication and coordination between all parties involved.

Strategies for Following Instructions Effectively

w Active Listening?ay close attention to the instructions being givisk for clarification if any part is unclear.

w Repeat and ConfirfRepeat the instructions back to the caller or responder to ensure mutual understanding.
Confirm any critical details to avoid confusion.

w Take Immediate ActionAct promptly on the instructits provided, prioritizing safetjneasures,and
following the steps as directed.
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w Seek Clarification if Necessalfyrircumstances change or new information arises, seek clarification or
updated instructions from the caller or responder.

The ability of PSTs give clear and precise instructions and ensure their accurate execution is vital in emergency

response. Effective instruction delivery and compliance significantly contribute to the safety and efficiency of

emergency operations, emphasizing the role tASTs play in managing and mitigating crisasmad®rstandinghe

art of instruction giving and following, PSTs elevate the standard of emergency response and contribute to public
safety.
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04.05Explain theéDifference Between Factand aninference

Inemergencyservicesaccurate information is critic&STsnust discern between facts and inferences to effectively
manage emergency situationBSTs must be sure that they understand the difference between a fact and an
inference.

Understandindracts

w Definition:A fact is a statement that can be objectively verified or proven to be true. It is based on observable
concrete evidence and is not subject to interpretation.

w Characteristicgtacts are specific, verifiable, and universally acceptey.aredased on direct observations,
measurements, or documentation.

w Example!The caller reported a vehicle collision at the intersection of Main Street and Maple Avenue."

Understanding Inferences

w Definition:An inference is a conclusion or interpretatamawn from available evidence or facts. It involves
making deductions or educated guesses based on the information at hand.

w Characteristicdnferences are not directly observable or verifiable but are reasoned interpretations based
on available evidence context.

w Example!'Due to the skid marks and the damage pattern observed, it is inferred that the vehicle was
speeding before the collision."

Significance for PSTs

w Accurate Information ProcessirgSTs must differentiate between factual information mlediby callers
and inferences drawn from the details provided. This ensures the dissemination of reliable information t
responders.

w Critical Thinking and Decision MakiRgcognizing the distinction between facts and inferences enables PSTs
to criticallyanalyze information, make informed decisions, and prioritize actions during emergencies.

w Communication Claritommunicating facts versus inferences to responders helps in conveying the level o
certainty and the nature of the information received, aiding in a more effective response.

Challenges and Considerations

w SubjectivityDifferentiating between facts andf@rences can be challenging, especially when dealing with
incomplete or conflicting information.

w Caller StatementsPSTs must discern between direct observations reported by the caller (facts) anc
conclusions drawn by the caller based on their percepiidarénces).

w Documentation and Reporting:is crucial to accurately record and report both facts and inferences while
clearly distinguishing between the two to ensure a comprehensive understanding of the situation.

The ability of PSTs to differentiatetlween facts and inferences is fundamental in managing emergency situations.
By accurately processing information and conveying it to responders, PSTs contribute significanglffittetiey

and safety of emergency response operatiddaderstandingthis distinction enables PSTs to make informed
decisions and facilitate a coordinated and effective response to emergencies.
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04.06DemonstrateProfessional Customer Service Skills

As the bridge between distressed callers and emergency responders, PSTsiaritizsé professional customer
service skills. This ensures efficient and effective assistance duripgfragghsituationsQutstanding customer
service extends beyond callers to encompass all interactions, in¢lhdirmgpt limited to:

1 CoWorkers
Supevisors

Trainees

Emergency responder

Other Agencies

=A =4 =4 =4 =

Callers
9 Private entities that provide service for example tow companies, utilities, phone companies, etc.

Professionalism and Courtesy

w Respectful Interactiorivlaintaining professionalism involves treating every caller with respect and dignity,
irrespective of the circumstances. PSTs should always uphold courteous behavior.

w Cultural Sensitivitydeing aware of cultural differences and adapting communicati@sstgtordingly helps
in building rapport and ensuring respectful interactions.

w Go the Extra Mild:eaving the caller with a sense that they are important to the agency. An example would
be to not just transfer thealler butgive them the number that thegre being transferred to, in case the
transferdoes notwork. For responderslo notwait for them to ask for informatigranticipate their needs
andbe prepared with an answer.

ProblemSolving and DecisieMaking

w Analytical Skill&?STs need strong probiesolving abilities to assess situations quickly and make informed
decisions under pressure. This involves evaluating information and choosing the best course of action.

w Critical ThinkingThe ability to think critically enables PSTs to identify pattprigijtize information, and
respond appropriately to varying emergency situations.

Time Management and Prioritization

w Efficient Handling of CallBSTs must manage multiple calls simultaneously and prioritize based on the
severity of the situation. Effective time management ensures prompt assistance to all callers.

w Prioritizing Urgent Situation$he skill of swiftly identifying and prioritizing-tifireatening emergencies is
crucial in dispatching immediate help.

Knowledge of Resources and Protocols

 Geography: SO2YS FIFYAfAINI gA0K GKS 3SyOeQa NBalLkRyas
higher level of service to both callers ardponders.
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1 Responder Capabilitidsearn the diverse types of responders to assure the proper unit is sent to assist calle
specific complaints moreffectively Especially the specialty units that are not always needed. Example:
SWATCrisis Interventiotnit (CIJ, Arson InvestigatoHazardous MaterigHazMa} Team, etc.

 Protocols! I S {y2¢f SRIAS 2F 2NJ 1y26 6KSNBE (2 FAYR (F
performance to ensure the best answers to callers asking for assistance.

Techniques and Control

w Call Taking Techniquasnow techniques such as repetitive pegsise for highly emotional callers and
information gathering techniques such proper people and vehicle description line of questioning. This w
RSY2yaiNIGS GKS t{¢Qa O2yFARSYOS YR LINRTAOASY(

w Controlling the Radiose voice tone and spedd take control the flow of information and radio
transmissions to and from responders.

Continuous Training and Development

w Simulated ScenarioBngage in simulations to practice applying customer service skills in various emergenc
scenarios, refining thability to manage calls effectively.

1 Ongoing EducationAttend workshops or courses focusing on communication, conflict resolution, and
customer service in emergency response settings to enhance skill sets continually.

The proficient execution of profdesal customer service skills by PSTs is pivotal in managing emergency cal
effectively. By embodying empathy, clear communication, professionalism, and critical thinking, PSTs ensure
provision of timely and empathetic assistance, ultimately contrigub the safety and welleing of callers and
emergencyresponders. Havinthese skills elevates the quality of emergency response and enhances the overal
effectiveness of the public safety system.
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04.07DemonstrateProblem Solvingnd Critical Thinkig Skills

PSTs serve as the initial responders during emergencies, requiring sharp fgablagiand critical thinking skills to
assess situations swiftly and guide appropriate responses.

ProblemSolving Skills

w Analytical Thinking®?STs mustnalyzecomplex situations into manageable components, enabling them to
processnformation efficiently and identify core issues.

w Adaptability:Being able to adapt to changing circumstances or information is crucial. PSTs should quickly
adjust their approach badeon evolving details during an emergency.

w Resourcefulness?STs need to be resourceful in finding solutions. This involves utilizing available tools,
protocols, and expertise to address challenges effectively.

Critical Thinking Abilities

w Evaluating Inforattion: PSTs assess the credibility and relevance of information received from callers. They
must discern factual details from assumptions or biases to make informed decisions.

w Predictive Analysiginticipating potential outcomes based on available information allows PSTs to make
proactive decisions and provide appropriate guidance.

w DecisioAMaking Under Pressur€ritical thinking enables PSTs to make quick and effective decisions even
in highstress situations, considering the impact of their choices.

w SelfInitiated Decision Making?STs must be able to make decisions in the absence of direct policy and
supervision, while also anticipating the needs of callers or field units.

Application in Emergey Response

w Assessing UrgencySTs utilize problesolving skills to assess the severity of emergencies and prioritize
responses based on the level of urgency.

w Providing Clear InstructiornSritical thinking aids in formulating clear and concise ingbn&for callers and
responders, ensuring efficient and effective communication.

w Coordination and CollaboratioR.STs engage critical thinking to collaborate with multiple agencies and
responders, coordinating efforts for a unified response.

The proficieng of PSTs in problesolving and critical thinking is fundamental in managing emergency situations. By
leveraging these skills, PSTs make informed decisions, prioritize responses, and facilitate efficient coordination,
contributingto the safety and welbeing of both callers aneimergency respondsr Mastery of problersolving and

critical thinking elevates the effectiveness of emergency response systems and ensures swift and appropriate
assistance during crises.
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04.08DemonstrateSpecific Call Managemehéchniques

In emergency response, the skillful management of incoming cdilledamentalfor PSTs. Call management
techniquesallowPSTs to handle emergency situations efficiently, prioritize responses, and ensure timely assistan

Active Listening ahinformation Gathering

w Focused Listening?STs employ active listening techniques, allowing callers to convey information withou
interruption while gathering crucial details about the emergency.

w Asking Clarifying Questior&trategic questioning helpsabtaining essential information, clarifying details,
and ensuring a comprehensive understanding of the situation.

Prioritization and Triage

w Assessing Urgency.STs swiftly evaluate the severity of emergencies using standardized protocols t
determine thelevel of response required, prioritizing calls based on urgency.

w Triage TechniquesCategorizing calls according to their urgency enables effective resource allocation
ensuring that critical incidents receive immediate attention.

w Call Categorizatioi®STs must make sure to handle each call appropriately either by sendsmgpnder,
havinga responder call them back, transferring the call to the appropriate department or aggring, a
referral to appropriate provider for the service being requeéste taking the information and r&fing it to
the proper parties.

Call Handling Protocols

w Standard Operating Procedure (S®R™Ts follow established protocols for different types of emergencies,
adhering to predetermined procedures to streamline catidtiag.

w Protocol AdaptationElexibility within protocols allows PSTs to adapt responses based on unique or evolvin
situations, ensuring a tailored approach to each call.

Stress Management and Empathy

w Calm Demeanoiaintaining composure and projectinga@m and reassuring tone helps in managing both
the caller's stress and the PST's own emotions.

w Empathetic CommunicatioiExpressing empathy and understanding reassures callers, building rapport anc
trust, thereby facilitating clearer communication.

Multitasking and Time Management

w Handling Multiple Call®STs manage multiple calls concurrently, utilizing efficienttakieg techniques
and prioritization to address each call effectively.

w Time EfficiencyEffective time management ensures prompt responses and minimizes delays in dispatchin
appropriate assistance.

Team Communication and Collaboration

w Effective CoordinatiolPSTgonnectwith emergency responders and other agencies, communicating vital
information accurately and in a timely manner for a coordinated response.
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w Team SupportCollaboration within the telecommunication team ensures seamless handoffs and continuous
support, enhancing overall call management efficiency.

Training and Development

w Simulation ExerciseBngaging in simulated scenarios allo
PSTs to practice and refine call management techniques
controlled environment.

w Continual LearningParticipating in workshops or course
focusing on call handling strategies and emerg
technologies improves gficiency and keeps skills updated

Becoming proficient witltall management techniques empowe;
PSTs to handle diverse emergency situations effectively. By emp}§
active listening, prioritization, adherence to protocols, strg
management, and fostewy collaboration, PSTs ensure prompt a#

callers andemergency respondsr Proficiency in these techniqu
elevates the standard of emergency response and enhances
efficiency of publisafety systems.

Figurel2 Miami-Dade Fire Rescue Trainee
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04.09Demonstrate theAbilityto Recognize When Information
Receiveds Appropriateto the Situationor Appears Suspicious

PSTsare the first to evaluatethe credibility of information received during emergency calls. PSTs must be able t
discern between appropriate and suspicious information, ensuring accurate and reliable responses in emerger
situations.

Recognizing Appropriate Information

w Relevance to the Emergen&&Ts assess the information's relevance to the reported emergesaying
that details provided align with the nature of the incident.

w Consistency and Claritippropriate information is consistent and clear, with details that logically connect
and contribute to understanding the situation.

w Corroboration with Caller's Bavior:PSTs observe the caller's behavior and statements, seeking coherence
between their actions and the information provided.

Identifying Suspicious Information

w Inconsistencies or Contradiction8STs look for discrepancies within the caller's narrativeetween
provided details, as inconsistencies might indicate a lack of credibility.

w Vague or Evasive Respons&sspicion arises when callers evade direct questions or provide vague, non
specific information that does not contribute to the assessmetii@Emergency.

w Unusual Requests or BehaviBequests for unnecessary information or unusual behavior from callers can
raise suspicion about the authenticity of the emergency reported.

Techniques for Assessment

w Questioning and Probin@STs employ strategic questioning to gather additional details or clarification,
aiming to verify the authenticity of the information provided.

w Active Listening for Context Cluéstentive listening helps in identifying contextual clues that may reveal
inconsistencies or suspicious elements in the caller's narrative.

w Verifying Informationsing available resources or databases, PSTs attempt to verify certain details provide
by aossreferencing information.

Handling Suspicious Information

w Maintaining Professionalism?STs handle suspicious information calmly and professionally, avoiding
confrontations while continuing to gather necessary details.

w Engaging Protocols and Supenssbr cases of suspicion, PSTs involve supervisors or follow establishec
protocols for handling potentially dubious information.

w Documenting and Reportinqdocumenting suspicious calls and reporting to appropriate authorities or
departments ensures thataéidents are documented for further investigation if needed.
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responses and maintaining the integrity of emergency services. By honingkilieiin assessing information
credibility, PSTs contribute significantly to the reliability and efficiency of emergency response sydtantsng

public safety and security.
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04.10Discuss thémpactof Cultural Diversitgs itRelatego Public

Safety

Thepublic safetyandscape is intertwined with cultural diversity, presenting challenges and opportunities for PSTs.

Understanding Cultural Diversity

1

Diverse CommunitiesCultural diversity encompasses varying beliefs, languages, customs, and practice
within communities served by PSTs.

IntersectionalityDiversity goes beyond ethnicity and includes factors such as age, gender, socioeconom
status, religion, and language&ersity,among others.

ECQCultures:PSTs play a vital role in fostering resfutatorkplaces by recognizing and appreciating the
diverse cultural backgrounds and beliefs of their colleagues. Disagreement with cultural differences
personal convictions should never be a barrier to treating others with respect.

Impact on Emergencyo@imunication

T

Language Barrier&:anguage diversity poses a challenge in effective communication during emergencies
potentially hindering the conveyance of critical information.

Cultural Norms and Perceptiori3ifferences in cultural norms influence perteps of emergencies and
appropriate responses, impacting the information shared by callers.

Access to Service€ultural diversity affects access to and trust in emergency services, influencing the
likelihood of seeking assistance during crises.

Challengs Faced by PSTs

T

Communication HurdleQvercoming language barriers and ensuring clear communication with callers from
diverse linguistic backgrounds poses a significant challenge.

Misinterpretation of Cultural Cues?STs must navigate potential misundamgings arising from
misinterpreting cultural cues or context provided by callers.

Cultural Sensitivity and Bid3STs need to be aware of their own cultural biases to avoid misjudgments or
assumptions based on cultural differences.

Importance ofCultural Competence

1

Enhanced CommunicatioGultural competence enables PSTs to adapt communication styles and overcom
language barriers, ensuring clear and effective communication.

Building Trust and Rappoftttnderstanding diverse cultural backgrounds fosters trust between PSTs and
callers, encotaging more accurate information sharing.

Improved Response Accuracyultural competence aids PSTs in interpreting information contextually,
allowing for more accurate assessment and response to emergencies.
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Strategies for Cultural Competence

1 Language raining: PSTs undergo language training or utilize language interpretation services to bridge
communication gaps.

1 CulturalAwareness Trainingiraining programs focus on educating PSTs about diverse cultural practices,
beliefs, and norms prevalent withineir service areas.

1 Engagement with Diverse CommunitigdSTs engage in community outreach programs to foster
understanding and build relationships with diverse communities.

Continuous Learning and Adaptation

1 Feedback and ReflectidASTs reflect on inteztions, seek feedback, and continually adapt their approaches
to improve cultural competence.

1 Updated Training ProgramBegularly updated training programs ensure that PSTs stay informed about
evolving cultural dynamics within their service areas.

Culturd diversity significantly impacts the landscape of emergency response for PSTs. By embracing cultural
competence, PSTs bridge communication gaps, build trust, and ensure more accurate and effective emergency
responses. Understanding and respecting diveusterral backgrounds are essential for PSTs to provide inclusive and
reliable public safety services to all communities they serve.
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04.11Demonstrate theAbilityto Communicatevith Challenging
Callers

PSTs frequently encounter challenging callers denmgrgency situations. This explores strategies and techniques
PSTs utilize to communicate effectively and manage interactions with callers who may be distressed, agitated.
difficult to engage with.

Understanding Challenging Callers

1 Types of Challengir@gallersChallenging callers can range from those experiencing high levels of distress, t
those exhibiting aggressive or uncooperative behavior.

1 Causes of ChallengeShallenges may arise due to the caller's emotional state, cognitive impairment,
langua@ barriers, or frustration with the emergency.

Approaches for Effective Communication

1 Remain Calm and Compos@8Ts maintain a composed demeanor, projecting a calm and reassuring tone
to diffuse tension and create a sense of reassurance.

1 Active Listeningagnd EmpathyActive listening allows PSTs to understand the caller's concerns, while
expressing empathy helps build rapport and trust.

1 Use Clear and Simple Languageiploying plain language and avoiding technical jargon ensures that
instructions and infanation provided are easily understood.

Deescalation Techniques

71 Stay Neutral and Neconfrontational:PSTs remain neutral and avoid escalating the situation by using non
confrontational language and tone.

1 Acknowledge Feelings and Validate Conceviadidaing the caller's emotions and concerns without
necessarily agreeing with their perspective helps in calming them down.

1 Offer Reassurance and Suppdttoviding reassurance about the response process and offering support
instills confidence and helps in calming anxious or distressed callers.

Strategies for Engagement

1 Establish RapporEngaging in brief conversation to establish rapport helps in building a connection anc
gaining the caller's trust.

1 Set Clear Expectatiori®STs communicate the steps being taken or the expected course of action, managin
the caller's expectations durinlge emergency response process.

1 Maintain Control of the CalPSTs guide the conversation by asking @eted questions and directing the
caller toward providing essential information while keeping the conversation focused.

Safety Protocols and Support

1 Sabty AssessmenPSTs assess the situation for potential safety risks, ensuring the safety of the calle
responders, and themselves.

Florida PST Workbook Section 04 87



Florida PST Workbook Version 1.01 2024

1 Involvement of Supervisors or Specialized Tedmschallenging situations, involving supervisors or
specialized teams eqped to handle difficult calls ensures appropriate support and intervention.

Training and Development

1 RolePlaying Scenariog£ngaging in simulated scenarios with challenging callers helps PSTs practice
communication techniques in a controlled environment.

1 Deescalation Training Progranfsrticipating in training programs focusing oredealation techniques and
conflict resolution equips PSTs with the skills needed for managing challenging interactions.

Continuous Improvement

1 PostCall Analysis and FeedbkaReflecting on challenging calls and seeking feedback helps PSTs identify
areas for improvement and refine their communication approaches.

1 Learning from Experienc&haring experiences and learning from successful strategies used in managing
challengingealls contributes to the collective knowledge of PSTs.

Effectively communicating with challenging callers is a crucial skill for PSTs. By employing active listening, de
escalation techniques, and maintaining control of the conversation, PSTs ensumigiepof necessary assistance

and contribute to deescalating stressful situationsnhancingthe efficiency and effectiveness of emergency
response services.
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04.12UtilizeVoice Technique® Control Radio Transmissicarsd

Telephone Calls

The abilityto effectively control voice transmissions over radios and telephone calls is pivotal for PSTs in manag
emergency responseBSTs useoice control techniques to ensure clarity, efficiency, and professionalism in their
communications.

Radio Transmissiol echniques

T

T

Clear EnunciatiorSTs articulate words clearly, emphasizing pronunciation to ensure that messages ar
easily understood by responders despite potential background noise.

Appropriate Pacing and TorMaintaining a moderate pace and utilizargauthoritative yet calm tone helps
convey urgency without causing panic.

Radio Disciplineddhering to established protocols such as using clear and standardized lange@apeél 0

or plain language) enhances communication efficiency. PSTs shouldteasateradio transmissions are
professional in nature. PSTs voice, tone and rate of speech are reassuring to responders and should
consistent throughout every call.

Telephone Call Handling Techniques

T

Answering Technique®2STs employ a standard gragti speaking clearly and confidently, providing a
professional introduction to reassure callers.

Active Listening on Callsctive listening involves using verbal cues like "I understand"” or "Please continue'
to demonstrate engagement and assure calleas they are being heard.

Empathetic ToneUtilizing an empathetic tone conveys compassion, especially in sensitive or distressin
situations, helping to calm callers and build trust.

Voice Control Strategies

T

Modulation and PitchModulating voice pitch aids in maintaining interest and engagemdnile varying
pitch appropriately emphasizes urgency or importance in communication.

Breath ControlPSTs practice breath control to avoid speaking too quickly or running out of breath during
longer transmissions, ensuring consistent and clear communicati

Avoiding Vocal Fatigu€raining in techniques to prevent vocal fatigue helps PSTs maintain voice clarity ant
effectiveness during extended shifts.

Reducing Noise and Distractions

1

Background Noise ManagemeRSTs minimize background noise by speaking directly into the microphone
and using noiseanceling headsets, ensuring clarity in transmissions.

Focused Listenin@:oncentrating on the caller's voice and minimizing distractions enhances active listening
ensuring accurate comprehension and response.
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Continuous Improvement

1 SelfAssessment and FeedbaBi8Ts regularly assess their voice control techniques and seek feedback from
supervisors or peers to refine their communication skills.

1 Professional Developme Continuous learning through workshops or courses focusing on voice control and
communication enhances PSTs' proficiency and adaptability.

Voice control techniqueare essential for PSTs to effectively manage radio transmissions and telephone calls in
emergency response scenarios. By employing clear enunciation, appropriate pacing, modulation, and minimizing
distractions, PSTs ensure accurate and efficient communication, contributing significantly to the success of
emergency responses and overall pusdifety.
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End of Section 04 Worksheet

1. What are the stages of tr@@mmunicationcycle?

2. What factors influence effective communication?

3. What isactive listening?

4, Why is cultural sensitivity important?

5. refers to the correct way to say words, including the setreds,and intonation patterns
specific to a language.

6. involves the articulation and clarity with which woedspaken. It emphasizes the precise
formation of sounds and syllables to ensure they are distinctly heard and understood.
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7. Why is it important to provide clear instruction delivery and to follow instructions?

8. What are strategies for effectively giving and following instructions?

9.A is a statement that can be objectively verified or proven to be true. It is based on observable,
concrete evidence and is not subject to interpretation.

10.An is a conclusion or interpretation drawn from available evidence or facts. It involves
making deductions or educated guesses based on the information at hand.

11. Customerservice skills should apply to who?

12. What are some profe&mal customer service skills that play a vital role in the PST role?

13. Mastery of and elevates the effectiveness of emergency
response systems and ensures swift and appropriate assistance during crises.

14. helps in obtaining essential information, clarifyinits, datel ensuring a
comprehensive understanding of the situation.
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15. Categorizing calls according to their urgency enables effective ,
ensuring that critical incidents receive immediate attention.

16. Collaboration within e ensures seamless handoffs and continuot
support, enhancing overall call management efficiency.

17.What are thred3) main ways to identify suspicious information?

18. How do PSTs handle suspicious information?

19. What are some challenges faced by Ri$Tegard tocultural diversity?

20. What are strategies for cultural competence?

21.How does a PST approach a challenging caller for effectivaunication?
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22.PSTs may use @scalation techniques such as:

2024

23. What are some radio transmission techniques that PSTs utilize?

24. Whatvoicecontrol strategies do PSTs utilize?
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Section 05 Objectives

05.0 Describe guidelines and operational standards of incident classification and
prioritization.The student will be able to:

05.01 Expain the importance of incident types, incident classification, and incident prioritization.
05.02 Identify and describe incident types.
05.03 Identify and describacident classification.

05.04 Identify and describe incident prioritization.

Return to Table of Contents
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05.01Explain thdmportanceof Incident Types, Incident Classification,
andIncident Prioritization

As the vital link between the public and emergency seniR&Eplay a critical role in ensuring timely and effective
response to incidents. The ability to distinguish between different types of incidents, accurately classify them, a
prioritize them accordinglys crucial for saving lives and protecting communities

Incident Types

PSTs encounter a wide range of incidents, from medical emergencies and fires to crimes in progress and me
health crises. Understanding the specific types of incidents helps them:

1 Ask appropriate questions to gather accurate information
9 Dispatch the right resources based on the nature of the emergency.
9 Provide guidance to callers based on established protocols.

Incident Classification

Classifying incidents involves assigning them a severity level based on their potential impadpsTP&Tise
9 Prioritize calls effectively, ensuring immediate attentiorefoergendes
9 Allocate resources efficiently, directing more personnel and speciatigg@mentto high-priority incidents.
1 Manage expectations with callascordingly depending ohé severity of the situation

Incident Prioritization

Prioritizing incidents involves balancing urgency with resource limitations. PSTs must considendiactiong, but
not limited ta

1 Severity of the Incidentinder the general rul islife over poperty.

1 Number of People Affectedlisually the more people affected in the situation the greater the possibility of
more personnel needed to respond to the situation.

1 Availability of Resource#: there are not enough police, firefighters, or medical pengl available to
respond to a situation then a plan may need to be established on how to find assistance from other are
resources.

1 Public Safety RiskSome larger scale incidents, such as large fires, HazMat situation, natural disasters, et
maynotg/ f @ AYLI OG OAGAT Sya Ay GKS 3SyO0eQa 2dz2NRAaR?

EffectivePrioritization Ensures That

9 Ciritical incidents receive immediate attention.
1 Resources are used efficiently and effectively.

1 Response times are minimized, potentiadying lives.
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05.02Identify andDescribe Incident Types

As the frontline for emergency respons&TReed to be adept at quickly identifying and understanding the nature
of incoming calls. This skill allows them to dispatch the right resources and provide the most effective assistance in
emergencies

Major Incident Types

1 Police EmergencieShese involve potential criminal activity or threats to public safety.
1 Medical Emergencie$hese involve lifthreatening situations requiring immediate medical attention.
1 Fire Emergencie3hese involve fires or potential fire hazards that requiregdiaie response.

Additional Incident Types

1 Environmental Emergenci€Ehese involve natural disasters or hazardous environmental situations.
1 Public Service CallEhese involve requests for nemergency assistance or information.

Importance of Accuratklentification

Accurately identifying the type of incident allows PSTs to:
1 Dispatch theAppropriate ResourceBolice, fire, ambulance, or other specialized units.
1 ProvideCallerswith the Most Relevant Instruction€£PR, first aid, fire evacuation, etc.
1 PrioritizeCalls EffectivelfEnsure critical emergencies receive immediate attention.
1 MaintainSituational Awarenes$rack the overall incident landscape and allocate resources accordingly.
Tips for PSTs
AskOpenEnded Questiong&ncourage callers to prigle details about the situation.
ListenActivelyand Pay Attentiorto Key Wordstdentify potential threats or urgency indicators.

UseCallTaking Protocolsnd ScriptsEnsure consistency and accuracy in information gathering.

=A =4 =4 =

StayCalmandProfessionalReassure the caller and provide clear instructions.

PSTsre more effective in their critical role as the first point of contact for emergency situatiobes they can
identify and describe various incident typ&heir ability to quickly understand thatare of the call and dispatch
the right help can make a ligaving difference in countless situatioBgery second counts in an emergency. By
honingtheir skills in identifying and describing incident ty ST san contribute significantly to the safety and well
being oftheir community.
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05.03Identify andDescribe Incident Classification

Incident classification assures that correct resourcesdapoyed in a timely manner. Signals, codes, and other
terminology provide ways of classifying incidents. The PST must pay close attention to the actual complaint to clas
the incident correctly. A caller may have multiple complaints, but it shoul$sified according to the issue with

the highest priority. The following lists illustrate why it is important to differentiate between seemingly similar
classifications:

Police

1

Fire

Robbery vs Burglamk robbery is an intentional and unlawful taking of prop&om a person through the
use of force, violence, assault, or threat. A burglary is unlawfully entering a dwelling, structure, or conveyan
with the intent to commit an offense inside.

Fightvs DisturbanceA fight is a physical altercation whereasstulbance is a verbal argument which has
not yet resulted in physical contact.

Assaultvs Battery:Assault is a threat of bodily harm that reasonably causes fear. A hattehgnsome
type of physical contact has occurred.

Fraudvs Theft:Fraud is wronigl or criminal deception intended to result in personal or financial gain. Theft
is the unauthorized removal or concealment of property.

Abductionvs Missing Persomin abduction indicates that the missing person is in danger or was forcibly
taken againstheir will. A missing person is not necessarily believed to be in physical danger at the time ¢
their disappearance.

Silent Alarnvs Audible AlarnA silent alarm may be used to conceal a call for help from a suspect. An audible
alarm provides a visuale or tone to direct attention to the source.

Residential vs Commercial Structure Fieresidential fire may require fewer units than a commercial
structure fire which may require more units or specialty units, depending on the contents of tharstru

Hazards MateriaHazMaj} Incident There are different types of hazardous materials, so it is important for
the PST to understand that these substances may pose different risks to the environment and responders

BrushFre: A large fire involving bushes, scrubs, brush, or otherglowing plants. They may require
specialized equipment, can escalate quickly, and may or may not be near a structure.

Forest Fire / WildfireA nonstructure fire that occurs in the wildland. klioes not include prescribed burns.
Wildfires may escalate quickly, particularly during droughts. Specialized fire plans are executed to extingu
wildfires and often include the use of an air tanker to drop fire retardants or suppressants.

VehicleAccidents: The response may vary depending on whether there are injuries, if extrication is needed
if a fire is involved, or if the vehicle is overturned.

RescueSpecialty rescues may be necessary for a person entrapped, building collapses, and othes incide
requiring specialized, technical personnel and equipment.
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1 FireAlarms:Audible and visual notifications tell occupants that emergency conditions exist. Fire alarms can

be detected through smoke detectors, heat sensors, and water flow systems.

Emergency Mdical Service&M3

T

Advanced Life Suppo(ALS) Emergency medical care provided by paramedics that involve invasive
procedures.

Basic Life SupponBLS) Emergency medical care provided by emergency medical technicians and
paramedics that involve neinvasive procedures.

Medicallncidents:Acute or chronic illness, disease, or ailment.

Traumalncidents:A physical wound or injury caused by an external force whether accidental or intentional.

Florida PST Workbook Section 05 100



Florida PST Workbook Version 1.01 2024

05.04Identify andDescribe Inciderfrioritization

As the first point of contact in emergency situatid?ST play a crucial role in triaging and prioritizing incidents. Their
ability to quickly assess the urgency and potential impact of each call ensures timely and appropriate depioyment
resources, ultimately saving lives and protecting communities.

Understanding Incident Priority Systems

Most emergency response agencies use a formal incident prioritization system, typically based on a graded s
(e.g., high, medium, low). Thigstem helps PSTs:

1 Standardiz€Call AssessmeriEnsuring consistent application of criteria across different incidents.
1 FacilitateDecisioAMaking:Guiding resource allocation based on urgency and severity.
1 OptimizeResponse TimeBirecting immediate attgion to critical situations.

Factors Influencing Incident Prioritization

Several factors contribute to determining the priority of an incident, inclutirtghot limited to

1 Threatto Life:ls there an immediate danger to human life or limb
Potential fo Injuryor DamageCould the incident cause significant harm or property damage
Numberof People Involved:iow many individuals are potentially affected by the incident

PublicSafety RiskDoes the incident pose a threat to the broader community oastrfucture

=A =4 =4 =N

Availabilityof ResourcesAre there enough personnel and equipment available to respond to all incidents
effectively

Examples of Priority Levels

1 High PriorityLifethreatening emergencies, imminent danger situations, ongoing criminalyactivit

1 Medium Priority:Serious incidents requiring prompt attention, Hde-threatening medical emergencies,
suspicious activity.

1 Low PriorityNonemergency situations, requests for information or assistance, minor disturbances.

Challenges and Consideraso

1 Limitedinformation:PSTs often make initial priority decisions based on incomplete or evolving informatior
from callers.

1 EmotionalPressure:Maintaining composure and clear thinking during +pgéssure calls is crucial for
accurateassessment.

1 Resourcelimitations:Balancing urgency with available resources can be challenging, requiring effective
decisionmaking.
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Improving Prioritization Skills

1

T
T
1

ThoroughCaliTakingAsk operended questions to gather detailed information abthe incident.
ActiveListeningPay attention to key words and indicators of urgency or danger.
CriticalThinking:Analyze the information received and apply established prioritization criteria.

Utilizing Technology:Leverage catbking software and inofht management systems for efficient
assessment and resource allocation.

Ongoing Training and Practice: Regularly participate in training exercises and simulations to hone
prioritization skills.

PSTsare more effective in safeguarding their commursti¢nen they can prioritize incident$heir ability to quickly
assess urgency, allocate resources efficiently, and guide emergency responders to the most critical situations makes
them invaluable members of the public safety chain.
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End of Section 05 Worksheet

1. PSTs must ask questions to gather accurate information.

2. Prioritizing incidents involves balancing urgency with resource limitations. PSTs must consider faesrs such

3. What are the thre€3) majorincident types?

4. Are there otheiincidenttypes PSTs may have to provide assistance for?

5. What is the difference betweesssault andbattery?

6. What is the difference between Advanced Life Support and Basic Life Support?
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7. What are factorsnfluencing incident prioritization?

8. What are skills that help PSTs improve prioritization?
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Section 06 Objectives

06.0 Identify and perform theperational skills of a public safety telecommunicalbe

student will be able to:

06.01
06.02
06.03
06.04
06.05
06.06
06.07
06.08
06.09

Obtain and organize pertinent information.

Identify the difference between emengey and noremergency incidents.

Utilize available resources properly.

Correctly complete appropriate forms, logs, and files.

Obtain and process requests for service and/or resources from field units in a timely manner.
Explain geographical jurisdictions and mutual aid agreements, anthby affect dayto-day activities.
Demonstrate multfunctional dexterity.

Identify various resources for crisis call handling.

QEL FAY (GKS AYLRNIFIYOS 2F AYyF2NX¥AYI 20KSNI t{¢Q

relate to operations.

Return to Table of Contents
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06.010btain andOrganize Pertinent Information

It is important for the PST to receive, process, and dispatch all pertinent information from callers and emergen
responders quickly and accurately. Whettlispatching emergency responders to an incident or taking information
for a respondeinitiated call, the PST must obtain the information from callers/responders and then organize it in
logical manner so that others can interpret it and respond accdyding

Obtaining Pertinent Information

1 6 WW: Where, What, Weapons, When, Wh&/hy is the most commonly usedhethod of gathering
information Thismay vary by agency protocol and/or severity of the incid€his order of information
gathering allows PSTsftazrus on:

= =2 =4 =4

(0]

Prioritizng Location:The most important information for dispatchirggthe dwheret. In the event
contact is losta responder can be sent to investigate

Natureof Incident:In order to send an appropriate responask specific questiont® determine
the dwhate (defined byagencypolicy)

Weaponsldentify presence or potential fowveapong when applicable

Timeof EventdWhere did it occur In the mast,is it stillongoing or just occurreddefined byagency
policy)

Partiesinvolved:dWhce are thepartiesinvolved a mmplainant,suspectwitness.etc.

Why: Finding the undeying reasorwill sometimes explain thévhy® PSTs shouldse cautio to
avoid offendingagitatingor confusing callers.

Hold and PrioritizéNonemergency calls can Iptgacedon hold for emergencies calls.

Explain Actions and Delaysep caller informed about holds and pauses.

Avoid ArgumentsStay professional and foged on the situation.

DocumentEverythingAccurately document all relevant information provided by callers. This ensures a clea
understanding of the situation and facilitates efficient response.

Know When toDisconnectthe CallEnsure all necessary infioation is collectedThe PST will learn
techniques to control converdahs based on agency policies.

Listen for Background Noisdsis might offer an opportunity to ask for clarifying information about the
emergencybeing reported.

Organizing Pertinerihformation

il

1
1
f

IncidentLocation:Addressintersection business namdandmarksdirection of travel.

Phone numberCall back numberin case of disconnect or additional information is needed

IncidentType: Nature of the emergency for accuratspatch or reason for calling.

Person Descriptiorit isbest to control the flow of information by asking in logical order. Example: Sex, race,
age, clothing (go from head to toe) height, weight, etc.
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1 VehicleDescriptionlUse CYMBALS mnemonic to helpaster line of questioning:

il

o Color

o Year

o Make/Model

o Body,

o Additional descriptors
o License/Tag

o State

Paraphrasénformation:Summarize key points for clarity and brevity.

Transferrinca Call

T

f
f
f

15t GatherNecessary Detailspcation call backphonenumber,incidenttype.

24 Inform Caller of TransfeExplain the reason and what agency will be receiving the call.

34 Stayon the Lineand Notify:Provide receiving agency with details of the call.

4™ EnsureAcceptanceConfirm receiving agency is rgduefore disconnecting.
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06.02Identify theDifference Between Emergenayd Non-
Emergency Incidents

Identifying Call Types

1 EmergencySeriousunexpected events with potential for injutgss of lifepr property damage.
1 NonEmergencyAn unexpected situation that does not require immediate response.

Prioritizing Calls and Messages

1 Sort Calls Based on Urgenyipritize incidents posing the greatest threat to life then property.

1 Consider AgeneBpecific Response Protodditch incidem type to appropriate situation being described
according to agency protocols.

Communication Tools and Methods

1 AlertTonesDifferentiates between incident severities and attradield personne d@ttention.

Emergencyradio TrafficPrioritize higkrisk stuations with immediate threat to responders or public safety.

f SimulcastingDisseminate information to multiple teams or agencies simultaneously.
7 SilentDispatch:Send dispatch information via CAD instead of radio for discreet response.
71 RadioSlence:Maintain silence during dangerous incidents (bomb thresatsyeassailant, et¢.to conceal

responder location.

1 Notificationsinform supervisorgther agenciesand any other officialpér agencyolicy) about significant
incidents.
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06.03UtilizeAvailable Resources Properly

Efficient resource utilization is key for any PST to excel in their role. It ensures timely response, minimizes waste, and
leadsto better outcomes for both callers and responders.

Assess Before Allodart

il

Understandhe Situationfrior to assigning reseces, the PST should take a moment to fully comprehend
the nature and severity of the incident. Analyzing the detailgletdirminethe type and level of support
needed.

ConsiderAvailable Option®?STs should evaluate all available resourgesrsonnel equipment, and
technology- considering factors like expertise, location, and response time to make the optimal choice.

Prioritize EffectivelyRecognizing that not all calls demand the same response level, the PST should prioritize
emergencies and allate resources accordingly.

Communicate and Coordinate

1 ClearCommunicationPSTs prioritize clear communication of incident details and resource allocation plans
to otherPSEand emergency responderEhis ensures everyone is informed and awtugidication of effort.
1 Collaboration/Teamwork is Ké3STs should cultivate a collaborative space where information is shared,
progress updates are exchanged, and resource adjustments can be made quickly when needed.
1 Utilize TechnologyPSTs can optimizegponse coordination by utilizing technology like CAD systems and
communication platforms to track deployed resources, share updates, and adjust plans as needed.
Reflect and Adapt

1 Reviewand Analyzef-ollowing an incident, PSTs should dedicate time tewethie resource allocation plan

and actively seek areas for improvement. This review should involve assessing whether assigned resources
effectively met the situation's needs and identifying poteitiglrovementdor future responses.

Learnand AdaptPS§ should leverage insights from each incident to refine resource utilization strategies.
Stay open to adapting approaches based on new information and evolving situations.

Continuoud_earningPSTs should prioritize staying updated on the latest bestiggaand advancements

in resource management for emergency response. Engaging in training workshops, participating in
professional development programs, and actively seeking feedback from colleagues and supervisors will
empower PSTSs to refine resource @dlioon strategies.

Effective resource utilization is an ongoing process for PSTs. By incorporating these tips, actively seeking knowledge,
and adapting their approach as needed, PSTs can optimize available resources and provide the best possible support
during critical situations.
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06.04CorrectlyComplete Appropriate Forms, LogsdFiles

Accurate and thorough documentation is required of PSTs. It ensures clear communication, protects against liabil
and provides valuable data for improving response strategies.

Understandindorms

1 Familiariation: PSTs mugdtavea thorough understandingf the purpose and format for all relevant forms,
logs, and files encountered, including incident reports, dispatch logs, evidence logs, and angpeEgeicy
documents.

1 Ask for Clarificatior®STs should readily seek guidance from supervisors orgoeeavhen filling out
specific forms, particularly for new or complex procedues.nothesitate to ask clear understanding
ensures accurate completion.

! Maintain Consistency?2STs should strictly follow established protocols and consistently utilize standardizec
language in all documentation. Thifowsclarity for all parties involved and enables efficient data analysis
for informed decisiommaking.

Capture Details Accuragel

1 The 6 WA:Employing the 6 ® (Where, What, Weapons, When, WNghy) as a guide. PSTs should
accurately document all details, including call time, caller information, incident specifics, and action
undertaken.

1 Active ListeningPSTs should actively &eeut critical detailsThe PSTshould ask clarifying questions
guaranteéngaccurate comprehension of tlenergency

1 DocumentAccuratelyPSTs should eglear and concise language in all communication. Avoid jargon and
technical terms that could be misinterpreted.

Organize and Secure Information

1 TimelyCompletionTo ensure accurate information and prevent memory lapses,idlbdsmplete forms
and logswhile details are fresh in their mind.

1 ProperFiling:Follow designated procedures to ensure easy retrieval of information.

1 Datalntegrity:PSTs are entrustet follow agency protocols for data security and access restrictions to
protect personal detadland confidential case information.

By prioritizing accuracy, efficiency, and organization, PSTs ensure documentation meets the highest standards
createsa seamless emergency response.
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06.050btain andProcess Requedhsr Serviceand/or Resourcesém
Field Unitsn aTimely Manner

PSTs are thiink between field units andesourcesensuring timely and accurate response to requests for service

Gather and Verify Information

1 Active Listening®ay close attention to themergencyNB & LJ2 yeguBsNaaking clarifying questions to
ensure complete understanding of teenergencyand resource needs.

1 Verify DetailsDoublecheck information like locationtype of resource require@nd any potential
hazardsThis reduces the risk ofrers and ensures accurate resource allocation.

1 Document Clearlyfake detailed notes of the requestcluding timepnit identification,nature of the
emergencyand any specific requiremeniBhis serves as a vital record for future reference and padenti
follow-up.

Prioritize and Categorize

1 Understandthe UrgencyPSTs analyze the nature of each request and its potential impact to prioritize
emergenciesequiring immediate resource allocation.

 CategorizeBasedon Need:Understanding thalistinction between requests for personnel, equipment, or
specialized support allows PSTs to effectively identify the most appropriate resources éameaggncy

Communicate and Coordinate

f Clear InstructionsProvide clear and concisenstructions to field units regarding resource
allocation response protocoknd any necessary updates.

! Maintain Open Communicationkeep the field unit informed throughout the procegsdating them on
resource availabilitt TAand anychanges

1 Collabeation isKey:PSTshall fostera collaborative environment, actively partnering with other agencies
to streamline resource deployment and optimize response efforts. This ensures timely and effective
assistance iemergencies

By actively prioritizing regsts, gathering accurate information, and maintaining clear communication, PSTs ensure
timely and effective processing for field units.
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06.06ExplainGeographical Jurisdictioaad Mutual Aid Agreements,
andHow They Affect Daljo-Day Activities

Underganding geographical boundaries and mutual aid agreenaeatspplying this knowledgeessential for PSTs.
It ensures efficient resource allocation, clarifies responsibilities, and facilitates collaboration across agencies.

Jurisdictional Familiarizatio

1 Map itOut: PSTs sl have knowledge dheir agency's jurisdiction, incorporating boundaries, landmarks,
and neighboring agencies.

1 Identify Partners: PSTs shalhave knowledge ofmutual aid agreements established with nearby
agenciesUnderstand the types of resources that can be shperdnutual aid agreements

Collaboration

{1 Build RelationshipsRegular communication and interactions with neighboring ageriogter positive
relationships

1 EmbraceFlexibility PSTs should be prepared to adapt their approach based on the specific situatior
encountered. Different agreements may necessitate unique protocols for resource deployment ol
communication channels. Remaining flexible ersaftective response regardless of the circumstances.

Understandingmappingand collaborationempowers PSTs to leverage geographical boundaries and mutual aid
agreements as valuable tools in achieving effective response.
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06.07DemonstrateMulti-Functional Dexterity

Multi-Functional Dexterity

Multi-functional dexterity is the ability to:

1 Procesdnformationfrom Multiple SourcesListen to
calls, read computer screerenter information into
the CAD systemand monitor radio transmission
simultaneously.

—

1 Respond to Diverse Situations By alapting
seamlessly between calming an agitated cal

providing CPR instructions, and dispatching
emergency resources. Figure13 Coral Springs PST

1 Prioritize Critical TasksQuickly assess the urgency of each call and allquatger response units
accordingly.

1 MaintainFocus UndePressureRemain calm and composed even during stressful and chaotic situations.

1 CommunicateEffectively Deliver clear instructions, gather information accurately, andstalate tense
situations with verbal skills.

Why MultiFunctional Dexteritis Impatant for PSTs

1 FasteResponse Time&ccurate information gathering and quick decigiweking lead to faster deployment
of emergency services.

1 ImprovedCaller Experienc€lear communication and efficient problewlving build trust and reduce caller
anxety.

1 EnhancedSituational Awarenesgracking multiple incidents and resource availability ensures informed
decisions and optimal response strategies.

Developing MultFunctional Dexterity

{1 Training andSimulations Through patrticipation in realistic trang exercises, PS@sveloptheir multr
tasking skills, building confidence and readiness for the demands-afaédlemergencies.

1 Technologytilization Calitaking software and incident management systemes availabléo streamline
information processg and resource allocation.

1 Mindfulness andtress Management Techniquesactice mindfulness exercises and relaxation techniques
to maintain focus and manage stress in fpgissure situations.

1 CommunicatiorSkills TrainingPSTs should prioritizefining their active listening, questioning, and-de
escalation skills to effectively handle diverse callers and situations. Mastering these communication tools
ensures successful interactions regardless of the circumstance.

Building multfunctional dexterityrequires continuous dedication. Through ongoing learning, practicing effective
techniques, and maintaining a calm and focused mindset, PSTs can evolve into highly skilled inlbliwithuiaésdle
the responsibilities that are require of working in th@iesnmentof emergency response.
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06.08ldentifyVarious Resourcdar Crisis Call Handling

Crisis CallAny calls involving a high degree of urgency, emotional distress, or potential for harm. These calls oft
require PSTs to go beyond basic information gathering and dispatching resources. They demand enhan
communication skills, emotional intelligenaaed a deep understanding of crisis intervention techniques.

Key Characteristicof QiisisCalls

1 HighUrgency:The caller may be experiencing a-llieesatening situation, imminent danger, or significant
emotional distress.

1 Emotionalntensity:Callers mape crying, yelling, or exhibiting other signs of extreme emotions.

1 Complexity:Crisis calls often involve multiple factors, such as mental health issues, domestic violenc
suicidal thoughts, or substance abuse.

1 Unpredictability:The nature of the crisisnd the caller's behavior can be unpredictable, requiring PSTs to
adapt their approacht momentsnotice

1 Demand foimmediate ActionCrisis calls often require immediate intervention, wheihés dispatching
emergency services, providing-egcalation ¢chniques, or offering crisis hotline information.

Examples ofrisis Calls

9 Suicidal threats or attempts
Domestic violence incidents
Activeassailansituations

Medical emergencies involving severe pain or potential lossnstiousness.

=A =4 =4 =N

Mental health crises involving panic attacks, hallucinatiorssyahosis.
9 Hostage situations or other violent crimes in progress

It isimportant to note that the specific deftion of "crisis call" can vary depending on the policies and procedures
of each agency. However, the general characteristics outlined above apply to most situations where PSTs need t
above and beyond their typical call handling duties to provideteffesupport and ensure the safety of the caller
and others involved.

As a BT navigating crisis calls requires more than just quick thinking and a calm demeanor. It demands access |
diverse toolkit of resources to effectively support callers in distaed ensure their safety.

Internal Resources

1 Crisis Protocols and ScripgEs:ery agency should have established protocols for handling specific crisis type
(e.g., suicide threats, domestic violence, mental health emergene®$ys shouldammiliarizethemselves
with these protocols and utilize cédlking scripts for consistent and effective communication.

1 Supervisor and Peer Suppdifficult calls are part of the job. PSTs should not hesitate to seek support from
supervisors or peers. Their guidambegscalation strategies, and emotional support can R&psavigate
challenging situations effectively.
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1 Criis ResponsEeamsAgenciesnayhave dedicatedrisis response teantiained to provide emotional and
psychological support to PSTs after hangdiiaumatic incidents.

1 Internal Databasesitilize agency databases for information on mental health resources, hotlines, shelters,
and other local support systems.

External Resources

1 National Suicide Prevention Lifeline (988)is confidential lifelinprovides 24/7 crisis intervention and
prevention servicef2STgan connect callers directly or offer the number as a resource.

71 Crisis Text Lind:ext HOME to 741741 to connect with a crisis counselor trained to provide support and
resources for mental héth crises.

1 National Domestic Violence Hotline§A0-799-SAFE)T his hotline offers confidential support and resources
for victims and survivors of domestic violence.

1 MentalHealth.govThis website provides comprehensive information on mental health nesgyuncluding
hotlines, treatment options, and support groups.

1 National Alliance on Mental lliness (NANIXMI offers a wealth of resources and support for individuals
and families living with mental illness.

1 Local Mental Health Agencies and Hotlir@sactive familiarization with local mental health resources
empowers PSTs to effectively connect callers with the right support. Explore crisis hotlines, mobile crisis
teams, and outpatient and inpatient treatment facilities, building a comprehensive nkefarodiverse
needs.

Technology Resources

1 Mapping and Navigation Toolstilize mapping tools to locate resources like shelters, hospitals, and mental
health facilities near the caller's location.

1 Translation Service&nsure access to translation services for-Boglish speaking callers or those with
hearing impairments.

Remember

1 KeepUpdated:Continuoudrainingwith emerging resources and hotlines ensures PSTs remain equipped to
support callers effectively.

1 CommunicateEffectively Clearly explain available resources to callers and provide precise information for
accessig them.

1 PrioritizeSafety If imnmediate danger is present, prioritize dispatching emergency responders while offering
support and guidance to the caller.

1 SelfCare Leveraging available wélking resources empowers PSTs to prevent burnout and cultivate
emotional resilience.

Active engagement with available resources equips PSTs to navigate challenging crisis calls with confidence,
competence, and compassion.
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06.09Explain thémportanceof Informing Othet { ¢ Q& | Yy |

Supervisorsf Pertinent Activitiesand Incidentsas theyRelateto

Operations

As the first point of contact in emergency situations, P@mdlea multitude of tasks and responsibilities. Among
the most critical, yet often overlooked, is the timely and accurate sharing of information with other PSTs ar
supervisors. Thsimpleact can have profound implications for the effectiveness and safety@fgency response
operations.

Information Sharing

T

Enhanced Situational Awarene$3STsensure everyone remains informed and facilitate coordinated
response strategies by sharing updates on ongoing incidents, resource deployment, and potential risks. T
includes promptly communicating evolving situations and ensuring proper notifications reach the chain ¢
commandand neighboring communitieadhering to established agency policies.

Improved Resource Allocatioknowing about other ongoing calls and rese availability helps PSTs
prioritize dispatch and ensure efficient utilization of personnel and equipment.

Reduced Redundant EffortS8haring information prevents duplicate calls about the same incident, freeing
up resources for other critical situatign

Increased Transparency and Accountabilityear communication fosters trust and collaboration within the
team, leading to better decisiemaking and a more cohesive response.

Early Identification of Patterns and Tren@staring information about recimg incidents or emerging
threats can help identify potential issues and take proactive measures.

What Information Should be Shared?

)l
1

Details ofOngoing Incidentsyature of the incident, location, severity, involved parties, resources deployed.
Updates orincident StatusChanges in situation, additional information gathered, progress made.

ResourceAvailabilityand Deployment:Units on scene, units available for dispatch, potential resource
limitations.

PotentialRisksor Threats:Suspicious activity, wdar warningsHazMatincidents.

Anylnformation Relevartb Ongoing Operationgiraffic closures, roadblocks, power outages, etc.

Effective Information Sharing Practices

1

Utilize Established Communication Channélse designated radio channels, cpétforms, or internal
reporting systems.

BeConciseand Clear:Provide key information in a structured and ettsynderstand manner.
UseStandardized Terminologynsure everyone uses the same terms and codes to avoid confusion.

PrioritizeUrgencyShare critical information immediately and follow up with less urgent updates.
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1 Document and.og InformationMaintain accurate records of all shared information for future reference.

Active information sharing tee cornerstone of effective emergency resige. Promptly relaying pertinent details
about activities and incidents empowers PSTs to significantly contribute to community safety areingell
Fostering a culture of open communication and information exchange creates a more efficient, inforhsaderan
environment for PSTemergencyesponders, and the public they serve.
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End of Section 06 Worksheet

1.2 KFG Aa GKS O2NNBOG 2NRSNI 2F GKS ¢ 2QaKkK
a) Who, What, When, Where, Why, & Weapons
b) Where, What, Weapons, When, Who, & Why
c) Who, What, When, Where, Weans, & Why
d) What, Where, Weapons, When, Who, & Why

2. What does the mnemonic CYMBALS stand for?

3. How does a PST sort calls based on urgency?

4. What communications tool differentiates between incident severities and attractb J#@INE 2 Yy St Qa | (

5. PSTs should cultivate a collaborative space where information is shared freely, progress updates are exchan:
and resource adjustments can be made quickly when needed.
a) True
b) False

6. PSTs prioritize clear communication of incidenietails and resource allocation plans to
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7.PSTs must possess a thorough understanding of the purpose and format for all relevant forms, logs, and files
encountered, gcept for incident reports and dispatch logs.
a) True
b) False

8.PSTs are entrusted to follow agency protocols for data security and access restrictions to protect
& information.

9. This serves aswal record for future reference and potential follap.
a) Communication
b) Coordination
c) Document Clearly
d) Data Integrity

10.Keep the field unit informed throughout  the process, updating them on
, & , and any changes in the

situation.

11.PSTs should thoroughly familiarize themselves with their agency's jurisdiction, incorporating
&

Having a mental map fosters werdtanding of their authority and responsibility.

12. All of the following are key tips that empower the PSTs to leverage geographical boundaries and mutual aid
agreements as valuable tools in achieving effective response, except:
a) GPS availability
b) Mapping
c) Krowledge
d) Collaboration

13. Multi-functional dexterity is the ability to listen to calls, read computer screens, enter information into a CAD
system and monitor radio transmissions doing it one step at a time.
a) True
b) False
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14. Name three (3) reasons wMulti-Functional Dexterity is important for PSTs.

15. What is the name of the confidential lifeline that provides 24/7 crisis intervention and prevention services.

16. This hotline offers confidential support and resources for victimsamivors of domestic violence.
a) Domestic Violence International Hotline
b) Domestics National Hotline
¢) International Violence Hotline

d) National Domestic Violence Hotline

17.What is enhanced when PSTs play a vital role in ensuring everyone remains informeititates fagordinated
response strategies by sharing updates on ongoing incidents, resource deployment, and potential risks.

18. List at least three (3) effective information sharing practices. (5 possible)
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Section 07 Objectives

07.0 Understand the principles of a command structure. The student will be able to:

07.01 Understand the need for structure within the communications center and internal chain of command.

07.02 Understand the National Incident Management System (NIMSjdantlfy the roles and responsibilities
within the incident command system (ICS).

07.03 Understand the role of the PST in relation to the communications within ICS.

07.04 Undestand the impacts to ICS from providing or receiving aid from other agencies.

Return to Table of Contents

Florida PST Workbook Section 07 123



Florida PST Workbook Version 1.01 2024

Florida PST Workbook Section 07 124



Florida PST Workbook Version 1.01 2024

07.01Understand theNeedfor Structure Withirthe Communications
CenterandInternal Chaimf Command

Chain of CommandEstablished hierarchy of authority and responsibility withirB8&r any command structure

PSTs operate within a dynamic and often {iggssure environment. Tensure efficient and effective response to
emergencies, a wetlefined structure and chain of command are essential.

Importance of Structure

1 Clarity ofRolesand Responsibilities=veryone knows what is expected of them, minimizing confusion and
duplicaton of effors.

1 ImprovedDecisioAMaking: A defined chain of command facilitates timely and informed decisions when
situations escalate.

1 EnhancedCommunicatiorand CoordinationClear communicatiothrough properchannels and reporting
procedures ensuseeveryone stays informed and works together effectively.

1 Accountability andPerformance Improvemeng structured system allows for performance monitoring and
feedback, leading to continuous improvement.

1 Reducedstressand Workload:Knowing who to turn to foguidance and support reduces stress and allows
PSTs to focus on their tasks.

Understanding the Chain of Command

The chain of command typically involves the following lévels ECC

1 PSTsThe first point of contact for an agency who answers calls, gathers information, and dispatche
resources.

1 Team Lead/Supervisaversees a team of PSTs, providing guidance, support, and ensuring adherence 1
protocols.

1 ShiftCommander/Operations Managétanages the overall operations of ti€Callocating resources, and
ensuring smooth workflow.

1 Chief/DirectorProvides leadership and strategic direction for the eT&Addressing chiefs/directors by
their rank in @a ECGs crucial for maintaining a disciplined and efficient work environment. It reflects respect
for authority, fosters clear communication, and ensures a smooth chain of command, contributing to swif
decisionmaking and a wetirganized response during engency situations.

Benefits of a Strong Chain of Command

1 FasterResponse Time€lear decisiomaking and efficient resource allocation lead to quicker responses to
critical situations.

1 Improved Incident ManagementEffective coordination among differentvids ensures incidents are
handled effectively and resolved efficiently.
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1 ReducedRiskof Errors: A structured system minimizes the chances of miscommunication and errors in
judgment.

1 IncreasedMorale and TeamworkKnowing who to turn to and having a cleapport system fosters trust
and collaboration among PSTs.

By embracing the structure and chain of command, PSTs can function as a cohesive unit, delivering the best possible
service to their community in times of need.

Florida PST Workbook Section 07 126



Florida PST Workbook Version 1.01 2024

07.02Understand the National In@dt Management System (NIMS)
andldentify the Roleand Responsibilitiewithin the Incident
Command SystenhGQ$S.

As the link between the public and emergency responders, PSTs play a vital role in ensuring efficient and effec
incident management. Urdstanding theNational Incident Management System (NI&®) navigating thincident
Command System (IG8% essential skills for every PST.

NIMS

NIMS is a standardized approach to incident management developedfsdirkal Emergency Management Agency
(FEMAY)o ensure consistent and effective response across all levels of government, private sector,-prafinon
organizations. It provides a common framework for:

1 Resource TypingClassifying personnel, equipment, and other resources based on capability anc
compatibility.

1 Standardized Terminologyising consistent language to avoid confusion and miscommunication during
emergencies.

1 Mutual Aid:Facilitating the sharing of resourdestween different jurisdictions.
1 Command and Control Systeristablishing clear lines of authority and responsibility within the ICS.

Benefits of NIMS for PSTs

1 ImprovedUnderstandingf Incident ScopandResource AvailabilitFzamiliarity with NIMS termology and
resource typing helps PSTs prioritize calls and allocate resources effectively.

1 Enhanced Communication and Collaboration: Using standardized language facilitates smooth
communication with emergency responders from different agencies.

1 StreamlinedResponsa&nd RecoveryNIMS promotes consistent procedures and protocols for all types of
incidents, leading to faster and more efficient response and recovery efforts.

ICS

ICS is an organizational structure for managing incidents of all sizes and itiemplegstablishes clear roles and
responsibilities for personnel involved in the response, ensuring coordinated and effective action.

Key ICS Positions

1 Incident Commander (IG)verall leader of the incident response, responsible for making key decisions anc
coordinating all resources.

1 Operations Chief (OQ)versees tactical operations and deployment of personnel and equipment at the
scene.

1 Planning Chief (P@evelops and imipments incident response plans, gathers information, and conducts
ongoing analysis.

1 Logistics Chief (L@&)anages resources, including personnel, equipment, supplies, and facilities.
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1 Public Information Officer (PI®esponsible for managing public comieation and media relations during
critical incidents and larggcale events.

1 Branch Chiefd:ead specific functional areas like fire, medical, or rescue operations.
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07.03Understand thdRoleof the PST in relation to the
Communicationsithin ICS

ThePSTplays a critical roleithin the ICS communications network. As the link between the public, responders, anc
the incident itself PSTsgather and dissemin@ information ensuring smooth and effective communicasion
throughout the response effort.

Roles of PSTs within ICS

T

Information Gathering PSTs gathenitial information from callers about the nature and location of the
incident, potential hazards, and any other relevant details.

Resourc®ispatchBased on thanformation gathered, PSTs dispatch appropriate emergency responders to
the scene.

Communication an€oordination:;PSTselay information and facilitating communication throughout the
responseo the public, incident responders, and other agencies

Documeration andRecordkeepind®STs document all calls and actions taken, ensuring accurate records fo
future analysis and evaluation.

Benefits of ICS for PSTs

T

ClearUnderstandingf Rolesand Responsibilities{nowing who is responsible for what helps PSsfon
their tasks and avoid confusion or duplication of effort.

EfficientResource AllocatiohCS ensures resources are directed to where they are needed most, leading tc
faster and more effective response.

ImprovedCommunicatiorand Situational AwarenesPSTs stay informed about the overall incident status
and can relay updates to the public and emergency responders.

EnhancedbafetyandSecurityA weltorganized ICS structure helps ensure the safety of all personnel involved
in the response.
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07.04Understand thémpactsto ICS fronfProvidingor Receiving Aid

from Other Agencies

ThePSTsole is crucial in ensuring intagency cooperation within the 1G&cilitating resource sharing or relaying
information between agenciednter-agency collabor&n also presents unique challenges and impacts on ICS
operations.

Positive Impacts of Inteékgency Cooperation

T

Expanded Resource PoBharing resources across agencies broadens the available personnel, equipment,
and expertise, leading to faster and more comprehensive response.

Enhanced Response Capabilitiegferent agencies bring specialized skills and knowledge to the table,
enriching the approach to the incident and potentially unlocking innovative solutions.

Reduced Response Burd&esource sharing distributes the burden among agencies, minimizing response
times and pressure on individual departments.

Strengthened Interoperabilit Regular collaboration fosters communication and understanding between
agencies, improving future coordination and joint response efforts.

Unified Command StructurkE S provides a framework for integrating resources and personnel from multiple
agenciesinder a single, coordinated command, ensuring overall coherence.

Challenges and Considerations

1

Communication BarriersDiffering terminology, protocols, and technology platforms can lead to
misunderstandings and delays in information exchange.

Jurisdictioal IssuesClear delineation of responsibilities and decisiaaking authority is critical to avoid
confusion and potential conflict between agencies.

Resource Allocation and Prioritizatid’etermining how to best allocate shared resources and prioritize
needs across agencies can be complex and require careful negotiation.

Training and Familiariti?STs need training and understanding of ICS protocols andgetecy cooperation
procedures to facilitate communication and resource sharing.

Cultural Differaces and Communication Styl€ecognizing and adapting to diverse agency cultures and
communication styles is crucial for building trust and ensuring smooth collaboration.

Strategies for Effective Intéxgency Cooperation in ICS

1

Establish Clear Communieat ProtocolsStandardize terminology, utilize designated channels, and verify
information exchange to minimize ambiguity and misunderstandings.

Prioritize Joint Training and PlanniRggularly conduct exercises and simulations together to familiarize
personnel with ICS protocols and intagency procedures, fostering trust and collaboration.

Form Joint Communication TeaniSedicatel teams with representatives from various agencies to
streamline communication and resource allocation decisions, enhamardjration.
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PST are a bridge between agencies, facilitating collaboration and ensuring the seamless flow of resources a

communication within the ICS structure. By actively engaging in and understanding the nuancesagénater
cooperationPSTgancontribute significantly to a safer and more prepared community.
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End of Section 07 Worksheet

1. Established hierarchy of authority and responsibility within the ECC or any command structure.
a) Chain of Control
b) Chain of Command
¢) Chain of Order
d) Chain of Instruction

2. Listthree @) reasons why structure is important.

3. A weltdefined structure andhain of command are not meant to restrict but to empower the PST.
a) True
b) False

4, The acronym NIMS stands for.
a) National Information Management System
b) National Incident Main System
¢) National Incident Management System
d) National Incident Supervisi@ystem

5. NIMS is a standardized approach to incident management developed Bgdbeal Emergency Management
Agency (FEMR) to ensure consistent and effective response across all levels of government, private sector, an
non-profit organizations.

a) True
b) Fale

6. The Incident Command System (ICS) is an organizational structure for managing incidents of all sizes
complexities. It establishes clear roles and responsibilities for personnel involved in the response, ensuri
coordinated and effective actiohig the six (6) key positions.
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7. While the PST plays an important role in the ICS, the PST is not a vital link between the public, responders, and the
incident itself.
a) True
b) False

8. Name two (2) positive impacts iofer-agencycooperation. (5 possible)

9. List at least three (3) challenges and consideratiomta@fagencycooperation. (5 possible)

10. Forming joint communication teams and establishing clear communications protocols are strategies for
establishing effectivanter-agency cooperation.
a) True
b) False
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Section 08 Objectives

08.0 Understand the basic principles of law enforcement communicafléresstudent

will be able to:

08.01
08.02
08.03
08.04
08.05
08.06
08.07
08.08
08.09

Identify the most commonly used terms in law enforcement.

Understand the roles and responsibilities of law enforcement officers.

Know the different types of law enforcement units.

Understand the various reasons that citizens request police assistance.

Understand the difference between criminal and civil complaints.

Understand why a PST should not give legal advice.

Understand the difference betweenmogress, just occurred, and past event incidents.
Comprehend the various types of emergency response modes.

Understand the role of the PST during critical incidents to include active assailant, barricaded subjec

hostage situations, suicide threadsd missing or abducted persons.

08.10
08.11
08.12

Understand why some law calls may require EMS and/or fire service response.
55a0NROS GKS t{¢Qa NR{S Ay 2FFAOSNI alF-FSieod

Understand the various types of law enforcement related broadcast alerts.

Return to Table of Contents
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08.01Identify theMost Commonly Used TerrimsLaw Enforcement

Law enforcement agencies often use similar terminology and acronyms to describe incidents and systems. Som
the most used terms are:

T

1
T
1

=

=

=A =4 =4 =4 =4

AssaultThe threat of bodily harm by a person with the appérpresent ability to carry out the threat.
Attempt toLocate(ATL)initiation of efforts to find and identify a person or object
Backup: Sending additional field resources to assilser field resources on scene or enroute to scene

Battery: The intentional touching or striking of another person in a harmful or offensive manner, without
GKFGd LISNaR2yQa O2yaSyaoe

BOLOEstablish, maintain, and/or broadcast a description of person®pegy of interest.

Criminal Justice Information Services (CAlS)ivision of the=ederal Bureau of InvestigatioRB] that
LINE GARSE AYTF2NNIGA2Y Fo2dzi LIS2LX SQa O Nktivitesjahd K /
other law enforcemat-related data to qualified entities

CriminaMischief Vandalism; destroying or damaging public or private property maliciously.

Cyber Stalkingilo communicate words, images, or language by or through the use of electronic mail or
electronic communicatins, directed at a specific person, causing substantial emotional distress to that
person,and serving no legitimate purpose.

Domestidispute A quarrel within a family or between members of the same household, which may or may
not include violence.

Drivhg Under the Influence (DUQperating a vehicle while under the influence of drugs and/or alcohol.

Felony:A serious crime punishable by death or imprisonment in a state penitentiary or in correctional
facilities foraminimumof one day over a year.

FieldinformationReports(FIR)A short narrative completed by field units after contact with citizens.

FCICCt 2 NARI Q& OSy G NI -Rlbatédidatd: 8S F2NJ NI OTAy3 ONRY:
Gone on Arrival (GOAYD longer on scene when responder arrived.

HomicideUnlawful killing of a human being.

Internal Affairs (IA)A division of a law enforcement agency that investigeitézen complaints of police
misconduct and handles internal disciplinary matters.

MisdemeanorA criminal offense that is punishable by a term of imprisonment in a county correctional
facility for up to a year.

NCICThenational hub for criminal justidgeformation, encompassing the fifty states, U.S. territories, and
Canada

Pursuit:The act of chasing in the attempt to apprehend whether on foot or by vehicle.
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1 ResistingArrest Knowingly and willfully resisting, obstructing, or opposing a law enforcteofiécer
engaged in the execution of legal process, or lawful execution of a legal duty

1 Restraining Ordern injunction or protective order issued by the court which requires one person to stop
harming another.

1 SexuaBattery:Any nonconsensual touchgof the intimate parts of another. This could include union with
the sexual organ of another; or oral, anal, or vaginal penetration by someone or some object.

StalkingA person who maliciously and repeatedly follows, harasses, or cyber stalks anatbrr per
Trespasswillfully remaining on a property without authorization.

Warrant:A written order issued by authority of the state and commanding the seizure of the person named

= =4 =4 =4

Writ of Bodily AttachmentA warrant issued as a result of civil contempt.

dor

Figurel4 Nassau County Sheriff's Office

Florida PST Workbook Section 08 138



Florida PST Workbook Version 1.01 2024

08.02Understand theRolesand Responsibilitieef Law Enforcement
Officers

As a PST, interacting with law enforcement officers is inevitable. Understanding their roles and rigsgraiiilars
PSTso collaborate effectively and provide the best possible support during critical situations.

Enforcing the Law and Maintaining Public Safety

1 Primary Dutytaw enforcement officers are sworn to uphold the law, investigate crimespgmedhend
offenders. They work to maintain order, prevent crime, and protect individuals and communities.

1 Varied Responsibilitiesheir duties extend beyond responding to emergencies. They may conduct traffic
stops, enforce traffic laws, patrol designatedas, and serve warrants or arrest individuals.

1 Specialized Unitfifferent units within law enforcement focus on specific areas, like narcotics, forensics, ot
SWAT teams. Understanding their expertise canP@lfslirect resources effectively.

Recogniing Limitations and Supporting Roles

¢ Distinguishing Role¥’hile PSTs play a vital role in emergency response, remember that law enforcemen
officers have the authority to make arrests and enforce the law.

1 Sharing InformatiorProvide officers witaAccurate and timely information about the situation, caller detalils,
and potential risks. This helps them make informed decisions and take appropriate action.

1 Deescalation and Suppott situations involving emotional distress or conflict, offer supjodfficers
through active listening, calming techniques, and requesting additional resources if needed.

By understanding the roles and responsibilities of law enforcement offik®Tsan build effective partnerships,
facilitate smooth communication, dicontributeto a safer community for allollaboration and mutual respect are
key to navigating even the most challenging situations.
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08.03Know theDifferent Typesf Law Enforcement Units

PSTserve as vitdink between the public and law enforcemte Knowing the different types and their specialties is
crucial for efficient response and accurate resource allocation. Law enforcement units include, but are not limited
to:

1 Aviation Unit: Provides aerial surveillance
assists in search and rescue @iEms, and
tracks suspects from the air.

1 Canine (K9) UnitShese highly trained dog
and their handlers excel in tracking suspeg
detecting narcotics and explosives, a
assisting in search and rescue operations.

1 Civil UnitsHandle norcriminal maters like
traffic citations, noise complaints, and ani
control issues. PSTs should direct citizens
the appropriate civil unit for these specif
concerns.

1 Corrections UnitsResponsible for the safé
and secure custody of incarcerate®
individuals in jails and prisons.

Figure 16 Aviation Unit

1 Crisis Response TeamSomprised of specially trained
personnel equipped to handle situations involving individuals
experiencing mental health crises or suicidal ideation.

1 Federal Law Enforcement Agenciégencies like the FBI,
Drug Enforcement AdministratioDEA, and SecreService
have specific national or global jurisdictions to investigate
specific crimes or threats.

1 Hazardous Device UnitTrained in identifying and
neutralizing explosives and hazardous materials.

1 Investigations UnitComprised of detectives who specialize
in indepth investigations of specific crimes, gather evidence,
interview witnesses, and apprehend suspects.

1 Marine Uhits: Patrol waterways, enforce boating laws,
respond to maritime emergencies, and investigate crimes on
the water.

Figure 17 K9 Unit
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1 Special Weapts and Tactics (SWAR)group of responders traine¢ s
to deal with unusually dangerous or violent situations and ha'
special, or superior, weapons more powerful than standard is{  ©
SWAT teams handle higkk situations like hostage negotiation
active assailantincidents, and serving warrants in dangero

environments.

Florida PST Workbook

Figure 18 Marine Unit
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1 Mounted Unit: Patrols large areas on
horseback, providing crowd control, unique
access to difficult terrain, and community
engagement oppaunities.

1 Patrol Unit: The backbone of local law
enforcement, patrol officers respond to calls
for service, conduct traffic stops, and
investigate crimes in their assigned areas.

1 PIO: Responsible for managing public
communication and media relations thg
critical incidents and larggcale events.

1 School Resource Officer (SR@uild
relationships with students, staff, and the
community to promote safety and prevent
crime within schools.

Figure 19 Mounted Unit
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08.04Understand thé/arious Reasornbat Citizens Request Police

Assistance

Understanding thenultiplereasons why people call 9l assisPSTs to effectively triage calls, dishaesources,
and provide support to callers in distress.

The Spectrum of Police Calls

Citizen requests for police assistance can be broadly categorized into three main areas:

T

Crimes in Progress or Immediate Thre@tsse calls involve ongoing criminal activity, imminent danger, or
potential violence. Examples include domestic violence incidents, astigdantsrobbery in progress, or
assault.

Suspicious Activity or Conceriisese calls involve reports of potetlly criminal activity or situations that
raise concern for public safety. Examples include suspicious persons loitering, vandalism, reports of drug use,
or potential child endangerment.

Non-Criminal Requests for Assistantiese calls involve situatiomgjuiring police intervention but are not
necessarily criminal in nature. Examples include requests for welfare checks, assistance with mental health
crises, traffic accidents, or noise complaints.

Factors Influencing Citizen Requests

Severafactors can influence why citizens call the police:

1

Fear and Vulnerabilitireople experiencing fear, danger, or feeling unsafe will often reach out to the police
for protection and intervention.

Lack of Alternative Resourcéssome situationsthe polie@ may be the only readily available resource for
assistance, especially in areas with limited access to social services or mental health support.

Misunderstanding of Police Role: ome situations,citizens may not be aware of the appropriate use of
police services and may call for nonminal situations due to lack of knowledge or alternative options.

Cultural and Community Normisifferent communities may have varying expectations and norms regarding
police involvement in specific situations.

PSTs as ®keepers and Navigators

PSTseed to navigateitizen requestdy activelylistening to callers, understanding the underlying context, and
skillfully assessing the situation, PSTs can:

1

TriageCalls Effectivel\pifferentiate between urgent threats, poteat crimes, and nooriminal requests,
ensuring appropriate resource allocation.

ProvideSupportandGuidanceOffer callers emotional support, gscalate tense situations, and direct them
to relevant resources beyond police intervention when necessary.

Gather Accurate Information©Obtain detailed information from callers to facilitate efficient dispatch and
ensure the safety of responding officers and the public.

Florida PST Workbook Section 08 142



Florida PST Workbook Version 1.01 2024
1 Contribute toDataDriven Decision Makingtnalyze call data to identify trends, understamthmunity
needs, and inform police resource allocation and training strategies.

By developing thoroughunderstanding of the varied reasons why citizens seek police assift&T@an become
more effective, contributing to a safer and more responsive community.

Figurel5 Jacksonville Sheriff's Office
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08.05Understand théifference Between Criminahd Civil
Complaints

PSTs often serve as the first point of contactcitizens seeking assistance, navigatimguéiitude of situations.
Distinguishing between criminal and civil complaints is crucial for PSTs to guide individuals toward appropriate
resources and ensure the most effective response.

Clarifyinghe Differences

Criminal and civil complaints represent fundamentally different legal avenues for addressing wrongs. Grasping these
core distinctions empowers PSTs to provide accurate information and connect individuals with the right support.

Criminal Complaints

1 Foaus:Violations of criminal laws punishable by lostalte,and federal governments.

1 ObjectiveHold the offender accountable through arrest, prosecution, and potential incarceration.

1 Initiated by:The appropriate government agency, represented by the prosecutor's office.

1 EvidencdRequiredBeyond a reasonable doubt, proving the defenadammimitted a specific crime.

1 ExamplesRkeporting a robbery, assault, or vandalism.
Civil Complaints

1 FocusDisputes between individuals or entities seeking compensation or resolution otamaral matter.
ObjectiveReceive financial compensation, e®a contract, or obtain a court order to address the issue.
Initiated by:The individual or entity seeking relief, through a lawyer or on their own.

EvidenceRequiredPreponderance of the evidence, showing it is more likely than not that the claim. is tru

=A =4 =4 =N

ExamplesRkReporting a contract breach, property damage, or a neighbor dispute.

Key Distinctions for PSTs

1 Nature of the WrongCriminal complaints address violations of public law, while civil complaints address
private wrongs between individuals.

1 Burdenof Proof.Criminal cases require a higher standard of proof ("beyond a reasonable doubt") than civil
cases ("preponderance of the evidence").

1 RemediesCriminal cases aim for punishment and rehabilitation, while civil cases seek compensation or
resolution

1 Initiation: Criminal cases are initiated by the appropriate government agency, while civil cases are initiated
by the individual seeking relief.

PST Responsibilities in Action

9 Active Listening and Clarificatigkctively listemgto the caller's explarimn, askng clarifyingguestions to
understand the situation fully, and document key details.
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1 Identifying the Legal Pathwayased on the information gathered, analyze whether the complaint falls under
criminal or civil jurisdiction.

1 Resource NavigatioRrovide accurate information and connect the caller to the appropriate resources, such
as law enforcement for criminal complaints or legal counsel for civil matters.

1 Maintaining NeutralityAvoid expressing personal opinions or offering legal advRR80 @le isto remain
objective and provide information while guidicaglerstowards relevant resources.

Understanding the legal distinctions between criminal and civil complaints empowers PSTs to handle situations v
assuranceThis knowledge allows timeto guide callers effectively towards the most suitable resources. PSTs' primary
focus remains gathering accurate information, assessing the situation, and connecting callers to the right resourc

Figurel6 City of Orlando Police Department
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08.06Understand why a PShouldnot Give Legal Advice

Providinglegal advice iprohibitedby PSTs since it fatiatsidethe scope oftheir certification Here are three key
reasons why:

1 Unqualified Expertis®STare trained in communication, emergency protocols, and resource management,
not legalstatutes,and court rulings. Their primary focus is on immediate response, not complex legal
analysis. Providing inaccurate or misleading legal advice could have sengrrpuences for both the caller
and the responding agency.

1 Ethical BoundariesCrossing the line into legal advice violates professional ethics and potentially puts the
PST at risk of legal liability. Their role is to gather information, not offer teggpretations or
recommendations.

1 Resource Misdirectio®@ffering legal advice may divert the caller's attention from the immediate emergency
and hinder their ability to provide accurate information or follow safety instructions. Directing them to
gualified legal professionals ensures they receive appropriate guidance and support.

Instead of offering legal advice, PSTs can:
Actively listen and validate the caller's concerns.

Gather relevant information about the situation.

=A =4 =

Provide information about availresources, such as legal aid organizations or hotlines.
1 Emphasize the importance of seeking professional legal counsel for complex situations.

Stayingwithin their clearly defined responsibilities and awafféringlegal advice protects both the PS@ &éme caller
from potential harm. By focusing on their core skills and directing individuals to appropriate legal resources, PSTs can
contribute significantly to effective emergency response and ensure everyone receives the support they need.

R
g\
L J .

Figurel7 St. Johns County Sheriff's Office
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08.07Understand théifference Between {Rrogress, Just Occurred,

andPast Event Incidents

As a PST, understanding the difference betwimgprogress just occurred,and past events isecessaryfor
prioritizing calls, providing accurate information, and ensuring appropriate response.

In Progress Events

f
f
f

Think"Present TenseThese are events happeniright now,unfolding as the call is being made.
ExamplesA firein progressan activeassailansituation,a medical emergency in retine.

Action:Immediate response isrequired PSTs prioritize these callsspatching resources like
firefighters,paramedicsor police officers without delay.

Just Occurreévents

1 Think Past Tensehut Fresh"These events hayjast happenedvithin the past few minutes but are no
longer actively unfoldingeach agency usually has a policy to determine how many minutes would be
considered a just occurred event.

1 ExamplesA ca accident that just happened,robbery that was completed minutes agayitness reporting
a suspicious activity they just observed.

1 Action:While urgency is still higthe situation may not require immediate dispatBt&Ts gather
details,assess potential riskand determine the appropriate responsehich could involve dispatching
resources or providing further instructions.

Past Events

{1 Think Distant Past"These events happenastme time agogften hours or even days before thall.

1 ExamplesReporting a missing person who disappeared a weelsagking information about a crime that
happened yesterdayequesting assistance with a rargent issue like lost property.

f Action:While importantthese calls are generally loweriguity. PSTs gather informatiodpcument the

details,and direct the caller to appropriate resources like -eamergency police lines or social services
agencies.

DifferentiatingTheseBEvent Types

|l

Active ListeningPay close attention to the caller's daption of the situation and the timing of the
event.Ask clarifying questions to pinpoint the exact timeframe.

Understandingcontext Consider the nature of the event and its potential for immediate danger or ongoing
harm.

PrioritizingEffectivelyAllocde resources and support based on the urgency and potential impact of each
situation.

By understanding how tdlifferentiate betweenevent types, PSTs can ensure timely and effective response to all
situations,makinga greater impact in their crucial role.

Florida PST Workbook Section 08 147



Florida PST Workbook Version 1.01 2024

Specifitcimelines for these eventsay vary depending dnK S agénty@id locatio®®STs shouldways consult
theiragency's guidelines for detailed information and protocols.
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08.08Comprehend thé&/arious Typesf Emergency Response Modes

Most agencies have policies that dictate the response, as well as laws that are in place that dictate how an offic
can respond to a call. The most common responses are:

1 EmergencyResponselncludes utilizing lights and sirens.

1 NonEmergencyresponsenvolvesot utilizing lights and sirens.

Figurel8 Coral Springs Police Department
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08.09Understand théroleof the PSDuring Critical Incidents
Include Active Assailant, Barricaded Subjects, Hostage Situations,
SuicideThreats andMissingor Abducted Persons

The role of the PST is to gather and summarize pertinent information and relay it in a timely manner to the responder.
The PST will continue to relay updates as they are received, keeping responder and citizenreafd. The PST

will understand when radio silence is appropriate. If necessary, the PST will coordinate other resources to include
specialized units and mutual aid.

Critical Incident®efinitions

1 ActiveAssailantAn armed person who has, or intends to use, any type of weapon to inflict deadly physical
force on others and continues to do so while having unrestricted access to additional victims.

1 HostageSituation: Involves an individual being held against their. Widep in mind, the PST might be
speaking with the suspect, a hostage, or both.

1 BarricadedSubject:A subject that has blocked themselves in an area. Keep in mind, the PST might be
speaking with the barricaded subject.

 SuicideTKS | Ol 27F bl Ay3a 2ySQa 26

o SuicideAttempt: Deliberately doing harm to oneself that results in injury or the potential for injury
or death.

o SuicidalhreatAG KNB I & (2 Gl 1S 2ySQa 26y tAFS 6KSGHIKSNI
the threat.

1 Missing Persons:Anyore whose whereaboutsre unknown, regardless of the circumstances of the
disappearance.

1 Abduction:Wrongfully taking or carrying away of one person by another by force, fraud, or persuasion.

Information Gathering and Communication

{1 Active Listening and Assasent:Remain calm and focused. Actively listen to the caller, gather crucial details,
and assess the immediate threat level. Prioritize information like location, weapon presence, and number of
people involved.

1 Clear and Concise CommunicatiGommunicateeffectively with responders, relaying the situation
accurately and concisely. Avoid jargon and use clear language for efficient information sharing.

! Maintain Open Communication Lin&sep all involved parties, including supervisors and other agencies,
informed of the situation's developments. This ensures coordinated response and avoids confusion.

Resource Management and Support

7 Prioritizing and Dispatching Resourdssed on the threat level and situation specifics, prioritize the
dispatch ofappropriate resources like police, medical personnel, or specialized units.
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1 Providing Emotional Suppof@ffer emotional support to the caller, maintaining a calm and reassuring tone.
Guide them through any necessary safety measures and provide resdkecessis hotlines or suicide

prevention lines if applicable.

Deescalation and Negotiatioepending on the situation, PSTs may need to assist wiisaddation
efforts or relay messages between negotiators and the involved individuals.

Documentation

f Accurate and Detailed Documentatiddocument all information gathered throughout the call, including
caller details, timeline of events, and any specific instructions or actions taken. This serves as a vital rec

for future reference and potential invégations.

POLCE
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Figurel9 Fort Pierce SWAT

Florida PST Workbook Section 08 151



Florida PST Workbook Version 1.01 2024

08.10Understand why somieaw Calls May RequieMS and/oFire
Service Response

Law enforcement calls may require EMS and/or fire service response due to fs®terajexamples include but
are not limited to:

1 Potential injuries
Potential loss of life

Hazardous situations

= =4 =4

Standby

e

Figure20 Fort Myers Poli/ Lee County EMS
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08.115 S 4 ONXA 6 SRokéikSficer Safke A

CKS t{¢Qa (2L LINA2NAGE A& NBaALRYyRSNI alfSieod ¢KSe& v
professional and ethical manner. PSTs contributdficer safety bybut are not limited to

1 Relaying pertinent information, such as weapons and other safety concerns in a timely manner
Assuring the officezancopy information prior to releasing sensitive information.
Rebroadcasting pertinent informatialuring crisis incidents
Keeping track of perimeter locations
Ensuring the proper number and type of units are sent for-bpck
Checking on units in a timely manner, according to policy
SAy3 IgFNB 2F OKIFy3dSa Ay (GKS 2FFAOSNDRa (2yS Iy

Following up o officers who do not answer the radio or key the mic without verbally transmitting.

=A =4 =4 =4 =4 -4 -4 =4

Utilizing resources to find units who do not respémthe radio (cell phone, GPS/AVL, alert tones, dispatch
of units to last known location, etc.)

PATROL A\ “_,Q’..'
STATIONS 4 "N

Figure21 Florida Highway Patrol
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08.12Understand thé/arious Typesf Law Enforcement Related

Broadcast Alerts

t { ordleéextends beyond answering callsderstandingoroadcast alerts isssentiako effectively disseminating

critical information.

AmberHagerman

1 Silver Alertissued for missing
elderlyadults with dementia or
cognitive impairments who are
at risk of harm. Similar tc
AMBERAlIert but tailored for
vulnerable adults.

1 Blue Alertissued for Ilaw

Emergency Broadcasts

1 AMBERAlert:Issued for missing children under 18 in imminent
danger. Details includé K S Qi&sariptiarQ éehicle information, and

| suspect description (if available). Requiresmédiate action and

dissemination through all channels.

1 Purple Alert:Issued for missing adults 18 and older with an
intellectual or developmental disability, brain injury, or other physical,
mental, or emotional disability (not related to substance abwé®) are

at risk of harm. Similar to Silver Alert but emphasizes disability as a factor.

£ y )r" [
i Z’/.f«:q il
' A L L&7/./ (iv A @

1-888-FL Missing (356 4774)

A P F/or/di) .

enforcement officers in imminent danger. Details inclidé S 2 @esckipiidh Ndspect information, and
last known location. Requires immediate public assistance and vigilance.

1177 Florida Blue Alert Program

Florida Department of Law Enforcement
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Public Safety Broadcasts

1 BOLOItssued for wanted suspts, missing persons, or stolen vehicles. Details include suspect or vehicle
description, direction of travel, and potential danger level. Requires public awareness and reporting of al
sightings.

1 Evacuation Noticesssued during natural disasterskbazMat incidents. Inform residents about evacuation
routes, shelters, and potential dangers. Requires immediate action and clear communication to avoid pan

1 Shelterin-Placeissued during activassailansituations or hazardous material releases. Instregglents
to stay indoors, lock doors, and take cover. Requires clear instructions and updates on the situation.

Investigative Broadcasts

1 Witness Requesttssued to seek information from the public about a specific crime or incident. Details
include time location, and specific details withesses can provide. Requires public cooperation and watchf
awareness.

1 Suspicious Activity Reportssued to alert the public about suspicious activity patterns or individuals
potentially involved in criminal activitpetails include descriptions and potential areas of operation.
Requires public vigilance and reporting of suspicious behavior.

PST Role in Broadcast Alerts

1 Accuracy and Claritignsure all information received is accurate and relayed clearly to the. fiulible
check details and avoid using jargon or abbreviations.

1 TimelinessDisseminate alerts promptly through all available channels, including radio, social media, an
emergency notification systems.

 Target AudienceConsider the affected area and tailthe message to reach the relevant population
effectively.

{1 Continual Updates?rovide updates as the situation evolves and new information becomes available.

1 CoordinationCollaborate with other agencies and public information officers to ensure consistén
accurate messaging.

Specific procedures and protocols for handling broadcasts may vary depending n agenkyQand local
guidelinesPSTs should always consult thgiency's training materials and guidelines for detailed information.
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End of Section 08 Worksheet

1. A(n) is the threat of bodily harm by a person with the apparent, present ahitiy to
out the threat while af) is the intentional touching or striking of another person in a harmful
2N 2FFSyaArdsS YIYyySNE pAGK2dzi GKIG LISNA2YQa O2yas

2. FCIC is an acronym for the

3. List the primary duties of law enforcement officers.

4, The sharing of information by the PST provides officers with information about the situatic
details, and potential

5. Knowing the different types and their specialties is crucial for response and accura

6. List examples déderallaw enforcement agencies.

7. Citizen requests for police assistance can be broadly categorized into three main areas
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8. By carefully listening to callers, understanding the underlying context, and skillfully assessing the situation, PSTs
can:

9. Identify the following as a criminal or civil complaint

Robbery

Breach of Contract

Assault

Vandalism

Property Damage

Neighbor Dispute

10.As a PST, your primary focus is on gathering ,
, and

11. List three(3) key reasons PSTs should not offgaleadvice.

12. Crossing the line into legal advice violates professional and potentially puts the PST at
risk of legal

13.When prioritizing calls,events are classified as either - , or

14. To prioritize effectively the PST must allocate resources and support based on the and potential impact

of each situation.

15. The two(2) modesof response are and
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16. Duringcritical incidents, the role of the PST is to

17. Wrongfully taking or carrying away of one person by another by force, fraud, or persuasion is defined as a

18. Potential injuriespotential loss of lifehazardous situations armslandby are all situations that may require
response.

19.¢ KS t{¢Qa G2LJ LINAR2NRAGE Aada Quyuguyueueuyuyyuyyyyoed

20. List the various roles of the PST in broadcast alerts.

21.An) is issued for missing children under 18 in imminent danger. Detail§iificlide O K A f
description, vehicle information, and suspect description (if available). Requires immediate action an
dissemination through all channels.
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Section 09 Objectives

09.0 Understand the basic principles of emergency medical services (EMS)
communicationsThe studenwill be able to:

09.01
09.02

Identify the most commonly used terms in EMS.

Understand the roles and responsibilities of the emergency medical technician or paramedic atidrihe pa

care provided.

09.03
09.04
09.05
09.06
09.07
09.08
09.09
09.10
09.11

Understand the various transportation methods used.

Comprehend the various types of emergency response modes.

Define multicasualty incident (MCI).

Describe the role and responsibility of the PST during an MCI.

Define Trauma Center and Trauma Adeiteria.

Understand why some EMS calls may require law enforcement and/or fire service response.
5SEO0ONROS (KS t{¢Qa NRBfS Ay 9a{ NBalLRyRSNJ al FSi¢
'YRSNEGFYR (GKS t{¢Qa NRB{S Ay NBFSNNIft (2 23G§KSNJ

Understand the role of the PST in relation to telecommunicator CPR.

Return to Table of Contents
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09.01 Identify the most commonly used terms in EMS.

PSTs should be familiar with terms and acronyms commonly used by EMS agencies. Familiarization of commonly
terms may facilitate effective and timely classification and prioritization of EMS incidents. Some of the mo
commonly usedermsare, but notlimited to:

1

= =4 =4

1

Abdominal ThrustH2 NY¥SNI & (y26y | & {§:KRSeméarhgeSck ¥éhAiqDK thaa tilifed dz¢
upward thrusts just below the rib cage, to force air from the lungs and up through the ttaafiskndge a
F2NBAIYy o62Re& T NRiwayl OK21Ay3d LISNR2YQa

Airway Obstructiont A partial or full blocking of the airway. An airway may be obstructed by the tongue,
foreign bodies, swelling, trauma, and some infections.

ALS:Emergency medical care provided by paramedics that involve invasive procedures. Paramedics ¢
trained to provwde cardiac life support, administer medications, and perform various invasive procedures
Outside the hospital, paramedics provide the highest level of care.

Automated External Defibrillator (AEB)portable device whicbananalyze the heart rhythm arakliver
an electrical shock (when necessary) to restore the heart to a normal rhythm.

BloodPressure (BPPressure of circulating blood against the walls of the blood vessels.

BLSEmergency medical care is providedHmergency Medical Technicians (EMifs) paramedics that
involve nonrinvasive procedureE£MTsmust complete classroom and practical education in trauma care,
cardiac and stroke care. They are trained in CPR, advanced first aid, oxygen therapy, AED usage, childt
and assisting with basicedication administration.

CardiadArrest The abrupt loss of effective heart function.
Cardiac or Cardié®rtaining to the heart.

Cardiopulmonary ResuscitatiocBRR A technique which utilizes rescue breathing and chest compressions
when a patient has suffered from cardiac arrest.

Cerebrovascular Accident (CVA):interruption or severe reduction of oxygech blood supply to a part of
the brain. The interruption nyabe caused by a clot, plaque fragments, or a ruptured or leaking vessel. A CV,
is commonly referred to as a stroke.

Dead on Arrival (DOA)

Diabetic:A person whose body is unable to regulate blood sugar. Some symptoms may mimic those
intoxication.

Do Nd Resuscitate (DNRytedical order written by a doctor instructing health care providers not to do CPR
AT F LI GASyGdQa OoNBFGKAY3 2N KSENL adz2LA®

EdemasSwelling.
Estimated Time of Arrival (ETB3timation of the time a responder or person may arriveeit thestination.
ETOHIntoxication from ethyl alcohol

Gun Shot Wound (GSWYound caused by a gun shot.
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HypertensionHigh blood pressure

HyperthermiaA state of abnormally high internal body temperature

HypotensioniLow blood pressure

HypothermiaA state of abnormally low internal body temperature

Intravenous (IV)An apparatus used to administer a fluid into a vein.

LacerationA cut or tear of th skin or flesh.

Landing Zone (L&) securearea for landing emergency aircratt.

Level of Consciousness (LACKS Y SI &adzZNB 2F | LISNA2yQa NBalLlRyaigSy
Overdose (ODpn excessive and/or dangerous dose of a drug, whether intentional or iatatide

RescueA unit used to respond and/or transport for medical emergencies.

RescueBreathing Mouth to mouth resuscitation, a form of artificial ventilation. The act of assisting or
stimulating respiration in which a rescuer presses their mouth aghatsof the victim and blows air into
0KS LISNR2yQa fdzy3ao

RespiratonArrest: Cessation of breathing due to a failure of the lungs to effectively function.
Respiratoryrelating to or affecting respiration or the organs of respiration.

SeizureA sudden srge of electrical activity in the brain that typically affects how a person acts or feels for
a short time. Symptoms may range from dramatic shaking to barely noticeable.

SyncopeFainting

Telecommunicator CPRCPR The delivery ohigh-quality CPR instruction by trained 911 PSTs for acute
events requiring CPRould also be referred to as Dispatch Ded€@PR

Vital Signsa S| adzZNBYSy ia 2F GKS o02ReQa Y2adG oFaArld FdzyOilaAz
rate, and bog temperature are the four main vital signs routinely obtained by responders. Vital signs are
YSFadz2NBR G2 200FAY F 1ljdzAO1 S@lIftdzdAz2y 2F | LISNAZ2Y
detecting medical issues.

Figure22 Orlando Internatioal Airport Rescue

Florida PST Workbook Section 09 164



Florida PST Workbook Version 1.01 2024

09.02Understand theRolesand Responsibilitieef the Emergency
Medical Techniciaor Paramedi@and thePatient Care Provided

Who are EMTs and Paramedics?

1 EMT EMTs provid8Lare inpre-hospital settingsTheir training includes:

(0]

(0]

(o]

(0]

(0]

(0]

First aid and CPR

Oxygen administration

Basic airway management and stabilization
Immobilization techniques

Monitoring vital signs

Patient assessment and reporting

1 Paramedics?aramedics possess advashamedical training and equipmemtoviding a higher level of
care.Theynot only provide thd8LSare,but they additionallgan dothe following

(0]

(0]

(0]

(0]

(0]

Administer medications and fluids

Perform advanced airway management|uding intubation
Interpret EKGand monitor cardiac activity

Deliver critical interventions like defibrillation

Manage complex medical emergencies

Key Responsibilities of EMTs and Paramedics

1 Scene Assessmelitpon arrivalthey assess the scene and patient for potential hazardpraoitize care
based on urgency.

1 Patient Assessmenthey conduct a thorough physical and neurological examingtgimering vital
information and identifying potential injuries or illnesses.

7 Initiating CareBased on their assessmetitey provide apprpriate medical interventionsncluding:

(0]

(0]

(0]

Airway management (ensuring adequate breathing)
Bleeding control

Pain management

Immobilization of injuries

Monitoring vital signs and adjusting care as needed
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09.03Understand thé/arious Transportation Metils Used

Transportation Methods

T ALS

o Paramediestaffed transportation
units.

o Handle critical situations.

o Provide advanced medical ca
on-site.

1 BLS
o EMT staffed transportation units,
o Provide essential medical care.
1 Medical Evacuation (Medevac):

o Helicopters or specializec
vehicles.

o Swift transportation for critically,
ill or injuredpatients. :

o Access to advanced care facilitie]
1 Tiered Response System:

o Matches transportation method
to urgency level.

o Ensures timely and appropriate
care for all patients.

Figure 29 Medevac
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09.04Comprehend thé&/arious Typesf Emergency Response Modes

Most agencies have policies that dictate teeponse ohow EMTs/Paramediosan respond to a call. The most
common responses are:

1 EmergencyResponselncludes utilizing lights and sirens.

1 NonEmergencyresponsenvolves not utilizing lights and sirens.

Figure23 Gilchrist County Rescue
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09.05DefineMulti-Casualty IncidentMC)

Multi-Casualty Incident (MCHommonly known as MassCasualty Incidents an incident where the number and

aSOSNARGe 2F Ol adzatdrSa SEOSSRa GKS OF LI 6 Atutndt énitedl ¥ G KS
to:

Terrorist attacks

Mass shootingbactive assailant

Natural disasters

Vehicle crashes with numerous patients

=A =/ =4 =4 =4

Aircraft emergencies

Figure24 Francis Scott Key Bridge MCI
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09.06Describe thdRoleandResponsibilitgpf the PSDuringan MCI

PS¥are the first line of defense in any emergency. But when faced \Wi@ldahe stakes rise significantly. t { ¢ Q.
role transforms from call tak&lispatcherto the coordinator, andheir actions can directly ipact the survival and
wellbeing of multiple victims.

Understanding the MCI

1 A MCI is any event that overwhelms local resouressiting in numerous casualties requiring immediate
medical attentionExamples include natural disastersplosionsshooting,and transportation accidents.

1 Every MCI is uniqueequiring adaptability and quick decisioraking.
The PST's Critical Responsibilities

1 Rapid Triage:
o Gather information quickly and accurately to prioritize calls and allocate resetfess/ely.
o Ask concise questions to determine the nature of the incigemhber of casualtiesind severity of
injuries.
o Utilize triage protocols to categorize victims based on their need for immediate medical attention.
1 CleartCommunication:

o Maintain clear and concise communication with all responeéessjring accurate information
transfer.

o Avoid using jargon or abbreviations that may be misunderstood in-@tagbure situation.

o Relay updates on the situatiaesource deplayent,and arrival times to keep everyone informed.
1 Resource Mobilization:

o Dispatch appropriate resources based on the incident's nature and severity.

o This includes ambulancése departmentsjaw enforcementand medical personnel.

o prioritize critical reources like trauma teams and specialized equipment.
1 Scene Management:

o Provide instructions to callers within the affected agrading them to safety and minimizing further
harm.

o Relay important information to responders arriving on scene) as poteridl hazards and entry
points.

o Maintain a calm and professional demeamegssuring both callers and responders.
1 Documentation:
o Document alkcalls,and actions taken throughout the incident for future reference and potential

investigations.
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o This includesaetails like time of callseported informationand resource deployments.

Additional Skills for Success

1 Emotional Resilienc®ICls can be emotionally challengiBgvelop coping mechanisms to maintain
composure and focus under pressure.

1 Multi-Functional Bxterity: Juggling multiple callspordinating resourcesnd managing information flow
requires exceptional multitasking skills.

¢ Ciritical ThinkingAnalyze situations quickly and make sound decisions based on limited information.
1 AdaptabilityPSTs mugte prepared to tailor their approach to the unique circumstances of each MCI.

Understanding the rolalevelopingskills, and maintaining a calm and focused demeanor empowers PSTs to become
coordinabrsfor aMCI response. Every action taken contributesifsigintly to saving lives amésinghe impact of
this critical situation.

Figure25 Jacksonville Sheriff's Office MCI
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09.07Define Trauma Center and Trauma Ad&tteria

Trauma Centers

f
il
il

Hospital unitspecializing in acute and liflereatening injuries.
Divided into levels based on resources and capabilities.

Not all hospitals are trauma centers.

Trauma Alert Criteria

il
f

Method for grading injury severity and determining trauma center transport.
Final dedion byemergency respondsybut PSTs should:
o Use situational awareness skills.

o Prepare to allocate additional resources.

Conditions Potentially Requiring Trauma Alert

= =4 =4 =4

1

Falls > 10 feet.

Severe headeck,or torso injuries.
Advanced imway assistandee., intubation)
Paralysis.

Other lifethreatening conditions.

Additional Notes

il

PSTscoordinat resources and
facilitate timely transport to
appropriate trauma centers.

Understanding trauma criterig
and potential resource needs
improves PST preparedness a
contributes to optimal patient
care. |

Figure26 Trauma One
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09.08Understand why some EMZalls May Require Law Enforcement
and/or Fire Service Response

Law enforcement response may be required with any call where fitty sé patients, responders, or the public may
be in question. The EMS unit may be requested/required to stage if any of these conditions are putseoit
limited to:

1 Any call that involves a potential crime (arson, shooting, stabbing, suspicicusedeat
Any call where crowd/traffic control may be required

Combative patients

Suicide calls/suspected drug overdoses/domestic violence. cases

Standby with unattended minars

To secure a structure if entry was forced in the response

Evacuations

=A =4 =4 =4 -4 -4 =4

Anycall as defined by local policy
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09.095 S & ONJR 0 SRokiIKEMRegpontei Safety
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professional and ethical manner. PSTs cortibu officer safety bjput not limited to

1 Relaying pertinent information, such as weapons and other safety concerns in a timely. manner
Assuring themergency responderancopy information prior to releasing sensitive information.
Rebroadcasting pertime information during crisis incidents

Checking oemergency respondstin a timely manner, according to policy

= =4 =4 =4

Following up oremergency respondsrwho do not answer the radio or key the mic without verbally
transmitting.

9 Utilizing resources tlmcateemergency respondsrwho do not respontb the radio (cell phone, GPS/AVL,
alert tones, dispatch of units to last known location, etc.)

Figure27 Brevard County Fire Rescue
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09.10! Y RS NA { | Y Roleith Refrrato{Oth€ Resources

The PST plays a crucial role in saving lives and promoting public safety by connecting individuals in crisis to immediate
help. By using skills like active listgr PSTeanconnect individuals in distress to crucial resources like suicide crisis
line (988)poison contrglanimal control, wildlife resources, and other available resources based on agency demands

BROWARDICOUNTY/SHERIFERD & I

DEPARTMENT{OF!

QLT ‘f> %

|
Y|

Figure28 Broward Count Fire Rescue
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09.11Understand thdRoleof the PST iRelatiornto
Telecommunicato€EPR

PSTE are far more than just the voice that answers the call, they thefirst point of contact. As the 911 first
respondertheir actions during a cardiac arresteen canmeanthe difference between life and death. This is where
T-CPRomes in, andheir role becomes nothing short bfe saving

What is TCPR?

T-CPR involves PSTs providing clear and concise instructions to callers over the phone, guitingutjietife
saving chest compressions and rescue breaths until professional help arrives. This crucial intervention ¢
significantly increase the chances of survival for individuals in cardiac arrest.

¢tKS t{mB@PRw2f S

1 LifesaverPSTsquip them sdf with Emergency Medical Dispatch (EMB)jning to become qualified in
providing TCPR instructions.

{1 Situation AssessmemSTsuickly analyze the situation to determine if CPR is need&thg key questions
about the victim's condition and surroundg

 Calm Amidst the Chad3STs mustaintain composure and speak clearly with the calleiding them
through the initial phase of shock and fear.

1 Instructional Expertisé&2STprovide stepby-step instructions for chest compressioaes)phasizing proper
hand placementcompression depthand rate.

1 Breathing Coacht appropriate PSTsguide the caller in delivering rescue breaths effectiegiguring
proper mouthto-mouth seabnd ventilation.

1 Empowering SupporBSTgncourage the caller throughout the processninding them of their crucial role
in saving a life.

¢ Lifeline PSTgemain on the lineproviding continuous support and instructions until medical personnel
arrive,ensuring a seamless handover.

The Impactofi KS Rde¢ Qa

1 Increased Survival Rat&udies show that -TPR significantly increases the chances of survival for
individuals in cardiac arrest.

1 Enhanced Community SafeBSTW skilled intervention contributeso a safer community by reducing
fatalities from cardiac arrest.

1 LifesaverPSTsnake a tangible difference in someone's Igaying a lasting impact on not only the victim
but their loved ones as well.

PST Skill Development

1 Embrace EMD TrainingSTs shouldedicatethem selfto learningEMD protocols and practicingCPR
scenariogegularly.
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1 Refine Communication SkilsSTs should continue to work on thaibility to communicate
clearly,calmly,and effectively under pressure.
1 Empathy is Keyevelop and utilize empathy to connect with callers in distress and motivate them to act.

 Stay PreparedEvery call holds the potential for laving intervention. PSTs must remain ready to assume
their -CPR role instantaneously.

Specific TPR protocols and procedures may vary dependifigkoB agéntyasd local guidelind2STs should
always consult themgency's resources and training materials for detailed information.

Figure29 Coral Springs PST
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End of Section 09 Worksheet

1. Match commonly used EMS terms

A.Seizure D.Do not Resuscitate
B.Syncope E.Automated External Defibrillato
C. Diabetic F.Intoxication fromghyl Alcohol

Sudden surge of electrical activity in the brain that typically affects how a person acts or feels f
short time. Symptoms may range from dramatic shakirtgtely noticeable

aSRAOFEf hNRSNI gNAGGSY o0& | R2002NJ AyaidNHzO!
breathing or heart stops

Fainting

A portable device which has the ability to analyze the heart rhythm and deliver an electrical sh
(when necessary) to restore the heart to a normal rhythm

A person whose body is unable to regulate blood sugar. Some symptoms may mimic those of
intoxicaion

Intoxication from ethyl alcohol

2. possess advanced medical training and equipment, providing a higher level of care

3. provide basic life support care ihgspital settings.

4. Define Advanced Life SuppLS):

5. Define Basic Life Support (BLS):
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6. Defineemergencyresponse andon- emergencyresponse modes.

7. Give two (2) examples ohaasscasualtyincident.

8. The PST has critical responsibilities during an MCI indifigaiain themportance of rapid triage.

9. List four (4) skills a PST should use during an MCI to ensure success.

10. A method used for grading injury severity and determining trauma center transport is known as trauma alert
criteria.
a) True
b) False

11. List two (2) conditions that could potentially require a trauma alert.
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12. List two (2) reasons law enforcement would respond on an EMS incident.

13. List three (3) roles the PST plays in responder safety.

14.The PST should never reégyone to other resources.
a) True
b) False

15. involves PSTs providing clear and concise instructions to callers over the phone, gui
them through lifesaving chest compressions and rescue breaths until professional help arrives. Tddis cruc
intervention can significantly increase the chances of survival for individuals in cardiac arrest.
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Section 1@Dbjectives

10.0 Understand the basic principles of fire services communicalitssstudent will be
able to:

10.01 Identify the most commonly used terms in the fire service.

10.02 Understand the roles and responsibilities of fire service responders.
10.03 Define types of fire incidents.

10.04 Comprehend the vi#ous types of emergency response modes.

10.05 Know the different types of fire service apparatus used.

10.06 Comprehend the various types of fire response plans.

10.07 Identify basic precautions taken during a hazardous materials incident.

10.08 Identify typical locations and various containers used for the storage, transport, use, or dispasatioiusa
materials.

10.09 Understand various resources and notifications required for hazardous materials incidents.
1010 5SaONARO6S GKS t{¢Qa NRbDwraldirfighterdafety’ @ Rl @ A& OF ft SF

10.11 Understand why some fire calls may require law enforcement and/or EMS response.

Return to Table of Contents
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10.01 Identify theMost Commonly Used Terrimsthe Fire Service

= =4 =4 =4 =

1

Acknowledged / Receiveficknowledging that units have received the incident.

AlarmLevels A response matrix which determines the number and type of units thatspond.
All ClearThere are no additional occupants or victims.

Arson:The act of maliciously setting fires or causing an explosion.

Automatic AidA predetermined agreement between multiple agencies to provide mutual assistance for
fires and othetargescale emergencies.

Bunker GearThe protective clothing worn by firefighters for intericg
structural firefighting.

Clear / AvailableUnits have completed the assignment and
available for the next incident.

Emergency / Priority trafficAn urgent message which tak
precedence overoutine radio traffic. Emergency traffic may invol
the use of alert tones.

Extrication:An incident in which a trapped victim must be remo
from a vehicle or other type of machinery.

Fire Out: Active flames have been extinguished; flaps are still |
possible.

Mayday:Internationally recognized distress signal.
Mutual Aid:Facilitating the sharing of resources between differ 2 7
jurisdictions. Figure30 Firefighter in Bunker Gear an
On Scene / Arrivalinits have arrived on the scene of an incident. PPE

Personal Alert Safety System (PASS)udble alarm which notifies other firefighters when a team member
becomes motionless.

PrimarySearch A rapid search to locate victims before or during the fire suppression operation.

Scene SafetyAssessing the environment for any potential hazards (weapansyer of people involved,
environmental concerns, downed power lines, spilled chemicals, unstable structures, violent patients, etc.

Secondan@arch:A slow thorough search to ensure no occupants were overlooked during the prior search

SelfcontainedBreathing Apparatus (SCBAXlevice which allows firefighters to breathe fresh oxygen while
in a hazardous environment. Radio transmissions can be muffled and difficult to understand when the SC
is used.

Situational Awareness: SAy 3 | ¢ NB urilifigs, pofebt@ldexpdsdméNseene safety, and the
wellbeing of the team.

StagingA location away from the scene where units wait for their assigned position.
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1 UnderQontrol: A status called by incident command when the situation is no longer escalating.
ICSTerms:

1 Personnel Accountability Report (PAR)I call of all units assigned to an incident, usually done with incident
command.

Alpha:Front side of a structure as established by incident command.
Bravo:Left side of a structure as established bydiect command.
CharlieRearside of a structure as established by incident command.
Delta:Rightside of a structure as established by incident command.

Exposures?roperty or structures in close enough proximity that can be damaged by smoke, heatesr fla

= =4 =4 =4 =4 =4

IncidentCommaner (IC) The position of authority on a scerféhe IQGs responsible for all decisionaking.
It is the only position which must always be staffed.

1 Incident Command Time / Benchmailie incident time will be initiated by the PST anel incident
commander will respond with a status update. Status updates are provided every ten to twenty minutes, or
as defined by the agency.

1 Scene Sizbp:Initial observations and evaluations from the first responding units.

Figure38 Hillsborough County Fire Rescue HazMat Decontamination
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10.02Understand thdrolesand Responsibilitiesf Fire Service
Responders

Fire Service Responder@irefighters, EMTs, paramedicsispectors,etc.) respond to emergencies and non
emergencieso protect life and property. As with law enforcement, they are usually the first to respond to a scene
and render aidFire Service Respondeeelflessly rushnto burning buildings, expose themselves to hazardous
conditions, and have a myriad of specialized training which allows them to perform high angle rescues, water resct
and neutralizéHazMatincidents. Some of the main functions-afe Service Respondgare, but not limited to:

Fight fires
Supplement EMS personnelfmpviding ALS and/or BLS care
Respond tdiHazMatincidents

Extricaton

1

1

1

1

1 Provide mutual aid
1 Respond to requests for assistance

1 Provide public education and community relations
9 Conduct fire inpections

1

Maintain fire hydrants

= -‘ 3y ~ - 4
i)/ l) SRS A

BIGIRED)

Figure31 Miami Dade Fire
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10.03DefineTypesof Fire Incidents

As aPST understanding different types of fire incidents is crucial. It eqe§Bto gather accurate information,
dispatch appropate resources, and guide callers during potentiallythifeatening situationsThe key types of fire
incidentsinclude, but are not limited to

Structure Fires

1 These involve buildings and
structures,including residentidiomes,

townhome, and apartments,
commercial buildingsind industrial
facilities.

VehicléMotorized TransportatiorFires

1 These involve cars, trucks,
motorcycles, boats, and other
motorized trarsportation

1  Electric vehiclegpose additional
risk to responding units.
Figure32 Structure Fire

VegetationGrassFires

1 These involve wildlandirests,grasslandsand other outdoor areas.
Other Types
1 Electrical FiresCaused by faulty wiringyerloaded circuitsyr malfunctioning appliances.
1 Chemical Firesnvolve hazardous materials and require specialized response procedures.
1 Hazardous Firesarge aircraft, trairgas tank farmand industrial plants such as nuamig@ower plants, etc.

PST Role in Identifying Types of Fires

1 Active ListeningAsk operended questions to understand the locatioature,and extent of the fire.

1 Key Detailddentify the type of structure or vehicle involvady hazardous materials [gent,and potential
occupants.

1 Reporting Accurac{learly report the fire type for appropriate resource allocation.

Specific procedures and protocols for handling different fire incidents may vary deperitiigSon agén¢yaiad
local guideline?STs should always consult thgiency's resources and training materials for detailed information.
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