
 

 

 

E911 JOB DESCRIPTIONS 

 

1. Director of Communication 

 

a) Chief Dispatcher 

b) Supervisor 

c) Dispatcher  

 

 

POSITION CHIEF EMERGENCY TELECOMMUNICATIONS DISPATCHER   

 

Position Purpose: 

The purpose of this position is to administer, supervise, implement and recommend improvements for the 

City’s emergency telecommunications operations and services.  Incumbent oversees the training of 

division staff, and computer and radio systems operations, is a liaison for local emergency planning 

training development, and frequently is a local contact person for public safety organizations and 

associations.  A Chief Emergency Telecommunications Dispatcher is responsible for maintaining and 

improving upon the efficiency and effectiveness of all areas under his/her direction and control. 

 

Supervision: 

Supervision Scope: Performs varied and responsible duties requiring a thorough knowledge of emergency 

communications standard operating procedures and the exercise of considerable judgment and initiative to 

accomplish administrative and supervisory duties and professional service delivery, particularly in 

situations not clearly defined by precedent or established procedures; works independently and in 

combination with others. 

 

Supervision Received: Works under the general direction of the Chief of Police and the Captain in charge 

of the Administrative Division of the Police Department; follows adopted general and special orders, 

rules, regulations, policies and procedures; refers policy requirements to supervisor for resolution.  This 

position is subject to review and evaluation according to the City's personnel plan. 

 

Supervision Given: Supervises all dispatch center employees and directs operations; develops training 

requirements, programs and job direction, assigns tasks; monitors and evaluates personnel. 

 

Job Environment: 

Work is performed in an office and the communications center; is required to respond to emergency 

situations outside of normal working hours. 

 

Operates computer, printer, video display terminal, calculator, telephone, copier, facsimile machine, and 

all other standard office equipment. 

 

Makes frequent contact with other municipal departments; communicates in person, by telephone and via 

standard reports.  Contacts require persuasiveness and resourcefulness to influence the behavior of others. 



 

Has access to division-level confidential information which requires the application of appropriate 

judgment, discretion and professional office protocols. 

 

Essential Job Functions: 

(The essential functions or duties listed below are intended only as illustrations of the various types of 

work that may be performed. The omission of specific statements of duties does not exclude them from the 

position if the work is similar, related or a logical assignment to the position.) 

 

Monitors, evaluates and makes recommendations to improve public safety communications operations 

and services.  Supervises directly and through others, monitors and evaluates division personnel.  

Administers the implementation of adopted operations policy and procedures; assures that the police and 

fire dispatch procedures are adhered to, and consults frequently with representatives of both agencies. 

 

Develops and revises and ensures the understanding by all dispatch center employees of adopted 

emergency telecommunications policies and procedures. 

 

Maintains a professional relationship with the State 911 Administration. 

 

Establishes ongoing training in basic and advanced skills.  Conducts training sessions or facilitates 

required training to the proper agency or person.   

 

Monitors the assignment of personnel for adequate shift coverage.   

 

Provides timely information to fire and police personnel as designated by the Chief of each department. 

 

Performs duties of a dispatcher as emergency situations may require. Monitors fire alarm systems; enters 

related information in a timely manner into computer and/or paper based information systems; quickly 

dispatches the appropriate compliment of equipment according to established procedures and priorities. 

 

Participates in the hiring/promotional processes. 

 

Monitors the status of all communications equipment; makes recommendations for maintenance or 

replacement as necessary; monitors the proper utilization of the equipment by the dispatchers and 

provides dispatcher training. 

 

Other Job Functions: 

Prepares and recommends the annual operating budget and that division supplies be ordered. 

 

Maintains current knowledge of profession through peer association, review of literature and attendance at 

seminars/workshops.   

 

Performs similar or related work as required, directed, or as situation dictates. 

 

Minimum Required Qualifications 

 



Education, Training and Experience: 

Bachelor's degree; more than five years of emergency telecommunications experience, three of which 

have been in a supervisory role; or any equivalent combination of education and experience. Multi-lingual 

and/or demonstrated knowledge and experience in public administration are preferred. 

 

Special Requirements: 

A valid motor vehicle operator’s license is required. 

 

Knowledge, Ability and Skill: 

Knowledge:  Knowledge of emergency management, its role in communications, protocols and 

procedures. 

 

Ability:  Ability to deal effectively and tactfully with the public; ability to communicate effectively with 

the co-worker, and other municipal employees. 

 

Skill:  Skill in all of the above listed tools and equipment.  

 

Physical and Mental Requirements: 

While performing the duties of this job employee is required to walk and/or stand during the majority of 

shift; required to use hands to finger, handle, or feel objects, tools, or controls; and reach with hands and 

arms.  The employee must occasionally lift and/or move up to 10 pounds. Specific vision abilities 

required by this job include close vision and the ability to adjust focus. Ability to efficiently operate a 

keyboard.  The employee must be able to hear normal sounds, distinguish sound as voice patterns and 

communicate through human speech. 

 

(For positions covered by civil service regulations, the established requirements of civil service shall be 

substituted for the recommended minimum qualifications listed here.  No part of this position description 

shall restrict or exclude the eligibility of candidates for employment or advancement as defined by the 

regulations of the civil service system.) 

 

(This job description does not constitute an employment agreement between the employer and employee. 

It is used as a guide for personnel actions and is subject to change by the employer as the needs of the 

employer and requirements of the job change.) 

 

 



 

 

POSITION: EMERGENCY TELECOMMUNICATION DISPATCH SUPERVISOR  CLASSIFICATION: 

 

Position Purpose 

The purpose of this position is to serve as shift supervisor in the 911 Emergency Center and to perform all 

duties of an Emergency Telecommunication Dispatcher (ETD).  An EDT Supervisor is responsible for 

maintaining and improving upon the efficiency and effectiveness of all areas under his/her direction and 

control. 

 

Supervision 

Supervision Scope: Performs a variety of very responsible tasks of an administrative and detailed nature 

requiring the exercise of judgment to interpret guidelines and carry out assignments independently; work 

at this level requires a working knowledge of departmental operations, applicable local and state laws; 

work involves both standard and non-standard practices and techniques; incumbent is called upon to 

handle a significant amount of details. 

 

Supervision Received: Works under the general supervision of the Chief ETD Supervisor.  Functions 

independently within broad scope of established procedures; generally refers specific problems to 

supervisor only where clarification of procedures may be required.  The position is subject to review and 

evaluation according to the City's personnel plan. 

 

Supervision Given: Supervises ETD staff on assigned shift. 

 

Job Environment 

Work is performed in an office environment.  Majority of work is performed in a moderately noisy work 

environment, with constant interruptions.  Subject to the stress of emergency incidents and the volume 

and/or rapidity with which tasks must be accomplished. 

 

Operates computer, printer, video display terminal, typewriter, calculator, telephone, copier, facsimile 

machine, and all other standard office equipment, alarms and specialized equipment in the 911 Center. 

 

Constant contacts with the general public and field personnel.  Contacts are by telephone and involve 

discussing routine, semi-complex and/or emergency information.  Contacts with the public require 

patience, courtesy, calm and ability to communicate effectively under stress. 

 

Has access to high security personal confidential information. 

 

Essential Functions 

(The essential functions or duties listed below are intended only as illustrations of the various types of 

work that may be performed. The omission of specific statements of duties does not exclude them from the 

position if the work is similar, related or a logical assignment to the position.) 

 

Supervises assigned shift in the 911 Emergency Center.  Checks assignment schedules and ensures proper 

staffing.  Meets with departing shift supervisor to review on-going events and issues.  Completes check 



lists to document proper functioning of equipment and systems.  Checks department memos regarding 

new and updated procedures and general information. 

 

Coordinates department operations on special projects, especially involving other departments. 

 

Monitors calls of ETDs to ensure proper handling of situations.  Participates in communications as 

required and reviews procedures with ETDs for training and quality control purposes. 

 

Participates in a variety of quality control procedures for department operations; responsible for related 

documentation.  Meets daily with Fire command to review dispatch operations, identify problem areas, 

initiate related investigations and present follow-up reports.  Reviews tapes of ETD activities, analyzes 

performance, reviews with ETDs, and documents actions.  Completes a variety of other quality control 

and documentation reports. 

 

Prepares performance evaluations of assigned staff, meets with staff to review such evaluations, counsels 

staff where required to improve performance, and refers more serious performance issues to Chief 

Dispatcher for handling of formal discipline. 

 

Undertakes special projects as assigned by the Chief Dispatcher. 

 

Performs duties of an ETD as required. 

 

Performs other related duties as assigned. 

 

All essential but non-emergency duties and assignments are secondary to and shall not interfere with any 

emergency operations in the Center. 

 

Minimum Required Qualifications 

 

Education, Training and Experience 

Minimum three years of experience as an ETD. Pass a written exam and oral interview administered by 

the City of Waltham. 

 

Knowledge, Ability and Skill 

Knowledge: Basic knowledge of the principles involved in the operation of radio, telephone, computers 

and related communication equipment.  Ability to accurately pass a standardized typing test, scoring no 

less than a minimum rate of 30 words per minute. 

 

Ability: Ability to be certified on NCIC/LEAPS computer system within a given training period.  Ability 

to obtain full APCO Telecommunication certification within a given period.  Ability to be certified in 

APCO Fire Dispatch, CPR and EMD within a given training period.  Ability to communicate clearly and 

concisely under emergency conditions orally and in writing.  Must have ability to learn city street 

locations and read maps.  Ability to understand complex and written instructions and procedures.  Must 

pass an in depth police background check.  The ability to sit during prolonged periods of inactivity 

interrupted by periods of intense activity. 

 



Skill: Ability to maintain one’s composure and to act calmly and decisively under pressure of an 

emergency situation; ability to maintain records neatly and accurately.  Handle highly confidential and 

sensitive information with discretion and good judgment.   

 

Physical and Mental Requirements 

The work is primarily of an intellectual nature but requires a variety of physical capabilities. While 

performing the duties of this job, the employee is frequently required to sit and talk or hear; occasionally 

required to walk, use hands to finger, handle, or feel objects, tools, or controls; and reach with hands and 

arms.  The employee must occasionally lift and/or move up to 10 pounds.  Specific vision abilities 

required by this job include close vision and the ability to adjust focus.  This position requires the ability 

to operate a keyboard and calculator at efficient speed.  The employee must be able to hear normal 

sounds, distinguish sound as voice patterns and communicate through human speech. 

 

 

(For positions covered by civil service regulations, the established requirements of civil service shall be 

substituted for the recommended minimum qualifications listed here.  No part of this position description 

shall restrict or exclude the eligibility of candidates for employment or advancement as defined by the 

regulations of the civil service system.) 

 

(This job description does not constitute an employment agreement between the employer and employee. 

It is used as a guide for personnel actions and is subject to change by the employer as the needs of the 

employer and requirements of the job change.) 

 



 

 

POSITION: EMERGENCY TELECOMMUNICATION DISPATCHER CLASSIFICATION: 

 

Position Purpose 

The purpose of this position is to respond to calls in the 911 Emergency Center; determine appropriate 

response and dispatch appropriate personnel and equipment; provide information to staff in the field in 

support of their work and safety through searching of multiple databases and paper files; monitor various 

alarm systems; maintain related computer and paper reports; and assist in testing multiple systems within 

the 911 Center and the Wire department.  An Emergency Telecommunications Dispatcher (ETD) is 

responsible for maintaining and improving upon the efficiency and effectiveness of all areas under his/her 

direction and control. 

 

Supervision 

Supervision Scope: Performs a variety of very responsible tasks of an administrative and detailed nature 

requiring the exercise of judgment to interpret guidelines and carry out assignments independently; work 

at this level requires a working knowledge of departmental operations, applicable local and state laws; 

work involves both standard and non-standard practices and techniques; incumbent is called upon to 

handle a significant amount of details. 

 

Supervision Received: Works under the general supervision of the ETD Supervisor.  Functions 

independently within broad scope of established procedures; generally refers specific problems to 

supervisor only where clarification of procedures may be required.  The position is subject to review and 

evaluation according to the City's personnel plan. 

 

Supervision Given: None 

 

Job Environment 

Work is performed in an office environment.  Majority of work is performed in a moderately noisy work 

environment, with constant interruptions.  Subject to the stress of emergency incidents and the volume 

and/or rapidity with which tasks must be accomplished. 

 

Operates computer, printer, video display terminal, typewriter, calculator, telephone, copier, facsimile 

machine, and all other standard office equipment, alarms and specialized equipment in the 911 Center. 

 

Constant contacts with the general public and field personnel.  Contacts are by telephone and involve 

discussing routine, semi-complex and/or emergency information.  Contacts with the public require 

patience, courtesy, calm and ability to communicate effectively under stress. 

 

Has access to high security personal confidential information. 

 



 

Essential Functions: 

(The essential functions or duties listed below are intended only as illustrations of the various types of 

work that may be performed. The omission of specific statements of duties does not exclude them from the 

position if the work is similar, related or a logical assignment to the position.) 

 

Receives calls at 911 Center; determines nature and urgency of call; obtains necessary information to 

determine type, level and priority of response required; dispatches appropriate police, fire, ambulance or 

other personnel and equipment in accordance with established procedures. 

 

Assesses and classifies medical conditions related to emergency calls through use of card system; advises 

callers of procedures to follow to respond to medical condition; assists callers in following specified 

procedures; and helps callers to remain calm in the midst of emergency situations. 

 

Coordinates communication between police and fire commanders and officers as they respond to 

assignments, including coordination with neighboring communities as required.  Monitors the status of all 

units to determine their availability to respond to calls for service.  At all times is aware of the assignment 

of all units.  Anticipates and accesses information needed from multiple computer systems and paper files 

and provides to staff in support of their work and safety in the field.  Information could involve prior 

arrest records, best routings to locations, history of incidents at specified address, hazardous materials 

located in specified locations, treatment if contacted, methods for cleanup, etc. 

 

Monitors a variety of alarms coming into the 911 Center and take appropriate action when alarms are 

sounded. 

 

Assists in regular testing of multiple systems within the 911 Center and alarms maintained by the Wire 

department. 

 

Notifies appropriate authority regarding any unusual occurrence or situation that may adversely affect the 

delivery of emergency services or any services required of the dispatch center. 

 

Receives emergency calls during off-hours for other departments such as DPW and Wires and contact on-

call, supervisory or other personnel for response to such emergencies. 

 

Documents all actions taken by entries into computer systems and through paper records, utilizing 

specific and detailed reporting terminology and classification procedures. 

 

Rotates through different 911 assignment areas on each assigned shift in order to perform duties of all 

departments served by the Center. 

 

Maintains and updates knowledge of the multiple functions, duties and systems of the 911 Center. 

 

Maintains total confidentiality of all information handled in performing duties at the 911 Center.  Strictly 

adheres to all policies, procedures, rules, regulations and laws relating to performance of ETD duties. 

 

Performs other related duties as assigned. 



 

All essential but non-emergency duties and assignments are secondary to and shall not interfere with any 

emergency operations in the Center. 

 

 

 

Minimum Required Qualifications 

 

Education, Training and Experience 

Pass a written civil service exam, oral interview and extensive background check.   

 

Knowledge, Ability and Skill 

Knowledge: Basic knowledge of the principles involved in the operation of radio, telephone, computers 

and related communication equipment.  Ability to accurately pass a standardized typing test, scoring no 

less than a minimum rate of 30 words per minute. 

 

Ability: Ability to be certified on NCIC/LEAPS computer system within a given training period.  Ability 

to obtain full APCO Telecommunication certification within a given period.  Ability to be certified in 

APCO Fire Dispatch, CPR and EMD within a given training period.  Ability to communicate clearly and 

concisely under emergency conditions orally and in writing.  Must have ability to learn city street 

locations and read maps.  Ability to understand complex and written instructions and procedures.  Must 

pass an in depth police background check.  The ability to sit during prolonged periods of inactivity 

interrupted by periods of intense activity. 

 

Skill:  Ability to maintain one’s composure and to act calmly and decisively under pressure of an 

emergency situation; ability to maintain records neatly and accurately.  Handle highly confidential and 

sensitive information with discretion and good judgment.   

 

Physical and Mental Requirements 

The work is primarily of an intellectual nature but requires a variety of physical capabilities. While 

performing the duties of this job, the employee is frequently required to sit and talk or hear; occasionally 

required to walk, use hands to finger, handle, or feel objects, tools, or controls; and reach with hands and 

arms.  The employee must occasionally lift and/or move up to 10 pounds.  Specific vision abilities 

required by this job include close vision and the ability to adjust focus.  This position requires the ability 

to operate a keyboard and calculator at efficient speed.  The employee must be able to hear normal 

sounds, distinguish sound as voice patterns and communicate through human speech. 

 

 

(For positions covered by civil service regulations, the established requirements of civil service shall be 

substituted for the recommended minimum qualifications listed here.  No part of this position description 

shall restrict or exclude the eligibility of candidates for employment or advancement as defined by the 

regulations of the civil service system.) 

 

(This job description does not constitute an employment agreement between the employer and employee. 

It is used as a guide for personnel actions and is subject to change by the employer as the needs of the 

employer and requirements of the job change.) 



 



 

 


