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October 19, 2022, Monthly Meeting - Hybrid meeting held at Palmer Police 
Department and via Microsoft Teams. 43 Total Attendees, 23 in person and 20 virtual 
 

1. Welcome and Introductions 
a. President Erin Hastings called the meeting to order at 10:03am and 

welcomed everyone to Palmer.    
b. Attendees in person introduced themselves. 
c. President Hastings informed all attendees that the meeting is being 

video and audio recorded and will be posted on the website.  
d. Video Link: http://ma911.org/2022/11/04/october-2022-monthly-

meeting-video/  
 

2. Monthly Training / Presentation 
a. Audra Staples, HR Director for WESTCOMM and the Town of Monson 

presented on Building Emotional Intelligence and Resilience.  
b. A copy of the presentation is attached to the minutes.  

 
3. Update from State 911 Department  

a. Monna Wallace discussed the recent change in the Interpreter Services 
Company. She asked if anyone had any positive experiences they wished 
to share, which no one did. She stated they were assured and expected 
a smooth transition when the company was sold. They found out the 
day before the system was changed to an auto attendant that it was 
happening and had no opportunity to test it before the change. Once 
they were able to test it, they knew right away it would be a serious 
problem. She stated State 911 is working with the company regularly 
and feeding back to them any problems. She requested that you email 
her and Katie Sylvia with any problems you have with the system. Date, 
time, and if possible a recording are helpful. She is hoping to have a 
better system in place moving forward and was very surprised to learn 
of the change from a live operator to an auto attendance. It was not 
expected as part of the transition. Jim Officer provided an experience 
where they called for a Spanish interpreter and they were told one was 
not available and to call back later. Patrick Feeney asked if there was a 
job aid available for the new service. Monna stated there is not at this 
time. Khristy Lord asked if there was any progress with the issue of 
having to disconnect and call back if you received the wrong language. 
Monna stated they are working on a fix for that. David Wells asked if the 
state had reached out to any other companies that offer services to use 
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them instead. Monna stated the service went out to bid and only 
received one bid. She noted this company is the only company used by 
all other state entities that contract for the service. She suggested that 
PSAPs should feel free to test out the new service to have an idea of 
how it works when they need it. David Wells asked how to go about 
handling an unknown language that is needed. Monna stated that she 
has brought that up and they are still working on a solution.  

b. Monna added to please continue to send job postings. She stated they 
now have a distribution list to send postings to which contains those 
who have taken the school program or the telecommunicator 
certification program. She noted they have three more orientations for 
the TCP next month and it continues to be popular. Jim Officer asked if it 
is a free program. Monna stated it is. 

c. Greg Lynskey stated he was unable to attend the last commission 
meeting but noted that there was an agenda item about relocating the 
Maynard training site. He asked for info on that. Monna stated she could 
confirm it is being relocated but at this time is unable to state where. 
She stated it will however be in Central Mass and that she should be 
able to provide more info next month.  

d. Monna stated the statewide school public education programs are 
starting soon. Email Katie Sylvia if you need supplies to do a program 
yourself. She also stated that they will alert a PSAP if they will be in their 
town doing a program. Contact Katie directly if you wish to schedule a 
joint program at a local school.  

 
4. Appointee Reports 

a. SIEC – Corey Swift stated there was a meeting on 10/5. He stated there 
were no major changes. He noted that the cycles will be starting for 
updating the comm plans such as the SCIP. He noted that SIEC will 
continue doing monthly meetings moving forward. He stated CoMIRS 
continues to move forward slowly but surely. They working through 
some tower site issues. He stated that BAPERN is looking to replace the 
older Quantar equipment but has serious funding concerns for new 
equipment.   

b. State 911 Commission – President Hastings started by congratulating 
Steve Hooke on his election as Vice-Chairman of the Commission. Steve 
Hooke thanked everyone for the support and thanked the Commission 
for their unanimous confidence. He noted that the current number of 
PSAPs in the state is 214. He stated the Standards Committee working 
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group is reviewing changes to the 911 Standards and expects to 
complete the review in the next 1-2 meetings. The Standards will then 
go to the 911 Commission for vote and implementation. He stated the 
FY24 Development grant guidelines are being discussed. Get him any 
suggestions by November 4 as there is likely to be a vote at the next 
Commission meeting which is November 16 at 1pm. He noted there are 
3 new members to the commission, the Commissioner of Mental Health, 
the Commission of Public Health, and the 3rd being a civilian who has 
had interaction with law enforcement. That 3rd position is still open.  

 
5. Treasurer’s Report 

a. Warren Gould presented his monthly report for October.  
b. Beginning balance was $23,019.12.  
c. Expenses were $611.44 as follows: 

i. Microsoft Office 365 monthly $37.06-1 months 
ii. Constant Contact monthly $74.38-1 months 

iii. Donation to Nathan and Tanya Lee for Hurricane Ian relief 
$500.00 

d. Income was $250.00 which was for two FY22 Member dues  
e. The ending balance was $22,657.68. 
f. There were 70 paid members in FY2022. To date there are 13 paid 

members in FY2023 (deposits pending) and FY23 invoices have started 
to be sent out. They will be going out alphabetically. If you need one 
sooner than later for any reason, reach out to Warren.  

g. He noted the following new full members have been received: 
i. Amherst 

ii. Beverly 
iii. IXP Corporation who provides dispatch services for MBTA Police 

h. He noted the following new corporate members have been received: 
i. Goosetown Communications 

ii. RequestFOIA 
i. Motion by David Squires to accept the Treasurer’s report, second by 

David Wells. No opposition was heard and it was declared a vote.   
 

6. Secretary’s Report 
a. Secretary Greg Lynskey stated minutes from the September 21, 2022 

annual meeting were posted on the website and sent out to the Board. 
He recommended they be approved as written. Khristy Lord made a 
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motion to approve as presented. Second by David Wells. No opposition 
was heard and it was declared a vote.  

b. Greg Lynskey stated there had been a change to the November meeting 
location. It has been moved to the ROCCC in Duxbury to accommodate 
those who wish to attend the State 911 Commission Meeting that is 
being held the same day.  

 
7. Committee Reports  

a. Training & Events Committee – Katrina Shamshak was not present but 
provided a report which is attached to the minutes.  

b. Legislative & Standards Committee – President Hastings stated this is 
being covered in the President’s report.  

c. Emerging Technologies – Rob Verdone stated he is looking for members 
to assist in ID of best practices for emerging technologies and how it is 
affecting the job and future of PSAPs. Rick Rossi noted the New England 
Public Safety Showcase is being held tomorrow in Woburn. Rob pointed 
out this is a vendor specific presentation, not a tradeshow.  

d. Statewide CAD – President Hastings stated that the CAD project is better 
termed as a Shared CAD and will be covered by the Emerging 
Technologies committee. Rob Verdone pointed out this is a voluntary 
option. He stated SEMRECC is working to procure a new premier CAD 
project with a plan that others can join onto it. He noted it is not 
necessarily going to be free. They are wrapping up the procurement 
documents now which are highly involved and is hoping they will be 
released soon. He will provide further info when the vendor is selected.  

e. Historical Committee – Butch Garrity stated he had nothing new to 
report. Continue to send anything you have to him.    

f. Outreach & Membership – President Hastings reminded everyone of the 
chat channel that now exists. She stated they have recently added an IT 
channel to it as well.  

i. Website Subcommittee – Pete Kinnas was not present and there 
was no report,  

ii. Outreach Video Subcommittee – President Hastings stated she is 
still looking for someone to take the reigns and run with it. 
Springfield noted they are working on one for their center and 
could potentially look at having MCSA piggy back off that.  

g. Peer Support – Khristy Lord stated that Pete Kinnas had offered to help 
out with the committee along with Monna Wallace and Katie Sylvia. She 
stated they are looking to start meeting in November.  
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h. Newsletter Committee – President Hastings stated Katrina is doing a 
great job with the newsletter. Be sure to send her anything you want 
shared.  
 

8. Regional Vice President Reports  
a. Essex – Laura Kilgour stated she had nothing to report. Jim Officer was 

present but was having audio issues. 
b. Middlesex/Suffolk – Corey Swift stated he and Kevin Lessard are working 

on other agencies to reach out to. He stated they are also checking with 
some of the private ambulance companies who may not realize they can 
be members.   

c. Southeast – Brian Kamp stated Holbrook is hosting the Denise Amber 
Lee Foundation A Victim’s Plea on 11/14 and need a few more people to 
hold it. He also wished to thank Mass DOT and SPS New England for 
approving an overpass in West Barnstable as a First Responder 
Appreciation overpass including dispatch. Brian also suggested 
considering having professional headshots of the E-Board completed for 
uniformity. He also stated he’d like to see further discussion of Group 2 
versus Group 4. President Hastings stated we would add it to the agenda 
for the next meeting. Patrick Feeney stated he is working on outreach to 
PSAPs in the region, trying to push membership and TERT involvement.   

d. Worcester – Barbara Boiteau stated she had nothing to report. Chris 
Carleton stated that Westborough is hosting the Healthy Dispatcher on 
November 9 & 10. He stated several people are hiring.  

e. Hampden/Berkshire – Nina Barszcz stated they have also been including 
TERT as a discussion in their membership pushes. Khristy Lord added 
they are looking at doing some joint job fairs for the areas as well. 
Khristy also stated the first book for the new MCSA Book Club has been 
chosen and will be Dare to Lead by Brene Brown. The first meeting will 
be January 4. She also stated there are several openings as well as 
WESTCOMM hosting Survive and Thrive on November 11.  

f. Franklin/Hampshire – David Squires stated he and Butch Garrity 
attended the Smith Voke advisory meeting last Tuesday. They are 
looking to place 12 students for internships. He also thanked the efforts 
of State 911 and WESTCOMM for getting the priority EMD class moving 
forward. He stated they still could use two more people to avoid the 
addon fee. Butch Garrity stated he had nothing to report.  
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9. President’s Report 
a. (This item was taken out of order and was handled before the appointee 

reports) President Hastings welcomed Brian Hickey who has been 
selected as a lobbyist to work on behalf of MCSA in the upcoming 
legislative cycle. She stated after negotiation, he was willing to come 
down to $2,000 per month. She introduced Brian at this time. Brian 
Stated he also had Neil O’Brien and his son Tom Hickey on the meeting 
as they will also be working on this. He stated they will be the principal 
contacts. He noted he has four others part of the firm, but this is the 
team that will be handling the MCSA. He stated the first goal needs to be 
to describe the desired outcome goal in one sentence. Erin Hastings 
stated Reclassification as First Responders and Retirement Change to 
Group 2. Brian asked for some history on the past attempts and if there 
was any idea why they fell short. Erin stated bills were filed by 
Representative Smola, Soter, and Senator Feeney. She noted no 
opposition was heard at the hearings and even had some unscheduled 
police officers provide support. She noted that there were separate bills 
in each branch and was reported as favorable by the Joint Commission 
on Public Service and then sent to study by the House Ways & Means. 
He asked if a proposed cost was provided. It was not. Rob Verdone 
stated this has been considered several times and there are always lots 
of different groups going for retirement reclassification. He noted that 
some language in the law allowed a challenge to get into Group 2, 
however DALA has continued to deny by holding on a denial from an old 
case. He also noted that there is a very large number of certified 
telecommunicators but not all are retirement eligible as some are only 
part time and many are sworn police of fire. He noted that this is a new 
industry in comparison to other public safety and has transitioned 
significantly over the years but is still classified as a 9-5 clerical worker. 
He stated that dispatchers are making life and death decisions over and 
over every day whereas are classified with workers who very likely may 
never make a single life or death decision throughout their entire career. 
Brian asked what the pay is. Rob stated it varies from $30k-80k 
depending on what part of the state. He added there is a very low 
retirement and retention rate. Brian stated would definitely need to get 
a better handle on the attrition rate. Rob noted that PERAC does not 
have very good data to quantify it. Brian suggested that a smaller group 
should be setup to meet and discuss how to present some of that. He 
also asked about what is in place regarding training and certifications. 
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Rob Verdone provided an overview of the requirements as well as how 
many places handle on the job training. He also explained the different 
protocol systems that are in place. Brian asked if there was a way to 
catalog life savings awards for dispatchers that can be shown as 
evidence. He noted that what you see in the news is usually swallowed 
up by Police and Fire. He asked if there was any data on people simply 
giving up on the profession due to stress, over and over bad calls, etc. or 
of people who seek counseling. Rob stated it is pandemic. He stated that 
it is so significant that you can’t make a decision to not be proactive 
about the issue. Briana sked how many organizations are in play. Rob 
stated over 200 PSAPs of all difference makes, sizes, organization 
structures, etc. Erin Hastings stated we can send out a survey but we 
wanted Brian’s input first about what info we should collect in the 
survey. Rob Verdone brought up an idea of aiming high and going for 
Group 4, noting this may be the only opportunity to do so. Brian Hickey 
noted everyone always wants to get into Group 4. Erin Hastings stated 
she thinks going for Group 4 would be a shot in the foot to any success. 
Sarah Finnerty suggested sending some of the past letters over to Brian 
as an example of people’s personal experiences. Brian asked how 
political the organization is? Erin Hastings stated we aren’t and never 
have been. Brian stated we need to be to get something like this passed. 
Tom Hickey stated it was really important to be getting out and going to 
events and meeting your legislators. Erin Hasting noted that over 200 of 
the 351 municipalities are represented in the membership of the MCSA. 
Tom stated it is important to find who in each branch will be the 
champions. Ideally should be looking for 10 champions. Brian stated it 
will also be important to look to do an expose on 911 dispatchers at the 
right time. He states to look internally for 3-4 people who can get the 
story across well. Erin Hastings stated she will be the primary contact for 
the overall project but that we will have a subcommittee to worth with 
as well. Brian, Neil, and Tom were thanked for their time.  

b. President Hastings stated that the E-Board will continue discussions to 
potentially revise the membership rate which would then be handled as 
a vote at the annual meeting.  
 

10. Other business 
a. President Hastings stated that the IRS filing was rejected because we 

had not filed for the last 3 years. She is working on getting that resolved.  
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b. Monna Wallace reminded everyone to continue sending in staff 
spotlights and lifesaving award requests. Also send in any trainings to be 
posted on the State 911 Website.    

 
11. Adjournment  

a. David Wells made a motion to adjourn at 12:30pm, second by Chris 
Carleton.    
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Meeting Attendees: 
 

Tyler Allen (In Person) 
Mike Amidon (In Person) 
Nina Barszcz (In Person) 

Barbara Boiteau (In Person) 
Stephanie Brown (In Person) 

Chris Carleton (In Person) 
Bob Coulombe (In Person) 

Johnathan Danek (In Person) 
Marla Driscoll (In Person) 
Patrick Feeney (Virtual) 

Sarah Finnerty (In Person) 
Butch Garrity (Virtual) 

Anthony Gentile (In Person) 
Warren Gould (Virtual) 

Erin Hastings (In Person) 
Brian Hickey (Virtual) 

Tommy Hickey (Virtual) 
Steve Hooke (Virtual) 
Natalie Hunt (Virtual) 
Brian Kamp (Virtual) 

Michael Keady (Virtual) 
Julie Kelly (Virtual) 

Laura Kilgour (Virtual) 
Keenan Leonard-Solis (Virtual) 

Kevin Lessard (Virtual) 
Khristy Lord (In Person) 
Dave Luciano (Virtual) 

Gregory Lynskey (In Person) 
Thomas Martin (In Person) 

Mary Ann McLaughlin (In Person) 
Lauren Mielke (Virtual) 

Lindsay Mitchell (Virtual) 
Neil O’Brien (Virtual) 

James Officer (Virtual) 
Tammy Piechota (In Person) 

Rick Rossi (In Person) 
David Squires (In Person) 
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Treasurer 

 

Charles Goodwin  

Worcester RECC  

Immediate Past President  

 

Laura Kilgour 

Amesbury PD 

James Officer 

Gloucester PD 

Essex County VP’s 

 

Brian Kamp 

Westwood Communications  

Patrick Feeney  

SEMRECC 

Southeast Regional VP’s 

 

Corey Swift 

Wilmington Public Safety 

Kevin Lessard 

North Middlesex RECC 

Middlesex-Suffolk County VP’s 

 

Barbara Boiteau 

Sturbridge PD 

Chris Carleton 

Northborough Communications 

Worcester County VP’s 

 

Nina Barszcz  

Westfield RECC 

Khristy Lord 

WESTCOMM 

Hampden/Berkshire Cty VP”s 

 

David Squires 

Belchertown Police 

Charles Garrity  

MSP RECC Shelburne Falls 

Franklin/Hampshire County VP 

 

Stephen Hooke 

HRECC 
 911 Commission Representative 

 

Board@ma911.org 

 

 

 

 

Katelyn Sylvia (In Person) 
Corey Swift (Virtual) 

Zygmont Szczawinski (In Person) 
Robert Verdone (Virtual) 

Monna Wallace (In Person) 
David Wells (In Person) 
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MCSA Treasurer report through 10/18/2022 

Beginning balance =           $ 23,019.12 

---------------------------------------------------------------------------------------------------------------------------------------

Expenses: 

 Microsoft Office 365 (monthly)  = $     37.06 (09/27/22) 

Constant Contact (monthly)   = $     74.38 (09/27/22) 

Nathan & Tanya Lee  = $   500.00 (10/03/22 to PayPal, 10/18/22 to Tanya Lee) 
  Donation for Hurricane Ian relief 

 
 

Expenses (total) =            $      611.44  
--------------------------------------------------------------------------------------------------------------------------------------- 

Income: 

 FY22 Dues    = $    250.00 

Income (total) =           $      250.00 

--------------------------------------------------------------------------------------------------------------------------------------- 

BALANCE =            $ 22,657.68 

72 FY21 Members 

70 FY22 Members 

13 FY23 Paid Members to date  

RENEWED MEMBERS:  Athol, Auburn, Ayer RECC, Belmont, Boxford, Greenfield (DEPOSITS PENDING) 

NEW MEMBERS: Amherst, Beverly, IXP Corp (Dispatching for MBTA Police) (DEPOSITS PENDING) 

NEW CORPORATE MEMBERS: Goosetown Communications, RequestFOIA (DEPOSITS PENDING) 

26 FY23 Membership invoices sent to date 

 

Respectfully submitted, 

Warren Gould 

Treasurer MCSA 



MCSA Training Committee 

Meeting Monday October 17,2022 10:30am Gardner PD 

Attendance: Katrina Shamshak, Erin Hastings, Butch Garrity, Corey Swift 

• March 2023 Training 
o No speaker had previously been secured. Katrina reached out to Hank Hunt of Kari Hunt 

Foundation. He provides a 2 ½ hour presentation at a cost of 3000 all together or 1750 + 
travel expenses. He also requires being able to set up a table with the Kari’s hugs 
program. 

o If we go with Hunt foundation we will need to find an additional speaker to supplement 
the morning. Discussion about contacting Plush family to see if they were available. 

o In the afternoon the plan is to focus on retention. A 4 hour block with a presentation on 
retention and hiring to include a panel discussion and interaction Q&A. Creating packets 
with “take home” items for attendees. Include items such as career advancement 
opportunities, APCO Retains, NENA toolkit, take aways for frontline dispatchers all the 
way up to directors 

o Discussion about allowing a vendor to present during lunch and have them cover the 
cost of lunch 

o Also to allow a “mini expo” hall at the entrance so at check in and breaks people can 
interact with vendors. Have vendors pay a fee which could include their membership. 

o Discussion on date of training. March 29th or March 15th were two possible dates.  
o Discussion about seeing if Royal Plaza Hotel in Marlboro has availability as they have a 

better space for vendors if not no issues with going back to Devens 
• Adding a Training button to the MCSA website. A button that would direct users to a list of free 

available trainings 
• Discussion on MCSA helping to host trainings around the state. Create a survey to see what 

trainings are wanted around the state and then find locations to host. MCSA would not pay for 
the trainings but help orchestrate. MCSA could help promote its mission and name in the 
process.  

• Build a list of presentations/speakers available for the monthly meetings 
• Awards 

o Discussion about holding yearly awards across the state 
o Idea to have it similar to the leadership scholarship. MCSA could write the parameters 

and review submissions and then present their nominations to State 911 so State911 
could actually deliver the awards and hold their own ceremony/banquet 

• Discussion about Events Committee, morphing with the training committee until it can get more 
participation 

o Discussion about past MCSA events, dispatcher appreciate, etc. 
o Discussion about having MCSA Family Day Event 

• Discussion about making headshots available at either the training day or a meeting. To help 
promote the professionalism image and to for people to “get something” out of MCSA 

• Discussion of having a resume reviewer available at a table at the MCSA training day to again 
promote the professionalism image and to for people to “get something” out of MCSA 



BUILDING 
EMOTIONAL 

INTELLIGENCE 
AND RESILIENCE



• Over 10 years of experience in Municipal HR
• Working on my degree in Public Administration and Clinical 

Psychology
• I have 4 children ages 12, 9, 7, and 3 (no, I’m really not 

kidding)
• I am passionate about what I do, and I believe in focusing on 

the human aspect of HR. 
• I want to focus on public safety and help to build strong, 

resilient employees who thrive in their careers and have 
longevity over burnout.

• In my personal life, I work with Veteran’s in crisis 
management, addiction, suicide prevention. I talk a lot about 
resiliency and combating PTSD. 

• In my free time, I listen to music and go to as many live 
shows as I can, I hike, and I teach RAD, a women’s self 
defense course with two different teaching teams- one 
through Monson PD and one through Chicopee PD. 

AUDRA STAPLES, SHRM-CP, CHRM
DIRECTOR OF HUMAN RESOURCES, TOWN OF MONSON
DIRECTOR OF HUMAN RESOURCES, WESTCOMM REGIONAL DISPATCH
astaples@westcomm-ma.gov



WITH EVERY CALL A STONE IS COLLECTED

SOME STONES ARE 
HEAVY

SOME STONES ARE 
LIGHT

BUT IF WE DON’T LEARN HOW 
TO UNPACK THEM…

EVENTUALLY OUR POCKETS OVERFLOW



EMOTIONAL 
INTELLIGENCE… Also known as EI, it is 

defined as the capacity 
to be aware of, control, 
and express one's 
emotions, and to handle 
interpersonal 
relationships judiciously 
and empathetically.



Emotional Intelligence allows us to control a tense or 
potentially tense situation. In Public Safety this is a very 
important part of the job for everyone involved. 

EI allows our call takers to remain calm when faced with 
distraught or difficult callers, make personal connections 
with callers, and obtain higher quality information at a 
faster rate.

EI allows officers to deescalate a situation and helps 
them to be able to keep everyone involved safe.

EI allows medics the ability to see beyond the words and 
actions of a patient and to understand their needs. It 
allows them to weed through the noise and chaos and 
to zone in on the problem.

EI allows firefighters the ability to see an event as a big 
picture and plan their moves safely. It allows them to 
navigate high stress situations with safe actions instead 
of emotional reactions.

EMOTIONAL INTELLIGENCE IN 
PUBLIC SAFETY



EI is a tactical skill set that requires us to explore 
our emotions and the emotions of others in order 
to gain a complete understanding of what drives 
our actions. This feeds into our ability to 
communicate with others and manage conflict and 
stressful situations.

EI is a learning process and is an alternative to 
reacting to situations. It is a core component of 
one’s actions and reactions.

EI highly supports you doing your job more 
efficiently. Success is accomplished by the 
management of feelings and thinking, refereeing 
emotions in others, and making decisions on 
appropriate reactions.



Our day to day lives are driven by and compiled of 
interpersonal interactions. Family, friends, coworkers, 
managers, employees, the barista that makes your 
Pumpkin Oat Milk Latte perfectly, customers, and 
strangers. 

How these interactions go has a ripple affect on our 
mood and the tone of our day, as it does on the other 
person’s mood and day. 

Learning how to listen to understand and not to hear, 
empathize with others, regulate our own feelings so as 
not to escalate a situation all make us more effective 
communicators and help us to manage our interpersonal 
relationships. 

Learning to be aware of the social, cultural, emotional, 
physical, spiritual, and mental needs of not only our selves 
but of the people around us allows us to see a big picture 
and come to mutually beneficial solutions for our 
day-to-day problems as they arise.

In everyone’s life, these skills are helpful but in public 
safety, they are imperative.



• Self-awareness. Self-awareness involves your 
ability to recognize feelings while they are 
happening.

• Emotional management. Emotional 
management involves your ability to control the 
feelings you express so that they remain 
appropriate to a given situation. Becoming skillful 
at emotional management requires that you 
cultivate skills such as maintaining perspective, 
being able to calm yourself down, and being able 
to shake off out-of-control grumpiness, anxiety, 
or sadness.

• Empathy. Empathy involves your ability to notice 
and correctly interpret the needs and wants of 
other people. Empathy is the characteristic that 
leads to altruism, which is your willingness put 
the needs of others ahead of your own needs.

• Relationship Management. Relationship 
management involves your ability to anticipate, 
understand, and appropriately respond to the 
emotions of others. It is closely related to 
empathy.

• Self-motivation. Self-motivation involves your 
ability to keep your actions goal-directed even 
when distracted by emotions. Self-motivation 
necessarily includes being able to delay 
gratification and avoid acting in impulsive ways.





My original plan was to hand out 
these self-assessments and to have 
you complete them so that we could 
talk about the results, however; that is 
problematic in a hybrid setting so 
instead...

http://www.nodc.org/images/stories/2018/Handouts/EI-ASSESSMENT.pdf



THE 
CONNECTION 

BETWEEN 
EMOTIONAL 

INTELLIGENCE 
AND 

RESILIENCE

A person 
with high 
levels of 
EI will… 

Be self aware, socially adaptable, and empathetic.

Be able to survive and thrive on the other side 
of a crisis

Know how to advocate for themselves, problem 
solve, and seek support when needed.

A person 
with 
resilience 
will…

Be authentic. Be at peace with themselves.

Strive for optimism and be flexible thinkers

Know their strengths and use them and reach 
out for help



RESILIENCE
•Resilience is defined as the capacity to 
recover quickly from difficulties; toughness.

•Resilience allows us to process stressful 
situations and catastrophe by overcoming 
issues and problems as they emerge without 
harboring adverse effects.

•https://www.facebook.com/watch/?v=64646
5275742722 – is this jar full

https://www.facebook.com/watch/?v=646465275742722
https://www.facebook.com/watch/?v=646465275742722


Resilience directly influences our ability to 
process events and move on from them. 

It allows us to manage the stress of our jobs 
in public safety in healthy and productive 
ways. 

Resilient employees are team players, they 
are optimistic influences on the group 
morale. They champion other employees and 
positively promote their agency. 





10 Ways to Build and Develop Resilience





PHYSICAL
WELLNESS

EMOTIONAL 
WELLNESS

SPIRITUAL
WELLNESS

MENTAL 
WELLNESS

THE FOUR PILLARS OF RESILIENCE… WHAT NEGATIVELY ALTERS EACH CATAGORY



PHYSICAL
WELLNESS

EMOTIONAL 
WELLNESS

SPIRITUAL
WELLNESS

MENTAL 
WELLNESS

THE FOUR PILLARS OF RESILIENCE… WHAT POSITIVELY ALTERS EACH CATAGORY



• Trainings and Workshops
• Peer Support
• Leadership leads by doing
• Educate yourselves on what 

resiliency looks like on your 
staff

• Keep the conversation going


