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9-1-1 Supervisor Leadership Academy 
Overview 

 

 

Course Goal 

 

The goal of the 9-1-1 Supervisor Leadership Academy is to provide tools, techniques, tactics, 

and strategies to help supervisors and potential supervisors become better at their work. The 

Academy is a holistic program that outlines principles, approaches, and mindsets that provide a 

framework within which any situation can be handled for the best outcome possible.  

 

 

Course Package  

 

 Six 8-hour classes  

 Bound workbooks, Get the Nerve book series  

 Activities and assignments to be completed between modules  

 Certificate of Completion  

 Email follow ups for six months after completion of the program  

 

Classes  

 

Classes are high-energy, high-impact using blended learning approaches, including large-group 

and small-group discussion, oral and written exercises, and video, audio, and photographic 

material. Each attendee is expected to participate.  

 

Participants  

 

This program is meant for current 9-1-1 supervisors, trainers, QA/QI managers, and those likely 

to take these positions within a year of the start of the program. The participants form a single 

cohort that progresses through the program together. The cohort is capped at 40. For best results, 

jurisdictions should send multiple supervisors, if possible.  

 

Handout Materials  

 

Participants will receive a bound workbook for each module. In addition, each participant will 

receive a copy of the following books:  

 

 Overcoming Fear: 50 Lessons on Being Bold and Living the Dream  
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 Emotional Intelligence: 50 Lessons on Knowing Who You’re Dealing With  

 Time Management: 50 Lessons on Finding Time for What’s Important  

 Dispatcher Stress: 50 Lessons on Beating the Burnout  

 Public Speaking: 50 Lessons on Presenting Without Losing Your Cool  

 Getting Healthy: 50 Lessons on Fitness for Law Enforcement  

 Leaving Blue: 50 Lessons on Retiring Well from Law Enforcement  

 

 

Course Description 
 

The 9-1-1 Supervisor Leadership Academy is a 12-month, 6-module program that addresses 

supervision and leadership from a personal and holistic perspective. As such, the underlying 

philosophy of the program is that leadership begins with the self, and improving leadership 

begins with improving the self. Participants meet in person once a month for six months. After 

the conclusion of the in-person classes, participants will receive regular emails for six months to 

revisit topics covered in class as reminders of what they learned and the commitments they made 

to become a better leader.  

 

Module 1 – Understanding Fear and Resistance 
 

Fear and resistance are the most powerful influences in life. They play a major role in self-

awareness and self-perception, decision making, quality of relationships, performance at work, 

and much more. We may not realize that oftentimes thoughts and behaviors are actually being 

driven by fear.  

 

This module explores fear as it impacts thoughts, beliefs, actions, and consequences, among 

other things, and illustrates how fear is a decisive factor in shaping supervision and leadership 

style. Sections include: the roots of fear; identifying and reducing fear; understanding fear and 

productivity; and a seven-step action plan for managing fear. In addition, this module explores 

the seven principles of resistance and how resistance appears on a regular basis to sabotage best 

intentions. 

 

Assignment:  

 Read Overcoming Fear: 50 Lessons on Being Bold and Living the Dream before Module 

2.  

 Note when you notice fear getting inside of you. It may appear as stress, anger, 

frustration, aggravation, or any other number of things. Pause for a moment and make a 

note of the circumstances when fear is present.  

 

Module 2 – Improving Emotional Intelligence 
 

Emotional intelligence (EI) is the ability to recognize and understand emotions in oneself and 

others, and to use this awareness to manage behavior and relationships. EI plays a central role in 

all aspects of supervision and leadership.  

 

This module includes a discussion of the four pillars of EI; the five components of EI; basic parts 

and functions of the brain and their role in determining emotional responses; strategies for 
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effectively controlling those emotional responses; and identifying and improving low emotional 

intelligence. 

 

Assignment:  

 Read Emotional Intelligence: 50 Lessons on Knowing Who You’re Dealing With before 

Module 3. 

 Observe when your emotions start running away from you, and observe other people 

when their emotions start getting the better of them. Note how you feel and whether you 

are going to react or respond in those moments. Are you likely to generate positive or 

negative consequences?  

 

Module 3 – Outrageous Productivity in a World of Distractions; Transforming Stress into 

Strength 
 

Fear and low emotional intelligence show themselves frequently in the form of procrastination, 

perfectionism, absenteeism, lateness, failure to complete paperwork in a timely manner, and 

countless other ways. This module helps participants create a system for managing time under 

any circumstances and shows how to address procrastination, uncover the myth of multitasking, 

how to set goals, and how to handle interruptions. Participants will complete the Academy with a 

highly specific plan in place to tackle their most important goals. 

 

Stress is ever-present in modern life. Good stress helps improve performance; bad stress blocks 

the path to great leadership. Over time, unremittent negative stress takes its toll on attitude, 

relationships, performance, physical and emotional health, outlook on life, and much more. This 

module includes discussions of the physiology and neuroscience of stress, nutrition, health, 

exercise, diet, and sleep. It addresses resilience and presents strategies for reducing stress in 

order to develop more effective supervision and leadership. 

 

Assignment:  

 Read Time Management: 50 Lessons on Finding Time for What’s Important and 

Dispatcher Stress: 50 Lessons on Beating the Burnout. 

 Observe yourself in your daily activities. When do you feel like you’re spinning your 

wheels, not getting nearly as much done as you could? Are you doing things at the wrong 

time? Are you spending time on things that really don’t deserve your attention? How 

stressed out are you feeling? How does it show up in your body and mind? How do you 

respond to it?  

 

Module 4 – Organizational Culture; Fundamentals of Communication 
 

In an organization, culture is everything. It defines the environment, attitudes, philosophy, 

communication style, and much more. Culture provides the signals to employees about what is 

allowed and what is not, what is appropriate and what is not. More important, it is the framework 

for what the organization stands for. Most communications centers have unhealthy cultures. This 

module outlines the characteristics of a great culture and presents examples of communications 

centers with great culture.  

 

Good communication is the lifeline of any organization, and where life and death are involved, it 

is critical. This module begins a lengthy discussion of the fundamentals of communication, 
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focusing on how fear, emotional intelligence, and stress influence communication. Scripts for 

alternate approaches to difficult situations will be offered. 

 

Assignment: 

 Observe the culture of the organizations you belong to, whether at work, home, or social 

groups. How do these groups express the central characteristics of culture? Is there a 

clear mission? Are all members of the group clear about the culture? Is it a negative or 

positive environment? 

 Begin to pay attention to the way you communicate at work and at home. Is your 

communication style giving you good results? 

 

Module 5 – Fundamentals of Communication 
 

Communication is the most vital of leadership skills. It can determine whether work and home 

environments are healthy, happy, and satisfying. This module shows how judgments, 

perceptions, and assumptions affect communication; that fight or flight are not the only options; 

how and why listening is key; the importance of planning and goal setting in communication; 

strategies for giving and taking criticism; steps to resolve conflict effectively, and more. Great 

communication skills help increase confidence and improve relationships with family, friends, 

and coworkers.  

 

Assignment:  

 Pay close attention to your communication style. What words are you using? Are they 

empowering or damaging? What is the state of your relationships at work and at home? 

How is your communication style contributing to that, whether negative or positive?  

 

Module 6 – Fundamentals of Communication; Leadership Principles  
 

This module continues the conversation about communication and leads into a discussion of the 

fundamental principles and practices of supervision and leadership. It considers what excellent 

supervision and leadership look like in real life, defining the role and primary functions of a 

supervisor and leader. The discussion continues with a detailed treatment of the classic book, The 

Leadership Challenge, focusing on the five pillars of Kouzes and Posner’s leadership 

philosophy. Extreme Ownership by Jocko Willink and Leif Babin will also be examined. 

 

 

A Life-Changing Experience 

 

“Thank you for that email. Boy did I need it! I have been tested so much lately, but your 

guidance those 6 months really have helped me. And in case you didn't see, I was promoted to 

supervisor!!! The self-reflection and growth from being in your class was a big factor in 

preparing me.” 

 

“I didn’t know how much I needed this class! Thank you for the last 6 months, sir!!! I 

recommend anyone who is able to take this class to do it!!!”  

 

“Have you ever attended training that moved you? I mean, moved you to the core? This is it, the 

9-1-1 Supervisor Leadership Academy! Please, don’t hesitate...you and your teams are worth it!” 
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“Normally our trainings are very repetitive. It was so great to have an outside perspective from 

someone who really got down and dirty with us about leadership instead of just glossing over 

things in a way that didn’t really do us any good.” 

 

“Thank you for opening my eyes to the skills I can use to manage my anxiety triggered by past 

trauma. I feel like a weight has been lifted.” 

 

“I just wanted to say thank you for what you do. My daughter and my wife have both read your 

fear book, and we have had many great conversations. My wife went on to read all the books. You 

have had a real impact on our lives. You have an amazing talent and style in how you present!” 

 

“Your books are amazing!!! Everything makes so much more sense to me now. I truly didn’t 

realize how much ‘undercover’ stress I was experiencing before these books. I’m making inner 

& outer changes & truly loving life.” 

   

“Most nights when I come home from work I just go to my bedroom to hide and dwell there until 

time for work the next day. I have been out walking this week, and last night I even played 

soccer with my daughter, which took running all over the field and kicking the ball and, of 

course, LAUGHING! Before bed last night, she came into my room and thanked me. You are 

changing lives. I had no idea how much I needed your program until it was over!” 

 

 

Dr. Joe Serio, president of The 360° Dispatcher, holds a Ph.D. in Criminal 

Justice from Sam Houston State University (SHSU) specializing in Leadership 

and Organizational Behavior. He was the co-founder of The Healthy 

Dispatcher and co-author of Dispatcher Stress: 50 Lessons on Beating the 

Burnout. He has trained thousands of dispatchers and dispatch supervisors 

across the United States and in Canada. The 360° Dispatcher hosts the week-

long 9-1-1 Leadership Training Event at the Mayan Ranch in Bandera, TX, 

twice a year. Dr. Serio regularly logs hours in comm centers around the U.S., 

monitoring calls, talking with dispatchers, and interviewing supervisors. In 

2022, The 360° Dispatcher will launch an executive development program for 

9-1-1 directors. Dispatch Supervisor: 50 Lessons on Being a Great Leader will be published in 

the second half of 2022. 

 

To learn about hosting the 9-1-1 Leadership Academy and pricing,  

contact Joe Serio at: 

 joe@360dispatcher.com 

936-577-8345 

 

mailto:joe@glttraining.com

