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Foreword*

The Association of Public-Safety Communications Officials (APCO) International is the
world’s oldest and largest professional organization dedicated to the enhancement of public-
safety communications. APCO International serves the professional needs of its 15,000
members worldwide by creating a platform for setting professional standards, addressing
professional issues and providing education, products and services for people who manage,
operate, maintain, and supply the communications systems used by police, fire, and emergency
medical dispatch agencies throughout the world.

The 2008-2009 APCO International Board of Officers:
Chris Fischer, President
Richard Mirgon, President Elect
William Carrow, First Vice President
Gregg Riddle, RPL, Second Vice President

APCO International Executive Staff:
George S. Rice, Jr., Executive Director
Mark Cannon, Deputy Executive Director

APCO International standards are developed by APCO committees, projects, task forces,
workgroups, and collaborative efforts with other organizations coordinated through the
APCO International Standards Development Committee (SDC). Members of the committees
are not necessarily members of APCO. Members of the SDC are not required to be APCO
members. All members of APCQO’s committees, projects, and task forces are subject matter
experts who volunteer and are not compensated by APCO. APCO standards activities are
supported by the Comm. Center & 9-1-1 Services Department of APCO International.

For more information regarding
APCO International and APCO standards
please visit:
www.apcointl.org
www.apcostandards.org

*For informational purposes only and not a part of the ANS
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APCO American National Standards (ANS) are voluntary consensus standards. Use of any

APCO standard is voluntary. This standard does not imply that there are no other standards per-

taining to this topic. All standards are subject to change. All APCO ANS are required to be re-

viewed no later than every five years. The designation of an APCO standard should be reviewed

to ensure you have the latest edition of an APCO standard, for example:

APCO ANS 1.101.1-2009 =1 - Operations, 2 - Technical, 3 - Training

APCO ANS 1.101.1-2009 = Unique number identifying the standard

APCO ANS 1.101.1-2009 = The edition of the standard, which will increase after each revision

APCO ANS 1.101.1-2009 = The year the standard was approved and published, which may
change after each revision.

The latest edition of an APCO standard cancels and replaces older versions of the APCO
standard. Comments regarding APCO standards are accepted any time and can be submitted to
apcostandards@apco911.org, if the comment includes a recommended change, it is requested to
accompany the change with supporting material. If you have a question regarding any portion of
the standard, including interpretation, APCO will respond to your request following its policies
and procedures. ANSI does not interpret APCO standards, they will forward the request to
APCO.

APCO International adheres to ANSI’s Patent Policy. Neither APCO nor ANSI is responsible
for identifying patents for which a license may be required by an American National Standard or
for conducting inquiries into the legal validity or scope of any patents brought to their attention.
No position is taken with respect to the existence or validity of any patent rights within this
standard. APCO is the entity that may authorize the use of trademarks, certification marks, or
other designations to indicate compliance with this standard.

Permission must be obtained to reproduce any portion of this standard and can be obtained by
contacting APCO International’s Comm Center & 9-1-1 Services Department. Requests for
information, interpretations, and/or comments on any APCO standards should be submitted in
writing addressed to:

APCO SDC Secretary, Comm Center & 9-1-1 Services
APCO International

351 N. Williamson Blvd

Daytona Beach, FL 32114 USA
apcostandards@apco911.org
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Introduction®

On behalf of public safety communication professionals across the nation, the Call Center
Standards Committee accepted the task of developing Core Competencies for Public
Safety Manager/Director. A group of working public safety communication professionals
from various sizes and types of agencies developed these competencies. This project was
one of the more aggressive tasks that this committee has pursued. It began with the ques-
tion of “what does a public safety communications manager or director need to know to be
successful?” The focus of this collaboration is to help public safety communications
managers/directors expand their knowledge, as well as to prepare the next generation of
managers/directors currently working at various levels of our public safety communica-
tions centers.

Responding to the needs of our members, dealing with the rapidly expanding and ever-
changing service environment, the Committee came together and began to develop these
competencies. Beginning with a basic management model, the competencies were devel-
oped over the last year with face-to-face work sessions, as well as numerous teleconfer-
ences and homework assignments to incorporate public safety communications knowl-
edge, skills and abilities as appropriate. In our experience, this was the most difficult and
quite possibly the most rewarding undertaking of this Committee to date and has prepared
us for future projects. The dynamic nature of the public safety communications industry
has driven the need for this type of development and APCO as an organization continues
to rise to the challenge.

These core competencies are a product of these efforts. We would like to thank all of the
Public Safety Communications Managers and Directors who assisted with the develop-
ment of this document. We appreciate the feedback and comments the committee re-
ceived during the public review and comment periods. Many comments have been incor-
porated within this version. The continued collaboration of industry professionals, our
members, increases the validity and value of this work. Please use this as a tool to further
enhance our profession and continue the development of public safety communications
Managers and Directors.

Julie Righter
2008-2009 Chair
Call Center Standards Committee
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Section 1: Managing Self & Personal Skills

A Public Safety Communications Manager should have:

A. The individual knowledge, skills, and traits required to fulfill the duties and
responsibilities of the position.

B. The ability to recognize, identify, and reconcile gaps in his/her own knowledge,
skills and experience to effectively meet job requirements and pursue
professional development.

C. Anunderstanding of the position and how it fits into the overall vision and
objectives of the Agency' while also understanding personal motivators in terms
of values, career and other aspirations.

1.1. A Public Safety Communications manager shall have the attributes required to
undertake the work.

111

1.1.2

1.13

1.14

115

1.16

Identify and reach concurrence on the requirements of the position with
superiors.

Evaluate current and future requirements of the position taking into account
the vision and objectives of the agency.

Clearly outline specific objectives and identify measurements of progress with
superiors.

Identify gaps between the requirements of the position and current knowledge
and skills, developing, implementing, and evaluating a plan to address the
gaps.

Obtain regular feedback from superiors, peers and team members, changing
professional development objectives based upon feedback.

Evaluate and improve time management skills.

1.1.6.1. Set and prioritize objectives and plan work to make best use of time
and resources.

1.1.6.2. Recognize changes in circumstances promptly and adjust plans and
activities accordingly.

1.2 A Public Safety Communications Manager shall develop personal networks?® to
support both current and future needs for information and resources.

121

Identify and work with people and organizations that can provide support for
the work.

T Agency can be defined as a self-contained entity such as a private sector company, a local authority or a significant operating unit, with a
relative degree of autonomy, within a larger organization. Examples include, but not limited to Communications Center and Public Safety

Answering Point (PSAP).

2 personal networks may include people in the Agency, people from other organizations and other contacts.
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1.2.2 Work to develop an atmosphere of professionalism and mutual support.

1.2.2.1 Consider the impact of actions to be taken; honor commitments, and
acknowledge when interests are in conflict with common goals.

1.2.2.2 Introduce people and organizations with common interests to each
other.

1.2.2.3 Encourage others to share information and knowledge within the
constraints of confidentiality.

Section 2: Providing Direction
A Public Safety Communications Manager should:

A. Develop and implement operational plans for area of responsibility.

B. Ensure that the Agency has an overall strategic plan and each identified area of
responsibility has an operational plan that will facilitate achieving the objectives
set out in the strategic plan.

C. Provide a strategy to ensure the Agency and community’s needs are met,
defining standards for measuring success.

D. Ensure that the Agency acts in accordance with Agency goals in relation to its
personnel®, customers, stakeholders and community.

E. Facilitate an organizational culture in which individuals are aware of potential
risks.

F. Assure the Agency has an awareness of diversity and an active commitment to
ensure equality.

2.1 A Public Safety Communications Manager shall provide direction and leadership
for the area of responsibility.*

2.1.1 Develop, implement, monitor, and evaluate operational plans for area of
responsibility implementing modifications as needed for effective practice and
improvement.

2.1.2 Compare and consider new ideas in relation to existing practices.

2.1.2.1 Balance risk with desired outcomes; consider the impact of actions
on others; ensure plans are consistent and flexible.

2.1.3 Develop and assign responsibilities to appropriate personnel while providing the
necessary resources.

2.1.3.1 Evaluate capabilities of agency personnel for appropriate
assignments and establish realistic objectives.

® The term “personnel” refers to staff within the Agency, subordinates and/or team members.
* The term “Area of responsibility” refers to the area the manager is directly responsible. This may be the entire agency, a department or
functional area(s) within an organization.
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2.1.4 Gain the support of stakeholders.

2.1.4.1 Support stakeholder goals, objectives, and operational plans and
ensure understanding of stakeholder objectives whenever possible.

2.1.4.2 Present information clearly, concisely, accurately and in ways that
promote understanding.

2.1.4.3 Encourage a sense of common purpose for achieving the goals and
objectives of the agency.

2.1.4.4 Ensure personnel understand stakeholder goals and objectives and
work to support those issues.

2.2 A Public Safety Communications Manager shall have an organizational awareness
of the environment® in which the agency operates.

2.2.1 ldentify and prioritize agency strengths, weaknesses, opportunities, and threats.

2.2.2 Obtain information on internal and external customers and about the Public Safety
Communications industry to support planning and decision-making.

2.2.3 Monitor and evaluate trends, technology, and information recognizing changes
that require prompt adjustment of plans and activities.

2.2.3 Consult with all stakeholders on trends and technology issues in order to inform
and support strategic decisions.

2.3 A Public Safety Communications Manager shall assure the Agency’s vision and
strategic plan are developed with input from all Agency stakeholders.

2.3.1 Develop and articulate a clear vision consistent with Agency objectives.
2.3.1.1 Create a clear and achievable plan.
2.3.1.2 Compare and consider new ideas in relation to existing practices.

2.3.1.3 Balance the needs and expectations of key stakeholders and
personnel and gain their support.

2.3.1.4 Develop and/or revise policies and procedures to support the vision
and the strategic plan.

2.3.1 Model values that will guide the work of others toward the vision.
2.3.2 Implement the strategic plan.
2.3.2.1 Ensure those involved understand and demonstrate support of the
plan through their responsibilities.

2.3.2.2 Delegate responsibility for achieving goals and allocate resources
effectively.

® The environment can include the external operating environment — for example, User Agencies, Governing Councils and Boards, new
technologies and methods, legislation, and the activities of stakeholders. It can also include the internal operating environment — for example,
personnel and resources available and the culture of the organization.
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2.3.2.3 Measure and monitor the implementation of the plan.
2.3.2.4 ldentify variations from measurement standards and their causes.

2.3.24.1 Turn unexpected events into opportunities rather than
threats.

2.3.2.4.2  Respond positively and creatively to setbacks.

2.3.3 Monitor and adjust the strategic plan.

2.3.3.1 Adjust the plan or resources to ensure consistency with the Agency’s
overall vision and objectives.

2.3.3.1.1  Recognize changes in circumstances promptly and adjust plans and
activities accordingly.

2.3.3.1.2 Inform internal and external stakeholders of adjustments to the plan.
2.3.4 Evaluate the plan at regular intervals.

2.3.4.1 Document the implementation, evaluation and adjustment of the
plan.

2.4 A Public Safety Communications Manager shall provide direction and leadership
to personnel of the Agency.

2.4.1 Provide leadership in area of responsibility.

2.4.1.1 Clearly communicate the vision, supportive objectives and
operational and strategic plans to the personnel and stakeholders.

2.4.2 Create a sense of common purpose by leading the Agency successfully through
difficulties and challenges.

2.4.3 Create and maintain a culture, which encourages and recognizes creativity and
innovation.

2.4.4 Communicate regularly using various methods to ensure effective communication
is exchanged and understood by all involved.

2.4.5 Ensure that there are open lines of communication and guidance available,
especially during challenges and change.

2.4.6 Support and provide a standardized method to motivate personnel to achieve
objectives and provide recognition when they are successful.

2.4.7 Empower personnel to develop successful work styles and take initiative within
the limits of authority.

2.4.8 Foster and require ethical behaviors.

2.5 A Public Safety Communications Manager shall ensure the agency complies with
the law in key areas such as health and safety, employment, finance, statutory and
regulatory requirements.
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2.5.1

2.5.2

2.5.3

254
2.5.5
2.5.6
2.5.7

2.5.8

Monitor the relevant requirements and analyze the effect they have on the agency,
including the consequences of non-compliance.

Develop and implement effective policies and procedures to ensure the agency
meets all the necessary requirements.

Confirm affected personnel have a clear understanding of the policies and
procedures and their importance.

Encourage personnel involvement to ensure compliance.
Ensure that there is a process in place to check, audit, and confirm compliance.
Identify and correct failures to meet the requirements.

Analyze the reasons for the failure and adjust practices, policies and procedures to
reduce the likelihood of failures in the future.

Provide full reports about failures to meet requirements to the relevant
stakeholders.

2.6 A Public Safety Communications Manager shall ensure compliance with local,
state/provincial, tribal and federal legislation.

2.6.1

Identify responsibilities and liabilities to ensure compliance and adherence to
local, state/provincial, tribal and federal laws and regulations.

2.7 A Public safety communications Manager shall facilitate the professional culture
for the agency’s overall vision, mission, strategy and goals.

2.7.1

2.7.2
2.7.3

Foster the cultural development of the organization in a way that is directly linked
to the agency mission, vision, and goals.

Communicate organizational values to personnel and promote their practice.

Encourage behavior that is consistent with the agency’s overall vision, values, and
mission as well as the needs and interests of key stakeholders and personnel.
Ensure personal behavior, actions and words that consistently reinforce these
values.

2.7.3.1 When challenging the status quo, do so constructively seeking better

alternatives and encouraging stakeholders to do the same.

2.7.3.2 Encourage personnel and stakeholders to find practical ways to overcome

barriers.

2.7.3.3 Acknowledge the needs, feelings and motivations of personnel.

2.7.3.4 Have clearly articulated expectations and hold personnel and stakeholders

2.74

accountable to them.
Implement policies, programs and systems to support agreed upon values.
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2.7.4.1 Counter messages that conflict with Agency values.

2.7.4.2 Continuously monitor and adjust values and assumptions, and the way they
are applied.

2.7.4.3 Monitor on a regular basis, the culture of the agency, communicating clearly
to all personnel whenever there appears to be a conflict between the agencies
mission, values, goals and objectives and behavior or performance.

2.8 A Public Safety Communications Manager shall lead in establishing and operating
an effective liability management process across the Agency.

2.8.1 Manage Exposures

2.8.1.1 Ensure that the agency has a written risk management policy, which is clearly
communicated across the agency and stakeholders.

2.8.1.2 Establish, and periodically review, risk criteria for the agency, seeking and
taking account of the views of stakeholders across the agency.

2.8.1.3 Practice vigilance to avoid, resolve and/or mitigate potential liabilities and
risks.

2.8.1.4 Evaluate significant current and planned organizational activities and identify
potential risks, the nature of the risks, the probability of occurrence and
consequences.

2.8.1.5 Collect and evaluate information from across the agency on how identified
risks have been or are being dealt with, including contingency plans which
have been implemented.

2.8.1.6 Communicate information on identified risks to stakeholders across the
agency and enable decisions and actions to be taken in terms of accepting or
mitigating the risks.

2.8.1.7 Solicit senior management commitment to the risk management process.

2.9 A Public Safety Communications Manager shall actively promote equal
employment opportunities and cultural diversity within the Agency.

2.9.1 Ensure commitment to equality and diversity, including making it a priority area
of the agency’s overall vision, values, objectives and planning and decision-
making.

2.9.2 Ensure behavior, words and actions support a commitment to equality and
diversity.

2.9.3 Continually model behavior that shows respect, helpfulness, and cooperation.

2.9.3.1 Treat individuals with respect.

2.9.3.2 Use communication styles and techniques that are appropriate to different
individuals and situations.
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2.9.3.3 Use a full range of leadership styles appropriate to different individuals and
situations.

2.9.3.4 Exhibit integrity, fairness and consistency in decision-making.

2.9.4 Identify responsibilities and liabilities to ensure compliance with federal,
state/provincial, local, and/or tribal legislation.

2.9.5 Continually review the diversity of the workforce, at all levels, and identify areas
for improvement.

2.9.5.1 Consider the needs, feelings, and motivations of individuals and the
implications of decisions upon that individual.

2.9.5.2 Encourage and support all personnel to make the best use of their abilities.

2.9.5.3 Ensure that working arrangements, resources and business processes in the
Agency respond to diverse needs, abilities, values and methods.

2.9.6 Ensure that the Agency has a written diversity policy that is clearly communicated
to all personnel and other relevant parties via training.

2.9.7 Monitor changes in relation to diversity and evaluate their implications on the
agency.

Section 3: Facilitating Change
A Public Safety Communications Manager should:

A. Solicit, consider, and implement new ideas and improvements to existing services
and improvements to existing practices, procedures and systems.

B. Be an advocate for the Agency vision and support those involved in making the
vision a reality.

3.1. A Public Safety Communications Manager shall encourage and support the
identification and implementation of practical and viable ideas and innovations.

3.1.1 Identify target activities and periodically review the approach to a higher level of
innovation within area of responsibility.

3.1.1.1 Solicit from all the personnel, ideas for new services, improvements
and other potential sources of ideas.

3.1.1.2 Respond openly to ideas from individuals or teams and ensure
constructive feedback in a timely manner.

3.1.1.3 Obijectively consider suggestions/recommendations submitted by
individuals and/or teams within area of responsibility.

3.1.1.4 Encourage and support others to make decisions autonomously.
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3.1.1.5 Encourage the sharing of information.

3.1.1.6 Recruit, select, develop, and encourage creativity and innovative
thinking in personnel.

3.1.1.7 Recognize the achievements and the success of others
3.1.2 Encourage members of the team to share, discuss and work together in developing
initial ideas.
3.1.2.1 Develop more efficient operational methods.

3.1.2.2 Ensure a fair and open method for considering and selecting initial
ideas for further development.

3.1.2.3 Show integrity, fairness and consistency in decision-making.

3.1.2.4 Discuss and agree upon ways in which selected ideas can be further
developed, reviewed and implemented by individuals or teams.

3.1.2.5 Support practical ways to overcome barriers.
3.1.2.6 Provide assistance in developing plans in support of ideas.

3.1.2.7 Respond to ideas identified by personnel and provide constructive
feedback, displaying a willingness to explore new approaches.

3.1.3 Identify and pursue opportunities to work with stakeholders to generate and
develop ideas.

3.1.4 Consider ideas that need further development, listen to input or provide direction
on how they should be developed, identify the required resources, and encourage
consensus on implementation plans.

3.1.5. Support personnel in submitting formal proposals to other people for approval
when the authority is not within the scope of the Manager.

3.1.6. Work toward the practical implementation of ideas, based on the identified
benefits, risks and required resources within the scope of authority.

3.1.7. Provide ongoing support, encouragement and resources to personnel who are
developing and testing ideas.

3.1.8. Oversee the implementation of ideas, monitoring, documenting, and
communicating on progress while helping to remove identified obstacles.

3.1.9. Ensure that the originators and developers of ideas which are successfully
implemented receive recognition for their achievement.

3.1.10. Ensure that resources, including time, are made available across the Agency for
the origination, development and testing of ideas and help to remove identified
obstacles.

3.1.11. Identify and pursue opportunities for the Agency to work in partnership with
external professional organizations to generate and develop ideas.
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3.1.12.

3.1.13.

3.1.14.

3.1.15.

Establish a culture that encourages people to take acceptable risks in pursuing
innovation and to balance the risks against the benefits and disadvantages that
may arise from taking risks.

Evaluate business cases and plans for the practical implementation of ideas and
approve those which appear viable, while monitoring and reviewing their
progress.

3.1.13.1. Seek out and act on new business opportunities (as applicable).

Establish systems for measuring innovation within the Agency and provide
information on Agency performance to relevant parties.

Provide cost benefit analysis or other reports for the review of personnel and
stakeholders on the value of new ideas or practices.

3.2 A Public Safety Communications Manager shall provide leadership when the
Agency investigates or implements a specific change or a wider program of change®.

3.2.1

3.2.2

3.2.3

3.24

3.25

Continually communicate the vision, the reasons for the change and associated
benefits to everyone involved.

3.2.1.1 Set and prioritize objectives for the change.
3.2.1.2 Work to generate acceptance, enthusiasm and commitment.

Encourage personnel and stakeholders involved to view change as an opportunity.

3.2.2.1 Work to inspire others while championing their work to achieve
common goals.

3.2.2.2 Solicit ideas, innovations, and practical ways to implement changes.

Ensure those responsible for planning and implementing change understand their
responsibilities.

Strive for clarity and consensus on expectations and hold responsible personnel
accountable.

Identify strategies for achieving the vision and communicate them clearly to
everyone involved.

3.3.1.1 Setand prioritize objectives for the change.
3.3.1.2 Identify and deal with obstacles to change.

3.3.1.3 Identify the implications or consequences of a situation and
communicate clearly to everyone involved.

3.3.1.4 Implement difficult and/or unpopular decisions, if necessary.

8 “Change,” in its various forms, is occurring more often within Public Safety Communications agencies. The driving force for change may be
external or internal to the Agency or a mixture of both. It may be a reaction to events or an attempt to improve the Agency for the future.
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3.2.6  Support personnel during the change process.

3.2.6.1 Be sensitive to the needs and interests of personnel, stakeholders,
and the community and manage them effectively.

3.2.6.2 Use a range of leadership and interpersonal communication styles
appropriate to different people and situations.

3.2.6.3 Communicate progress to everyone involved and celebrate
achievement.

3.2.6.4 Present opportunities to provide feedback and respond appropriately.

3.3 A Public Safety Communications Manager shall be responsible for
planning what is needed to make a specific change or put into practice a
program of change.

3.3.1 Identify procedures, methods, structures and roles that need to be changed, and
measure the gap between the current and required future state.

3.3.1.1 Provide documentation on the needed changes and identify the
method used to assess the need for the change.

3.3.1.2 Calculate the cost and/or cost benefit of change using accepted
analytical processes.

3.3.2 ldentify and assess barriers to change.
3.3.2.1 Continually seek practical ways to overcome barriers.

3.3.3 Develop a communication strategy for the change process that allows people to
give feedback.

3.3.4 Analyze the risks and benefits associated with strategies/plans and develop
contingency arrangements.

3.3.4.1  Monitor, on a daily basis, business capacities planning relative to
the agency business plan.

3.3.4.2  Monitor, on a monthly basis, contingency planning relative to the
overall strategic plan.

3.3.4.3  Ensure at least on an annual basis, mutual aid, including
interagency or inter-local agreements, MOU's and other planning
documentation is current.

3.3.5 Ensure plans include short-term ‘wins’ as well as long-term deliverables.
3.3.5.1  Establish necessary and achievable objectives for all involved.

3.35.2 Develop strategies and plans to implement, monitor, and evaluate
the effects of change.

3.35.3 Present information clearly, concisely, and accurately, and in ways
that promote understanding.
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3.3.6

Identify training and support needs and plan how to meet these.

3.4 A Public Safety Communications Manager shall implement change.

34.1
3.4.2
3.4.3

344

345

3.4.6
3.4.7
3.4.8
3.4.9

Design the overall strategy and plan for a specific change or outline of change.
Implement the strategies and plan for change in line with the available resources.

Design new work processes, procedures, systems, structures and roles to achieve
the vision behind the change.

Review and approve necessary training that results from the change.
3.4.1.1 Evaluate the effectiveness of the training.
Identify, assess and manage problems and barriers to change.

3.4.5.1 Position self to recognize changes in circumstances promptly and adjust
plans and activities accordingly.

3.4.5.2 Recognize when there are conflicts, acknowledge the feelings and views
of all parties, and redirect where appropriate.

Monitor, document and communicate progress to all involved.

Recognize and reward people and teams who achieve results.

Maintain the momentum for change.

Ensure that the change is effective and meets the requirements of the Agency.

Section 4: Working with People

A Public Safety Communications Manager should:

A. Foster and create effective working relationships with all personnel within the
organization and with individuals and organizations external to the agency.

B. Oversee recruitment and selection of personnel for various positions within the
agency.

C. Encourage agency members to take responsibility for their own learning and
provide an environment’ in which learning is valued.

D. Encourage and support the highest quality of workplace team interaction and
behavior by leadership and example.

4.1 A Public Safety Communications Manager shall support and develop working
relationships with internal personnel, stakeholders and external organizations.

7 The term “environment” refers to, for example, in your team or area of responsibility.
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41.1

41.2

413

414

415

4.1.6

4.1.7

4.1.8

4.1.9

Develop productive working relationships with personnel, stakeholders, and
external organizations.

4.1.1.1 Seek to understand people’s needs and motivations.
4.1.1.2 Make time available to support and listen to others.

4.1.1.3 Interact with government policymakers, external neighboring public
safety agencies, community service organizations, and professional
industry associations.

4.1.1.4 Partner with stakeholders and external organizations to develop and
maintain a Public Outreach/Education Program.

Establish working relationships with stakeholders and external organizations.
4.1.2.1 Develop and maintain internal and external Public Relations.

4.1.2.2 Present information clearly, concisely, accurately with
understanding.

Recognize, respect, and acknowledge the roles, responsibilities, interests and
concerns of colleagues and stakeholders.

4.1.3.1 Recognize people’s needs and motivations, seek accountability in
others; is accountable for own interest and actions, and develop an
atmosphere of professionalism and support.

Identify and obtain account of the priorities, expectations, and authority of
stakeholders or other organizations in decisions and actions.

Consult colleagues and stakeholders for input on key decisions and activities and
take account of their views, including their priorities, expectations and attitudes
toward potential risks - work toward win-win solutions.

Identify conflicts of interest and disagreements with colleagues and seek
responses that retain the integrity of the work being carried out.

4.1.6.1  Exhibit sensitivity to internal and external politics that impact on
area of work.

Fulfill agreements made with personnel, stakeholders or other organizations and
communicate difficulties and/or probability of outcomes.

4171 Exhibit respect, helpfulness and cooperation.
4.1.7.2  Keep promises and honor commitments.

Inform colleagues promptly of difficulties or where it will be challenging or
impossible to fulfill agreements. Use teamwork in seeking alternative ways to
achieve original goals.

Exchange information and resources with colleagues to make sure that all parties
can work effectively.

4.1.9.1  Present information clearly, concisely, accurately, and in ways that
promote understanding.
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4.1.9.2  Consider the impact of actions on others.

4.1.10 Provide feedback to colleagues on their performance and seek feedback from
colleagues on your own performance in order to identify areas for improvement.

4.2 A Public Safety Communications Manager shall participate in meetings in an active
and constructive way.

4.2.1 Know the content of the meeting, identify relevant information and clarify
opinions on various agenda items.

4.2.1 Consult with those who have an interest in the various agenda items in order to
understand and be able to represent their opinions.

4.2.1.1 Keep people informed of plans, changes, and developments.

4.2.2 Clarify objectives from the meeting and present relevant information clearly and
concisely.

4.2.3 Present opinions in a convincing way, providing evidence to support the case, if
required.

4.2.3.1  Use active listening techniques, ask questions, clarify points and
rephrase others’ statements to confirm mutual understanding.

4.2.4 Articulate issues and problems emerging from discussions and propose and evaluate
possible solutions.

4.2.4.1  Address multiple issues; state own position and views, clearly and
confidently in conflict situations, engage in respectful discussion or
disagreement as appropriate.

4.2.5 Acknowledge and constructively discuss information and opinions provided by
other people.

4.2.6 Clearly state decisions made on the various agenda items, where necessary.

4.2.6.1  Establish agreed upon communication protocol for the dissemination
of decision points.

4.2.6.2  Communicate decisions clearly and concisely and in a timely way to
those who have an interest in the various agenda items, in line with
communication protocols agreed upon at the meeting.

4.3 A Public Safety Communications Manager shall identify workforce requirements
of the agency. The Manager shall recruit, select and retain personnel while
considering strategic objectives and plans.

4.3.1 Evaluate the agency’s strategic objectives and associated plans obtaining
information needed for planning the workforce.

4.3.2 ldentify and review capacity and capability of current personnel to identify the
skills, knowledge, experience or other requirements of positions within the Agency.
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4.3.3
43.4
435

4.3.6

4.3.7

4.3.8

4.3.9

4.3.10

43.11

4.3.12

4.3.13

4.3.14

Plan for staffing needs appropriate to the organizational structure.
Ensure resources needed to recruit, hire, train, and retain personnel are available.

Identify methods of addressing staffing and retention issues, implementing those
that clearly fall within authority and communicating these methods to other
stakeholders involved in the process of staffing.

Keep informed on industry issues by staying current with public safety
communications research and recommendations such as APCO International’s
Project RETAINS on staffing and retention issues.

Prioritize objectives and plan staffing to ensure the best use of resources. Use the
best available resource, anticipate personnel needs, identify priorities and critical
activities.

Seek expertise in relation to recruiting, selecting and retention of personnel.

Regularly review staffing needs of the agency, identifying shortfalls in the number
of staff and/or the pool of trained personnel.

Grant supervisors and/or team leaders autonomy to adjust staffing based on
unforeseen events.

Acting within authority, implement difficult and/or unpopular decisions, or attempt
new ways of working or approaching the problem.

Consult with others to produce or update job descriptions and personnel
specifications.

4.3.12.1 Ensure compliance with all requirements, including legal, professional,
agency, and/or professional standards or certification.

4.3.12.2 Ensure that the essential functions of all positions are clearly
articulated in job descriptions and advertised openings.

Consult with others to discuss stages in the recruitment and selection process for
identified vacancies identifying methods that will be used to recruit and select
personnel.

4.3.13.1 Ensure that information on vacancies is fair, clear and accurate before
it is distributed to potential applicants.

Participate in or review the recruitment and selection process, ensuring the process
is fair, consistent, and effective.

4.3.14.1 Evaluate the effectiveness of the recruitment and hiring process and
maintain documentation on how the analysis was conducted and the
results.

4.3.14.2 Identify areas for improvements in recruitment, selection, and hiring.

4.3.14.3 Show integrity, fairness and consistency in decision making.

4.3.14.4  Seek hiring practices that help identify and select candidates whose
behaviors will fit with the agency’s mission and values as a good
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employee and team member, as well as show an aptitude or skill for
the position.

4.3.14.5 Evaluate frequently the testing tools used as part of the selection
criteria for both new hires and promotions.

4.3.15 Ensure applicants who are offered positions are likely to be able to perform
effectively and to work effectively with current personnel.

4.3.16 Conduct exit interviews with personnel who are leaving area of responsibility to
identify and discuss their reasons for leaving.

4.3.16.1 Keep accurate statistics on the success of hiring and recruitments in
relationship to retention.

4.3.17 Develop plans addressing long-range and short-range hiring, staffing, and retention
goals and objectives.

4.3.17.1 Anticipate future staffing needs based on realistic analysis of trends,
volumes, and other developments.

4.3.17.2 Conduct regular, professional surveys with personnel to help
determine workplace issues that affect staffing or retention.

4.4 A Public Safety Communications Manager shall provide oversight of human
resources practices.

4.4.1 Understand the principles of human resource management.

44.1.1  Maintain familiarity with local, state, or federal labor practices,
including, but not limited to:

(1) Fair Labor Standards Act (FLSA),
(2) Family Medical and Leave Act (FMLA), and

(3) Americans Disability Act (ADA) and equal access to 9-1-1 or
public safety services.

4.4.1.2  Knowledge of accepted disciplinary practices.

4.4.1.3  Knowledge of acceptable personnel records keeping practices.
4.4.2 Maintain familiarity with existing labor contracts.
4.4.3 Negotiate labor contracts as appropriate.

45 A Public Safety Communications Manager shall ensure that the work required of
personnel is effectively and fairly allocated and that work is reviewed to
determine that performance standards and expectations are met.

4.5.1 Establish a recognized method or program of quality assurance and a personnel
performance measurement tool for the agency.
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4.5.1.1 Establish and communicate benchmarks for response times and service
quality.

4.5.1.2 Assign personnel to regularly review, identify issues and take appropriate
actions on personnel and agency work performance issues, document and
report on actions taken.

4.5.1.3 Check and compare progress and quality of work against the standard of
expected performance.

4.5.1.4 Provide the results of the quality review to supervisory and training
personnel as appropriate.

4.5.2 Convey expected standards of performance and outcomes to personnel.

4.5.3 Relate performance expectations clearly and concisely to personnel, ensuring their
understanding.

4.5.3.1 Support team members in identifying and addressing problems and
unforeseen events.

4.5.3.2 Tie standards to personnel performance appraisals and agency procedures
as appropriate.

4.5.3.3 Communicate what is expected of personnel and hold them accountable.
4.5.4 Praise and/or reinforce positive personnel performance and behavior.

4.5.5 ldentify unacceptable or poor agency or personnel performance issues, discuss the
cause(s) and gain consensus on ways of improving performance.

4.5.5.1 Involve administrative, supervisory, and/or training and development staff
in determining possible causes of poor performance and in addressing a
solution to the substandard performance.

4.5.6 Conduct or ensure the completion of regular and routine reviews of job
performance.

4.5.6.1 Hold personnel accountable for timely and objective performance
evaluations.

4.5.7 Help members of the team address problems affecting their performance.

4.5.7.1 Address work-related problems and address the impacts of problems
arising from their personal circumstances.

4.5.7.2 ldentify problems affecting an employee’s performance, discuss these in a
timely way with the employee and find a suitable solution to the problem.

4.5.7.3 Provide team members opportunities to approach management with
problems affecting their performance.

4.5.7.4 Take an active interest in team member issues and be available for
consultation.

4.5.8 Gather and check information to accurately identify the problem and its cause.

4.5.8.1 Check the validity and reliability of information.
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4.5.8.2 Identify the implications or consequences of a situation.

4.5.8.3 Discuss the range of alternative courses of action and concurs with the
team member in a timely and effective way of dealing with the problem.

4.5.9 Confront performance issues and resolve them directly with the people involved.
4.5.9.1 Make timely decisions that are realistic for the situation.

4.5.9.2 Comply with, and ensure others comply with, legal requirements, industry
regulations, organizational policies and professional codes.

4.5.9.3 Exhibit integrity, fairness and consistency in decision-making and identify
when it is appropriate to refer the team member to support services.

4.5.10 Provide appropriate training to personnel who will conduct quality assurance or
performance appraisals within the agency.

45.10.1 Document all concerns of poor work performance in a clear and
concise manner.

45.10.2 Communicate regularly with personnel to offer benefits and to gain
benefits in personnel development.

4.5.11 Ensure work is allocated to personnel fairly.

45.11.1 Take into account the skills, knowledge and abilities, experience
and impacted workloads.

45112 Take advantage of opportunities for individual development and
mentoring.

45.11.3 Ensure personnel are briefed on allocated work, demonstrating it
fits with the vision and objectives for the area and the overall agency, and
the standard or level of expected performance.

45114 Plan methods of undertaking work tasks, soliciting views from
personnel and stakeholders, where applicable, identifying priorities or
critical activities and making best use of the available resources.

45115 Prioritize objectives and plan work to make best use of time and
resources.
45.11.6 Recognize changes in circumstances promptly and adjust plans and

activities accordingly.

45.11.7 Encourage personnel to ask questions make suggestions and seek
clarification in relation to allocated work.

4.5.12 Motivate personnel to complete the work they have been allocated and provide,
where requested and where possible, additional support and/or resources to help
completion.

4.5.13 Recognize successful completion of significant pieces of work or work activities by
individuals or teams.
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4.5.14 Use information collected through quality assurance for personnel performance

appraisals.

4.6 A Public Safety Communications Manager shall support personnel within their line
management responsibilities in identifying learning needs and helping to provide
opportunities to address these needs.

46.1

4.6.2

4.6.3

4.6.4

4.6.5

4.6.6

4.6.7

4.6.8

4.6.9

Promote the benefits of lifelong learning to colleagues and ensure their willingness
and efforts to learn are recognized.

Make time to provide colleagues fair, regular and useful feedback on their work
performance, including discussing steps for improvement.

Work with colleagues to identify and prioritize learning needs based on gaps
between the requirements of their work-roles and their current knowledge, abilities
and skills.

Help colleagues to identify the learning style(s) or combination of styles that works
best for them and ensure that these are taken into account in identifying and
undertaking learning activities.

Develop, with each colleague, a plan that includes learning objectives, activities to
be undertaken, and the required resources and timescales.

4.6.5.1 Make sure required resources are made available.
4.6.5.2 Assist in the removal of obstacles to learning.

Work with colleagues to overcome barriers and make use of unplanned learning
opportunities.

Seek and make use of specialist expertise in relation to identifying and providing
learning for colleagues.

Evaluate, in discussion with each colleague, whether the learning activities they
have undertaken have achieved the desired outcomes and provide positive feedback
on the learning experience.

4.6.8.1 Encourage and support others to make the best use of their abilities.
4.6.8.1.1 Recognize the achievements and the success of others.

Encourage and work with colleagues to update their development plans, take
responsibility for their own learning, including practicing and reflecting on what
they have learned.

4.6.9.1 Confront performance issues and sort them out directly with the people
involved.

4.6.9.2 Support training, and personnel involved with training, in developing a
quality initial and on-going training program within the agency.

4.6.9.2.1 Provide opportunities for trainers to receive training.
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4.7 A Public Safety Communications Manager shall build a team and manage it
through its various stages of growth.

4.7.1

4.7.2

4.7.3

4.7.4

4.7.5

4.7.6

4.7.7

4.7.8

4.7.9

4.7.10
4.7.11
4.7.12

Understand elements of human behavior and group dynamics that may affect the
team so that you can address problems or conflicts arising from those elements.

Clearly articulate the purpose of the team, expected achievements and team versus
an individual approach.

4.7.2.1 Present information clearly, concisely, and accurately, informing
personnel of plans, developments, guidelines, and parameters.

4.7.2.2 ldentify to team members positive and negative behaviors concerning
team progress so that the team can reinforce positive behaviors and
redirect/mitigate negative behaviors.

Identify the combination of expertise, knowledge, skills and attitudes required to
achieve the team purpose.

4.7.3.1 Articulate a vision that generates excitement, enthusiasm and
commitment.

Identify team members’ expertise, knowledge, skills and attitudes, relating their
particular roles within the team.

Use team selection and development processes to develop expertise, knowledge,
skills and attitudes lacking in the team.

Relate to team members expected contributions to the team and fellow team
members.

4.7.6.1 Gain agreement on key expectations of others and hold them accountable.

Conduct analysis of the team with allowance for team development through its
identified stages of growth.

4.7.7.1 Check individuals’ commitment to their roles in a specific course of
action.

Assist the team to seize opportunities presented by changes in the team composition
and support the introduction of new team members.

Promote open communication between team members.

4.7.9.1 Identify and work with people and organizations that can provide support
for the team’s mission.

Review and evaluate the performance of the team regularly.
Recognize team and individual successes together.

Disband the team if and when its purpose has been achieved and it is no longer
required for other purposes.

4.8 A Public Safety Communications Manager shall reduce and manage conflicts
between members of the team.
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48.1

4.8.2
4.8.3

4.8.4

485

4.8.6

4.8.7

4.8.8

Communicate clearly to team members the standards of work and behavior
expected of them.

4.8.1.1 Clearly articulate what is expected of personnel and hold them
accountable.

Establish ground rules for respectful disagreement or debate.

Create an environment where conflict may occur without negative or threatening
behaviors.

4.8.3.1 Encourage respectful discussion and discourse of differing opinions or
views.

4.8.3.2 Encourage individuals to solve conflict directly with the party(s) involved
and on their own.

Establish a model for behavior that addresses respectful direct, communication,
disagreement, or conflict resolution and make it part of the agency policy, practice,
and culture.

4.8.4.1 Hold all personnel accountable to that model.
4.8.4.2 Respond quickly to crises and problems with a proposed course of action.

4.8.4.3 Recognize conflicts, acknowledge the views of all parties, and redirect
people’s energy towards a common goal.

Take prompt action to deal with conflict when the team members concerned are not
able to resolve conflict themselves.

4.8.5.1 Confront performance issues and resolve them directly with the people
involved.

4.8.5.2 Require personnel to deal directly with person(s) with whom they have
conflict and to request mediation if direct contact does not produce the
desired result.

Acknowledge and show respect for team members’ emotions regarding the conflict
and seek to manage the impacts of any negative emotions.

Impartially investigate the causes of the conflict, giving all parties opportunities to
present the facts and their perceptions about the conflict.

Comply with agency and legal requirements when resolving conflicts.

4.8.8.1 Ensure others comply with, legal requirements, industry regulations,
organizational policies and professional codes.

4.9 A Public Safety Communications Manager shall make sound decisions based upon a
valid analysis of the best available information.

49.1
4.9.2

Identify those who may be affected by the decision, identifying their interests.
Show integrity, fairness and consistency in decision-making.
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4.9.3

4.9.4
495
4.9.6

4.9.7

4938

4.9.9

4.9.10
4911
4.9.12

4.9.13

4.9.14

4.9.15

4.9.16

4.9.17

4.9.18

4.9.19

Involve, where possible, those who are able to contribute to the decision-making
process or who will be affected by the decision.

Establish the objectives of the decision to be taken.
Ensure those involved in the decision-making process understand the objectives.

Identify the information needed to make the decision and the sources of the
information needed.

Obtain sufficient relevant information to allow you to make the decision.
4.9.7.1 Verify the accuracy, validity and reliability of information.

Take timely action to remedy inadequate, unreliable, contradictory or ambiguous
information.

4.9.8.1 Seek concrete information.

Analyze the information to identify facts, patterns and trends that may impact
decision.

Identify patterns or meaning from events and data that are not obviously related.
Identify and evaluate the range of options open to you.

Draw conclusions supported by objective arguments and reliable information,
clearly stating assumptions made and risks that may be involved.

Build a total and valid picture from the data and be able to provide the information
sources, if applicable and not confidential.

Make sound decisions that are in line with objectives, consistent with values,
policies and guidelines.

4.9.14.1 Act within the limits of authority; make timely decisions realistic
for the situation.

4.9.14.2 Make decisions in uncertain situations or based on incomplete
information in the interim when necessary.

4.9.14.3 Make and implement difficult and/or unpopular decisions, if
necessary.

Obtain help and advice when adequate information is not available, the decision is
outside area of responsibility or scope of authority, or decisions are likely to
conflict with values, policies and guidelines.

Communicate decision clearly to those who are affected.

Accept responsibility and be accountable for decisions made that had a less than
favorable outcome(s). Do not focus blame on others.

Obijectively evaluate the reason for the decision and determine what could have
been done differently to change the outcome.

Learn from the experience and apply what has been learned to future decisions.
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4.10 A Public Safety Communications Manager shall communicate information and
knowledge to a wide variety of people.

4.10.1 Identify the process required for effective communications between management
and personnel.

4.10.2 ldentify preferences for receipt and distribution of information and knowledge.

4.10.2.1 Inform personnel, stakeholders or others of these preferences
4.10.2.2 Adopt media and styles appropriate to disseminate information to
personnel.

4.10.3 Ensure information and knowledge is current, accurate, and complete before
dissemination.

410.3.1 Check the validity and reliability of information.

4.10.4 Understand differences in social, behavioral, communications styles and
preferences of others in an effort to communicate effectively and in a way that
encourages others to be comfortable with the communication.

4104.1 Adjust communication in response to verbal and non-verbal
feedback.

4.10.5 Use appropriate language and demeanor and the principles of emotional intelligence
(self-management/awareness/social awareness/relationship management in
communicating with others.)

4.10.6 Confirm stakeholders have received and understood the information and knowledge
communicated.

4.10.6.1 Listen actively, ask questions, clarify points and rephrase others’
statements to check mutual understanding.

4.10.6.2 Communicate effectively in writing.

4.10.6.3 Use proper grammar, spelling, and punctuation.

4.10.6.4 Write clearly and succinctly.
4.10.6.5 Use communication tools such as e-mail and memos effectively.

Section 5: Using Resources
A Public Safety Communications Manager should:

A. Manage a variety of resources effectively including finances, risk, physical resources
& facilities, and technology.

B. Ethically approach the management of resources.

C. Work with stakeholders and personnel to ensure the safety and effective use of all
resources.

Page 27 of 37
APCO ANS 1.106.1-2009: Core Competencies for Public Safety Communications
Manager/Director



5.1

A Public Safety Communications Manager may have the authority and
responsibility for the fiscal, personnel and technological resources in managing the
agency and associated risks, either through a written statement issued by the
government, or by a law or ordinance, or by a combination of the two.

5.1.1

5.1.2

5.1.3

5.14

5.15

5.1.6
5.1.7

Have the individual knowledge and skills required to manage the budgeting duties
and fiduciary responsibilities of the position.

5.1.1.1 Ability to recognize, identify and reconcile gaps in knowledge,
skills, and experience to effectively meet minimum standards.

Be responsible for a budget of his/her defined area of responsibility and able to
prepare and submit a budget for a set operating period.

Monitor actual performance against the agreed upon budget, taking necessary
action in response to identify variances and unforeseen developments. All
activities shall be completed in consideration of the limits of granted authority.

Manage finances in order to ensure achievement for area of responsibility,
developing and agreeing on a master budget.

5.1.4.1 Monitor, evaluate and control performance to deal with identified
and unforeseen variances.

5.1.4.2 Utilize opportunities in developing future leaders by delegating
clearly defined activities.

Evaluate available information and consult with others to prepare a realistic
budget, following agency guidelines.

Confirm financial responsibility and limit of authority with superiors.

Develop and submit a realistic master budget to assist the overall financial and
strategic planning process.

5.1.7.1 Define available funding resources (i.e. local, state, federal vs.
wireless, wire line, or utility surcharges, etc.).

5.1.7.2 Educate self on all available regular streams of funding. Ensure
resources do not conflict or jeopardize other more beneficial
funding.

5.1.7.3 Evaluate prior year(s) budget calculations and ability for agency to
meet budget.

5.1.7.4 Utilize available statistical data to support requests for staffing,
equipment maintenance and/or upgrades for annual and/or capital
budget items.

5.1.7.5 Present information clearly, concisely, and accurately and in ways
that promote understanding.

5.1.7.6 Ensure understanding of local budgeting process.
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5.1.7.7 Network with finance officials to maximize presentation.
5.1.8 Prioritize needs of agency, fairly evaluating the requests to ensure realistic
budgeting.
5.1.8.1 Work independently and in collaboration with others.

5.1.9 Discuss or negotiate the proposed budget with relevant personnel, agreeing upon
the final budget.

5.1.9.1 Make and implement difficult and/or unpopular decisions, as
necessary.

5.1.10 Evaluate available financial information and the objectives or plans for area of
responsibility, consulting with colleagues®, to identify priorities, problems and
risks.

5.1.10.1 Identify and collaborate with personnel and stakeholders who will
provide input to assist in meeting fiscal objectives.

5.1.10.2 Develop systems to gather and manage information and knowledge
effectively and efficiently.

5.1.11 Identify opportunities to delegate responsibility for budgets for clearly defined
activities.

5.1.11.1 Develop risk mitigation processes, utilizing checks and balances and
other useful techniques to account for all fiscal responsibilities (i.e.
employee time sheets, operational expenditures, and other identified
budget items).

5.1.11.2 Comply, and ensure compliance from others, with legal
requirements, industry regulations, agency policies and professional
codes.

5.1.12 Actively monitor and control expenditures based upon approved budget.

5.1.12.1 Receive and acknowledge receipt of invoices for payment; Address
discrepancies, as applicable.

5.1.12.2 Prepare and ensure invoices and/or bills are reviewed for payment in
a timely manner.

5.1.12.3 Report on financial performance to appropriate individuals within
agency.

5.1.13 Review and evaluate budget regularly, encouraging input and creative thinking.

5.1.14 Identify and evaluate variances and/or significant unforeseen developments to
insure prompt corrective action, obtaining agreement from relevant people, if
required, to propose revisions to the master budget.

5.1.14.1 Maintain vigilance regarding potential risks.

8 “Colleague™ refers to those explicitly united in a common purpose and respecting each other’s abilities to work toward that purpose
(Wikipedia). For example, co-workers, inter-agency personnel, other public safety professionals from within the service boundaries, state and
federal representatives.
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5.2

5.1.14.2 Respond quickly to crises and unforeseen problems and develop a
proposed course of action.

5.1.14.3 Act in an effectively and timely manner.
5.1.15 Communicate promptly to relevant individuals fraudulent activity identified.

5.1.16 Review and report on financial performance in relation to stated objectives and
goals to identify future improvements and needs.

5.1.17 Gather information in preparation of future budget and/or fiscal activities,
including information for potential grants.

51.17.1.1 Prepare for capital improvements (short and long-term),
51.17.1.2 Scheduled replacements,
51.17.1.3 Prepare for upgrades of:

(1) Facilities,

(2) Software Equipment, and

(3) Increased staffing needs.

A Public Safety Communications Manager shall have the knowledge,
understanding, and skills to evaluate and promote the use of current and emerging
technologies that can assist in the planning and needs of the agency.

5.2.1 Identify approaches to and current uses of technology applicable to the agency.
5.2.1.1 Develop strategy for implementation of emerging technologies.
5.2.1.2 Take personal responsibility for progress.

5.2.1.3 Remain proactive in research and development for future
implementation of technologies in support of personnel and
stakeholders.

5.2.2 Ensure use of technology is driven by the stakeholder, the community and
organizational needs.

5.2.3 Communicate the strategies and garner buy-in, when necessary, for using
technology across the agency and to other relevant stakeholders.

5.2.4 Ensure security of systems.
5.2.4.1 Ensure redundancy requirements for continuity of operations.
5.2.4.2 Ensure a thorough understanding of backup and/or redundancy.

5.2.4.3 Ensure personnel are trained and tested regularly on contingency
plans of operations

5.2.4.4 Perform benchmarking to identify good practice in relation to the use
of technology, lessons learned and organizational applications.

5.2.45 Discuss and publish “lessons learned” with personnel and
stakeholders.
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5.2.5 Create networking opportunities with personnel and stakeholders in the use of
current and emerging technologies.

5.2.6 Seek and make use of specialist expertise to assist in developing, implementing
and reviewing the strategy for using technology and monitoring overall
performance of the agency.

5.2.6.1  Monitor and evaluate on a daily basis, equipment and system
management and maintenance utilizing on site technicians if
available.

5.2.7 Ildentify opportunities to introduce technologies to enhance operations.

5.2.7.1 Explore alternate uses of existing technologies to provide for
efficient operations.

527.11 Update on a regular basis 9-1-1 technologies as it
applies to Master Street Address Guide (MSAG)
updates.

5.2.7.2 Anticipate likely future scenarios based on developments.

52721 Plan for technical budgeting expenses on an
ongoing basis for review once a year or more as
needed.

5.2.7.3 Leverage individual activities with those from other local, state,
federal and private organizations and/or associations.

5.2.8 Ensure resources and support are provided to make the best use of the available
technology.

5.2.8.1 Constructively challenge the status quo and seek better alternatives.

5.2.9 Ensure contingency plans for resources and support are provided in the event of
technological failures and unforeseen conditions.

5.2.9.1 Provide for regular review of contingency plans and make necessary
revisions.

5.2.9.2 Ensure comprehensive plans are in place which may or may not be
dependent upon other stakeholders or agencies within your
organization and outside of your boundaries.

5.2.9.3 Practice contingency plans on a regular basis.
5.2.10 Monitor Agency functions for survivability®.

5.2.10.1 Ensure survivability for Agency functions by regular review and
planning.

% Refer to APCO/NENA American National Standard (ANS) 1.102.1-2008: PSAP-Service Capability Criteria Rating Scale available to
download complimentary at www.apcostandards.org.
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5.3

A Public Safety Communications Manager shall have an understanding of the terms
“hazard” and “risk” and shall ensure that all persons endeavor to secure the health,
safety and welfare of those in the workplace and protect others against risks and
hazards in the work environment.

5.3.1 Appropriately identify individuals responsible for health and safety in the
workplace.

5.3.2 Identify workplace policies relevant to the work environment.

5.3.2.1 Make health and safety a priority area in terms of informing,
planning and decision-making in the area of responsibility.

5.3.2.2 Develop a culture within the area of responsibility which puts health
and safety first.

5.3.3 Identify and evaluate working practices or conditions that could harm individuals.

5.3.3.1 Ensure activities and actions of others do not endanger the health and
safety of those working in and around the workplace.

5.3.3.2 Respond quickly to remedy harmful practices or conditions.

5.3.3.3 Plan for critical incidents which could occur within the
communications center, providing enough resources for basic
provisions needed specifically for the communications function and
personnel during critical incidents.

5.3.3.4 Ensure training of personnel and dissemination of information takes
place in relation to potentially harmful events and the response to
critical incidents.

5.3.3.5 Ensure policies, procedures, and regular training occurs to assist
personnel in responding to these incidents.

5.3.4 Rectify health and safety risks within your capability and scope of job
responsibilities.

5.3.4.1 Report hazards to individuals within the organization responsible for
the health and safety of the workplace and maintain an on-going
dialog with personnel.

5.3.5 Identify personal responsibilities and liabilities under all applicable health and
safety regulations or policies.

5.3.5.1 Ensure the organization’s written health and safety policy statement
is clearly communicated to and implemented by all people in the
area of responsibility and other relevant policies.

5.3.5.2 Perform work practices in accordance with legal requirements.

5.3.5.3 Evaluate the health and safety policies; review them as situations
change and at regular intervals.

5.3.5.4 Seek and make use of specialist expertise in relation to health and
safety issues.
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5.4

5.3.6

5.3.7

Follow current workplace policies.

5.3.6.1 U.S. Department of Labor, Occupational Safety and Health
Administration (OSHA).

Ensure that a system is in place for identifying hazards and assessing risks in area
of responsibility and that prompt and effective action is taken to eliminate or
control identified hazards and risks.

5.3.7.1 Conduct a review and annual report of issues and conditions that
effect risks including, but not limited to, workers compensation and
liability.

5.3.7.2 Report findings pursuant to organizational policies.

A Public Safety Communications Manager shall have the knowledge to ensure
adequate physical resources (facility, equipment, materials, services and energy
supplies).

54.1

54.2

5.4.3

5.4.4
5.4.5

5.4.6

5.4.7

5438

Collaborate with stakeholders to identify resources required and for planning and
monitoring their use.

5.4.1.1 Prioritize objectives.
5.4.1.2 Evaluate past patterns of resource use, trends and developments
likely to affect future demand for resources.

5.4.1.3 ldentify other resources to facilitate the continuity of operations (i.e.,
redundancy, backup facility, etc.).

Plan to use resources in ways that are efficient, thereby preventing an adverse
impact on the physical resource.

Take appropriate action to ensure security of resources and subsequently that they
are used safely.

Continually monitor the quality of resources and pattern of resource use.

Pursue timely corrective action to deal with significant discrepancies between
actual and planned resource use.

Use resources wisely based on operational and fiscal priorities or community-
supported initiatives by implementing appropriate “Green” or environmentally
sound initiatives.

5.4.6.1 Organize work activities and the use of resources so that they are
efficient and effective.

5.4.6.2 Comply with legal requirements and environmental policies.

Report promptly identified risks to the environment over which you do not have
control.

Encourage personnel to identify opportunities for and contribute to improving
environmental performance.
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5.4.9 ldentify and implement changes to work activities and the use of resources that
will reduce the negative and increase the positive impact on the environment.

5.4.9.1 Effectively use available resources and proactively seek new sources

of support when necessary.

5.4.10 Communicate the environmental benefits resulting from changes to work
activities and the use of resources.

Section 6: Achieving Results

A Public Safety Communications Manager should:

A. Be responsible for the overall performance of the agency in terms of quality of
service provided to the community and stakeholders.

B. ldentify all of the agency “customers,” both internal and external, and approach
each with a quality service philosophy.

C. Establish and support regular and on-going agency and personnel performance

assessments.

D. Manage projects effectively, efficiently, and ethically.

6.1 A Public Safety Communications Manager shall ensure delivery of excellent
Customer Service'®, meeting and exceeding customer expectations.

6.1.1 Develop a customer focused organization.

6.1.1.1

6.1.1.2

6.1.1.3

6.1.1.4

6.1.1.5

Establish a shared vision and understanding of how personnel in
ones organization will work with customers.

Establish customer-based values and beliefs that develop suitable
skills, behaviors, and attitudes leading to an environment that puts
the customer first.

Ensure that customer-focused processes and systems exist through
the organization.

Ensure that policies are established that maintain personnel loyalty
and commitment to providing a level of service that exceeds
customers’ expectations.

Establish partnerships, where appropriate, with other organizations
to maintain and improve services to customers.

6.2.1. Ensure that joint activities are undertaken with customers in order to identify and
make improvements to the level of customer service provided by the Agency.

0 pyblic Safety Communications Centers provide a variety of services to organizations and customers, for example, handling service requests,
complaints, providing technical support to customers, etc. McNamara. C. “Customer Service.” Free Management Library (1997-
2008). Online. Available at http://www.managementhelp.org/customer/cll_cntr.htm. (23 Feb 08)
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6.2.2. Measure, periodically, the level of customer service the Agency is providing.

6.2.3. ldentify and assess the customer groups and needs to be served along with the
outcome of services to the customer.

6.2.4. ldentify customer service issues and/or concerns.

6.2.4.1.Gather and interpret information from the Agency’s customers
about problems they have raised.

6.2.4.2.Use existing or create a quality improvement/assurance program to
help gather information on quality of service.

6.2.4.3.Use feedback to identify potential customer service improvements.
6.2.5. Gather feedback from customers.

6.2.5.1.Use agreed upon customer feedback procedures to obtain
information from customers on their needs and expectations.

6.2.5.2.Use information obtained from customers to develop a better
understanding of needs and expectations.

6.2.5.3.1dentify ways service provided to customers could be improved
based on the information gathered.

6.2.5.4.Ask customers appropriate questions to ensure understanding of
the problem(s). Identify problem patterns.

6.2.5.5.Share customer feedback with others to help identify potential
problems in a proactive manner.

6.2.6. Work independently or with others to identify problems with systems and
procedures before they affect customer(s).

6.2.7. ldentify repeated customer service problems and options for solving them.

6.2.7.1.Work individually or with colleagues to identify repeated customer
service problems.

6.2.7.2.1dentify options for dealing with repeated problems and consider
advantages and disadvantages of options.

6.2.7.3.Work with others to determine an agreed way for solving repeated
problems.

6.2.8. Select the best option for both customers and the organization.
6.2.8.1.Select the best solution(s) to resolve customer service problems.
6.2.8.2.1dentify available options for resolving customer service problems.

6.2.8.3.Consider solutions for on-going performance problems (i.e.,
training, policy/procedure development or update, or responses to
the performance issue).

6.2.9.4.Suggest alternatives to resolution of problems.

6.2.9.5.Implement solution(s) to customer service problems.
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6.3

6.2.9.5.1 Discuss options or proposals for solving problems.
6.2.9.5.2 Take action to implement the option agreed upon.

6.2.9.6.Work with stakeholders and customers to ensure that commitments
related to problem solving are kept.

6.2.9.7.Communicate to keep customers fully informed about what is
happening to resolve problem(s).

6.2.9.8.Check with customers to ensure problem has been resolved to their
satisfaction.

6.2.9.9.Provide clear reasons when a problem is not resolved to the
satisfaction of the customer.

6.2.10 Solve immediate customer service problems.

6.2.10.1. Respond positively to customers’ problems according to
organizational guidelines.

6.2.10.2. Keep customers informed of the action being taken.

6.2.10.3. Follow-up with customers to ensure satisfaction with action
taken.

6.2.11 Contribute to the implementation of changes in customer service.
6.2.12 Monitor self performance against plans to improve customer service.

6.2.13 Compare Agency and personnel performance against plans to improve customer
service.

6.2.14 Outline ideas for improving customer service with personnel and stakeholders.

A Public Safety Communications Manager shall improve organizational
performance to ensure the organization develops sound processes and systematically
monitors, analyzes, and improves its performance.

6.3.1 Establish valid and appropriate measures to reevaluate the performance of the
organization.

6.3.1.1 Involve subordinates who evaluate employee performance in the
performance measures you have established.

6.3.1.2 Ensure that these subordinates comply with personnel performance
measurements and standards that measure the organizational performance
desired.

6.3.1.3 Articulate to subordinates and personnel the performance measurements of
both the organization and the employee.

6.3.1.4 Include data collected from customers and stakeholders regarding
organizational performance.
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6.4

6.3.2

6.3.3

6.3.4

6.3.5

6.3.6

6.3.7

6.3.8

6.3.9

6.3.10

Establish systems for collecting and assessing information on the overall
performance of the organization and use the findings to identify opportunities
where organizational performance could be improved.

Establish a culture across the organization where people come forward to discuss
potential and actual performance problems and suggest opportunities for
improvement.

Benchmark the performance of organization against other carefully selected
organizations and take action based on the findings.

Ensure that knowledge and understanding of how improvements have or can be
made are shared across the organization.

Ensure that improvements made are in line with organizational visions and
objectives.

Demonstrate that the improvements made reduce the gap between what the
customers and other key stakeholders want and what the organizational services
and processes actually deliver.

Collect and analyze statistical data or other information tracking trends in
performance, volume, or other information.

Provide statistical reports that are readable and be able to discuss how data was
collected and compiled.

Show that the improvements made are those that have been identified as being of
most benefit to the organization, its customers and other key stakeholders.

A Public Safety Communications Manager shall act as a project manager as
necessary.

6.4.1
6.4.2

6.4.3

6.4.4

Manage projects effectively, efficiently, and ethically.

Adhere to project timelines and keep stakeholders informed of issues affecting the
project.

Create well-articulated Requests for Proposals (RFP's) or similar documents that
are all-inclusive of the project.

Create contracts with contractors or vendors.
6.4.4.1 Interact ethically with vendors and contractors.

6.4.4.1.1 Follow local or state ethical guidelines about taking gifts or
benefits from vendors or contractors.
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