
S K I L L S  T R A I N I N G  B O O K L E T

Skills preparation

study guide

for students.

Notebook for

training sessions.



WELCOME TO THE 911 ZONE  

This is a study guide 

and notebook for 

your skill lessons. 

Through skills training 

you will better understand 

what is needed to thrive 

in this important work.

Enjoy!



SAMPLE ANSWER SHEET
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ZONE 1   SPLIT EAR MULTI TASKS

DESCRIPTION

Three stereo tracks portray three different lists that are short spurts of informa-
tion: colors, numbers and letters. The words at times are solitary, at times two
overlap, at times all three overlap. The listener is to enter the data as heard into
boxes provided.

WORK COMPARISON

When a dispatcher or call taker is working, there are three types of input:
the radio, the phone, and verbal messages from co-workers or citizens with
counter contact. At times there may be more with intercoms, cameras, 
alarms or office noise. The information coming audibly to the worker is 
random, sporadic, sometimes overlapping, unexpected and must be acknowl-
edged or captured, even if the information is unfamiliar. 

SKILL NEEDED

Listening skills to delineate spurts of messages from one another, isolate
and record even through partially covered. Ability to react quickly to audio
information by recording the information into data entry fields. Ability to sep-
arate and correctly place specific information into the correct location. Ability
to continue even though under pressure of the information being transitory. 

WHAT YOU SHOULD KNOW

This exercise is fast paced, you don’t get a second chance so keep up. Work
hard and be tenacious in your concentration. You must not focus on one 
column – your score is determined by the column with the least amount
of correct answers.
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SAMPLE ANSWER SHEET

ZONE 2   FOLLOWING DIRECTIONS

DESCRIPTION

The student is supplied with a set of cards. Four exercises instruct the student
to put the cards on the table in a particular way. When the cards are all on the
table, the student is allowed time to record on their answer sheet the placement
of the cards.

WORK COMPARISON

When a Telecommunicator is working in the Com Center atmosphere there
are many different tasks that must be performed quickly and with precise
attention to getting things done. In training there is a time when the new hire
must actually take over the call receiving or dispatching function for the first
time. They never know what type of call they may get on their first day or
week. Their Trainer sits behind them and during the call, offers precise direc-
tions on what to do in CAD and what to perform as far as dispatching, data
entry and what to say or ask of the caller. The trainee must be able to react
quickly to explicit instructions.

SKILL NEEDED

Manual dexterity, listening, quick reactions, taking corrective action, multi
track thinking, following directions.

WHAT YOU SHOULD KNOW

The exercise will sound something like, “put the A to the right of the B.” If
you don’t put strict attention to right and left, you will get lost.  Make sure you
have enough room on the table to place the cards down. You may need to
adjust the cards as they lay to make more room. 

As the exercises progress they will get faster and the directions will be combined.
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SAMPLE ANSWER SHEET

ZONE 3   VISUALIZATION

DESCRIPTION

Four simulated 911 hang up calls are played. The student is to record the facts
and impressions of the call and offer a message to responding units.

WORK COMPARISON

911 hang ups are a common occurrence at a Com Center. The Call Taker
must make decisions based on the facts and impressions about the call. It is
vital that a Call Taker is able to focus on the call to gather facts. Next the Call
Taker must use those facts and impressions to make a correct assessment of the
call and create a message for the responders.

SKILL NEEDED

Visualizing, listening, focus, interpretation, give form to a message, formulate
a common sense opinion based on listening to events and impressions, compo-
sure, tenacity.

WHAT YOU SHOULD KNOW

There are times when a person calls 911 and is unable to communicate with
the Call Taker. The Call Taker patiently listens to what is happening to make
a determination what action to take. When it is determined that a response
must be initiated, the information about what is happening is passed on to the
responders. It is essential that the responders have a realistic concept of what
they are responding to, as some of their actions as they approach the scene may
be based on their understanding. The Call Taker plays a critical role in gathering
and reporting information.

It may not seem like these calls offer a great deal of information but they actually do.
There are two types of information you can gather and offer to the units. There is
no direct observation with the eyes, but with the ears and the senses. There are
details, data and facts and then there are impressions, observations and opinions.

Fact vs. Impression

Let us say a man walks into a store with a gun.

Fact is – a man walked into the store with a gun

Impression – he is a robber

Observation – this is a Pawn Shop

Opinion – he could be selling the gun

During this exercise we want you to list the facts, details of the call and then 
your impressions. You then have a chance to tell the responders what they
should know to arrive safely. If you hear a woman screaming, all you have is
that a woman is screaming, there are many different causes for someone to
scream. If you add a baby crying, and a distraught family in the background,
you deduce that there may be a family problem. What you report to the
responders is the woman screaming and a baby crying and other people that
sound distraught. If you catch a word or a phrase that you cannot really identify
but you get the “impression” that this is a family fight (domestic) your impres-
sion may be valuable – but only if you present it as your impression. No one
has told you there is a domestic. Now if the woman comes to the phone and
states, we are having a family fight, he hit me – you can now tell the units that
the female at the residence states she has been hit by the male. 

Everything you hear or think is important for this exercise, do not leave any-
thing out. When you give your message to the responders make sure to offer
both details and impressions if you have any.
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ZONE 4   KEYBOARDING ACCURACY

DESCRIPTION

The common typing test does not offer the agency the ability to evaluate a 
student in the work they will be performing. This is a typing evaluation that is a
realistic example of what a Telecommunicator will be typing. The student is
offered names, addresses, phone numbers and businesses. The student enters the
data with accuracy in mind using abbreviations.

WORK COMPARISON

Telecommunicators type names addresses, phone numbers and business names
every time they take a call.

SKILL NEEDED

Typing 30-40 wpm with accuracy

WHAT YOU SHOULD KNOW

Accuracy is your main concern. When a citizen requests a response from an
emergency service provider, their address, phone number, and name is vital
information and seconds save lives. If an address is incorrect a response could
be delayed. The phone number is part of the “send” information for several
reasons. The phone number serves as a back up if the address is incorrect. The
phone number is also a confirmation of an address, certain prefixes are tied to
certain communities and looking at the prefix and the address to make sure the
caller is giving the correct information is useful. 

The information comes in at 30-40wpm. Your goal is 100% accuracy!

At the end of each phone number, hit the return key and begin a new line.

� ��������	
��
������������

����������	
 ����� 
��� � � �	�� � �����	
������� �������������������������

WHAT I THOUGHT AND FELT NEW INFORMATION




