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START HERE 

A clearer first step toward the headset 
If you are curious about 9-1-1 dispatch, you do not need to have your whole career mapped out today. Start by learning what 
the work may involve, noticing which of your strengths could transfer, and checking what local employers actually require. 

This guide is designed to help you explore the career and prepare thoughtful next steps. It is not a hiring test, official 
dispatcher training, or a promise of employment. The role, hiring process and training vary by agency. 

Use this guide to 
• Get a practical picture of the work and its demands. 
• Connect your existing experience to skills used in emergency communications. 
• Prepare questions and organize your application materials. 
• Decide whether you want to learn more or apply. 

A note from Christa 
Emergency communications is a profession built on listening, clear communication, teamwork and steady learning. My goal 
with this guide is to give you a realistic place to begin, so you can explore the work with curiosity and make an informed 
choice. 

I have been a 9-1-1 dispatcher since 1997.  I was always looking for ways to help people when I was told about this 
job posting.  What I didn’t realize then was that I was joining a close-knit professional family. 

How to use it 
Keep a pen nearby. Write down questions as they come up, and use the reflection prompts to capture specific examples from 
your own life. When you are ready, compare your notes with the official job posting and recruitment information for the 
agency you are considering. 
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01  |  EXPLORE THE WORK 

What dispatch work can involve 
Emergency communications professionals help connect people who need assistance with the responders and resources 
appropriate to the situation. The exact duties depend on the agency, centre, role and local procedures. 

Depending on the position, the work may include receiving calls, listening for important details, entering information into 
computer systems, communicating with field units, coordinating updates, and documenting events. Some roles handle 
police, fire and emergency medical communications together; others specialize in one service or function. 

The work may ask you to 
• Listen carefully while a person is upset, frightened or unsure what to say. 
• Gather and enter information accurately while several tasks are moving at once. 
• Communicate clearly with callers, colleagues and responders. 
• Follow approved procedures and receive ongoing coaching and training. 
• Work scheduled shifts that may include nights, weekends or holidays, depending on the employer. 

Every centre is different 
Technology, staffing, job titles, call-taking responsibilities and training plans differ across agencies. A public job posting or 
an agency recruiter is the best source for the requirements of a specific role. Avoid relying on television, social media 
anecdotes or another centre’s process as a complete picture. 

A day in the life of a dispatcher can be like riding a roller coaster of emotions. 
 A shift may begin with routine administrative calls, transfers, traffic stops and follow-up requests. Within moments, 
the pace and emotional demands can change. Then you pick up the phone and you are the last person to talk to the 
caller as they take their last breath. You then answer a call for a vehicle speeding down the street. You move on with 
your day and joke with coworkers until the emergency alarm for one of your police officers goes off when at a vehicle 
stop.  An officer’s voice comes over the radio asking for backup. Then you take a call for loud music. These calls 
continue for a 12-hour shift limiting your time to eat as it never fails you go to take a bite and your phone rings again.  
Limited staffing means you have limited breaks. Even with all the ups and downs I would not change it for the world.   

Questions to investigate 
• What services does this centre handle? 

• What is the schedule, training period and the essential qualifications? 

• What support is available to new employees? 
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02  |  CHECK YOUR FIT 

A realistic career reflection 
You do not have to be naturally calm every second to explore this career. What matters is being willing to listen, learn, use 
feedback and work within a team and established procedures. 

Consider the statements below. Mark each one as “often,” “sometimes” or “I want to learn more.” This is a reflection tool, 
not a screening test or a prediction of whether an agency will hire you. 

☐  I can listen for meaning and ask clear follow-up questions.   Often  /  Sometimes  /  Learn more 
☐  I can stay respectful when someone is frustrated or emotional.   Often  /  Sometimes  /  Learn more 
☐  I can learn unfamiliar systems and follow written procedures.   Often  /  Sometimes  /  Learn more 
☐  I can accept feedback and practise skills until they improve.   Often  /  Sometimes  /  Learn more 
☐  I can share information clearly with a team.   Often  /  Sometimes  /  Learn more 
☐  I understand that shift work and emotionally difficult calls may be part of the role.   Often  /  Sometimes  /  Learn more 
☐  I am willing to learn about the expectations of the specific centre I am applying to.   Often  /  Sometimes  /  Learn more 

Think it through 
What parts of the work sound meaningful to me?  [Write a few notes.] 

What parts do I want to understand better?  [Write a few notes.] 

What support or information would help me decide?  [Write a few notes.] 

It is completely reasonable to discover that the role is not the right fit—or that you need more information before deciding. 
An informed choice is progress. 
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03  |  RECOGNIZE YOUR STRENGTHS 

Experience you may already bring 
You may have relevant strengths even if you have never worked in a dispatch centre. The key is to describe what you 
actually did, how you did it and what the result was. 

Communication 
Think of times you explained information clearly, asked useful questions, wrote accurate notes or helped someone 
understand what to do next. This could come from customer service, health care, administration, trades, education, 
volunteering or family responsibilities. 

Composure and judgment 
Recall a situation where priorities changed or someone needed you to stay focused. What did you notice? How did you 
decide what to do first? What did you learn afterward? 

Teamwork and reliability 
Identify examples of handing work over, sharing updates, showing up consistently, protecting private information, or 
supporting a colleague during a busy period. 

Learning and adaptability 
Describe a time you learned a new system, adjusted to a change or acted on feedback. Specific examples are more useful 
than simply saying you are a fast learner. 

My strongest transferable example:  [Situation or task] 

What I did:  [Actions you took] 

What happened or what I learned:  [Outcome or lesson] 

Keep every example honest and specific. Do not claim emergency-response experience, credentials or technical skills you 
do not have. Your preparation should help an employer understand your real strengths. 
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04  |  PREPARE TO APPLY 

Turn interest into an organized application 
Start with the official posting for the role you want. Make a simple checklist of each required qualification, document, 
deadline and hiring step, then confirm details with the employer if anything is unclear. 

Before you apply 
• Read the entire posting and note required versus preferred qualifications. 
• Check the employer’s official career page for the current process and deadlines. 
• Update your résumé with clear examples and results from your actual work. 
• Gather references and documents requested by the employer. 
• Review your application for spelling, dates and consistency before submitting. 

Build a useful résumé example 
Instead of relying on broad labels such as “good under pressure,” choose a real example. Explain the situation briefly, the 
action you personally took, and the result. Use language that a reader outside your current job can understand. 

Draft one résumé bullet:  [Action you took] + [skill or responsibility] + [result, scale or outcome when accurate]. 

Protect confidentiality 
Do not share confidential workplace information, client details, protected questions or internal documents in your 
application or coaching conversations. Use generalized examples and follow your current employer’s confidentiality rules. 

Application notes 
Role and agency:  [Add name and link to official posting.] 

Deadline and required items:  [Add details from the posting.] 

Questions to confirm with recruitment:  [Add questions.] 
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05  |  PREPARE TO INTERVIEW 

Practise telling your story clearly 
Interview formats differ by employer. Use the official recruitment information to understand the process. General practice 
can help you organize your examples, but it cannot reveal or replace an agency’s assessment or confidential test content. 

A simple way to structure a behavioural example is: describe the situation, explain your responsibility, walk through the 
actions you took, and share the result or lesson. Keep the details accurate and focus on your own contribution. 

Reflection prompts for practice 
• Tell me about a time you had to communicate clearly with someone who was upset. 
• Describe a time you had competing priorities. How did you organize your work? 
• Tell me about feedback you received and how you used it. 
• Describe a time you worked with a team to resolve a problem. 
• What have you learned about the demands and schedule of this role? 

A short practice worksheet 
Example I will use:  [Choose a real, non-confidential experience.] 

The action I took:  [Use “I” statements and keep the sequence clear.] 

The result or lesson:  [Share the outcome and what you would carry forward.] 

Practise aloud, but do not memorize a script. Aim to answer the question directly, give one concrete example and leave room 
for follow-up questions. 
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06  |  CHOOSE YOUR NEXT STEP 

Your dispatch career exploration plan 
You do not have to do everything at once. Choose one next action that moves you from curiosity toward a clearer decision. 

☐  Read one current job posting from an agency I may want to apply to. 
☐  Write down the qualifications I already meet and the ones I need to clarify. 
☐  Prepare two honest examples that show communication, teamwork or learning. 
☐  Ask a recruiter or career counsellor questions about the process. 
☐  Decide whether I want to apply, keep researching or revisit the idea later. 

Questions I still have 
One question about the work:  [Write it here.] 

One question about hiring or training:  [Write it here.] 

My next step and date:  [Write it here.] 

Want structured preparation? 
Dispatch Bound offers the “Ready for the Headset” package: three private online educational coaching sessions focused on 
career fit and application preparation, interview practice, and general scenario communication practice. Sessions are 
personalized to your goals and do not include agency-confidential material. 

Learn more or request availability: https://calendly.com/dispatchbound 
Questions: dispatchbound@gmail.com 

About the author 
Christa Barton is an emergency communications professional and the founder of Dispatch Bound. She has been in the field 
since 1997.  She created this guide to help people explore the profession and prepare thoughtfully for the hiring process. 

Important information 
This guide provides general educational information only. It is not official dispatcher training, accredited instruction, 
certification, recruitment or agency-specific operational guidance. Dispatch Bound is independent and is not affiliated with 
or endorsed by an emergency-services agency. Hiring criteria and decisions belong to each employer. Reading this guide or 
participating in coaching does not guarantee test success, an interview, employment or completion of employer training.
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