November 2018
Dispatch Supervisor 
REPORTS TO:  Police Chief, Fire Chief or his/her designees.
SUMMARY:
Manage the daily operations of a combined Public Safety (Police/Fire/Medical) Communication Center by planning, organizing, supervising, scheduling, assigning work, dispatching, evaluating performance and providing leadership to Communication Center personnel. 
SUPERVISORY RESPONSIBILITY: Dispatchers
DISTINGUISHING CHARACTERISTICS OF POSITION:

Supervisory Controls:
Employee frequently works with other Public Safety personnel.  Additional instructions are provided for new, difficult, or unusual assignments.  Initiative is required to carry out recurring assignments independently, referring deviations, problems, and unfamiliar situations to supervisors for assistance.  

Guidelines:

Specific, detailed guidelines covering most aspects of the assignment are provided. Employee adheres to the guidelines, Town of Acton Personnel Administration Plan and major deviations must be authorized by supervisor.

Complexity:

Work consists of duties that involve simple to complex-related steps and processes.  Employee must recognize differences among a few easily recognizable situations and make decisions based on various choices.  Some aspects of the job are more complex than other aspects.
Scope and Effect:
Work requires the assessment of a variety of conditions and situations, formulating solutions, making quick judgments, and evaluating the effectiveness and quality of the completed job. Position deals with many confidential issues.  Errors in judgment could seriously affect the accuracy, reliability, and acceptability of department operations and services, cause poor public relation outcomes and significant legal repercussions.

Personal Contacts/

Purpose of Contacts:
Contacts are mostly with other employees within Dispatch, Police and Fire departments. Works with the general public.  Communication in person, by telephone and via standard written communication (e.g. e-mail).  Involves discussing simple to highly complex public safety information as well as administrative information.

Physical Demands/
Work Environment:
Work is primarily sedentary, but includes some standing and walking over various surfaces.  Work is performed under office conditions using computer, telephone and standard office machines.
 KNOWLEDGE, SKILL AND ABILITY:

Knowledge:
Microsoft Office Suite applications.  Advanced knowledge of the terms and technology used within a Dispatch environment. Town of Acton’s policies, procedures, rules and regulations. Teamsters’ collective bargaining agreement.  General familiarity with state statutes, bylaws, regulations, policies and procedures relevant to public safety functions.
Skill:
Strong supervisory and interpersonal skills.  Strong communication skills, in person, by phone or electronically.  Strong problem-solving skills.  
Ability to:

· Learn the Town’s communication systems.
· Learn quickly regarding policies and procedures relative to the public safety departments and the Town.

· Recognize town-wide priorities and work cooperatively to support their accomplishments.

· Work effectively with a diverse range of citizens.

· Read, understand, interpret and apply town and state and federal laws, regulations, policies and standards related to dispatch and related issues.

· Identify and analyze issues.
· Work effectively under time constraints to meet deadlines.
· Remain patient and calm under stressful situations.

· Handle confidential information (e.g. records).
· Work varied schedules.
MINIMUM ENTRANCE REQUIREMENTS: 
Associates Degree in Business Management, Emergency Management, Criminal Justice or related field plus three (3) years of work experience in public safety dispatch.  Or, any full-time equivalent combination of education and experience.  Must pass a background and criminal history (CORI) review.
SPECIAL REQUIREMENTS:

Association of Public Safety Communicators (APCO) or comparable basic Public Safety Telecommunicator Course; Public Safety Telecommunicators 1 (PST1) or compatible certification course; Emergency Medical Dispatch (EMD) certification; EMD Quality Assurance (EMD-Q); the State’s 911 and Department’s NG911 Operator certification and Administrator courses; CJIS certification
PREFERRED QUALIFICATIONS:

APCO, or comparable, PST Instructor course within one (1) year of completing the PST1 course.

JOB DUTIES:
1) Plan, organize, schedule and approve vacation and other leaves and manage the daily operations of the Communication Center; attends meetings.
2) Provide supervision ensuring all rules, regulations, protocols and procedures are adhered to.
3) Ensure the recording of accurate and thorough logs and records; Drafts Policies and Procedures for the Communication Center.

4) Acts as liaison between the Dispatchers and the Police Department, Fire Department, and other Town Departments.
5) Oversee maintenance of dispatch communication equipment and other related equipment.

6) Oversee, identify, recommend, coordinate, schedule and oversee the proper training needs.

7) Ensure Acton meets the requirements of LEAPS, CJIS/NCIC, EMD and NG911 as they pertain to reporting, training, auditing and validation requirements. Serves as the State 911 Liaison.
8) Provides information, reports, statistics and audio recordings as needed.
9) Performs Quality Control and Quality Improvement.

10) Involved in the Incident Reporting System functionality (NIBRS).

11) Works with Fire Department personnel on the proper training and maintenance of alarm monitoring, dispatch training and operations.
12) Maintenance of an emergency call list for all dispatch personnel.

13) Check and verify daily Fire Department “Duty Roster” that lists all on-duty personnel.
14) Assist call-ins and walk-ins by pointing them to the proper agency for specific help.

15) Conducts performance evaluations of all Dispatchers.  Conducts counseling sessions; drafts and implements performance improvement plans, if needed.
16) Prepare all grants related to the Communication Center.
17) Oversees the selection, orientation, and training of new employees.
18) Must be able to perform the regular duties of a Dispatcher.
19) Performs related work as required.
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