LESSON 3

COMMUNICATIONS AND ALARM
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CLASS ASSIGNMENT

Prior to this lesson:
Read Firefighter's Handbook, pages 44-71

Length:
3 hours, 5 minutes

Equipment/Supplies:
Course outline


Transparency masters--Chapter 3


PowerPoint Presentation--Chapter 3


Overhead projector, slide projector, or LCD display

OBJECTIVES

After completing this lesson, students should be able to:

· Demonstrate the proper method of answering a nonemergency administrative call.

· Demonstrate the proper method of answering an emergency call, effectively obtaining full and complete information, and promptly relaying that information to the communications center.

· Demonstrate the proper method of operating a mobile radio.

· Demonstrate the proper method of operating a portable radio.

· Complete a basic incident report.

INTRODUCTION

Firefighter's Handbook, pages 46-47

Time: 10 minutes
Key Points

· Fire service communications is an important role in the fire service.

· Telecommunications must be prepared to communicate effectively with citizens and relay accurate information to first responders.

· Good, reliable, and successful communications can have a great impact on the delivery of the services provided by the fire department.

· Due to the increased awareness of the need to maintain effective communications, many fire service leaders have started taking proactive measures to ensure the quality of communications.

COMMUNICATIONS PERSONNEL

Firefighter's Handbook, pages 47-48

Time: 15 minutes
Key Points

· Over time, though job titles may have changed and the roles and responsibilities expanded, the basic role of the telecommunicator has remained the same.

· The telecommunicator is responsible for receiving emergency calls, evaluating the need for a response, and initiating the response of appropriate personnel in a timely manner.

· In some systems, telecommunicators may remain on the line with the caller and provide pre-arrival instructions for medical emergencies.

· Due to the expanding role of the telecommunicator, fire service leaders are reconsidering the complexity of emergency technology and the importance of the individuals hired to operate these systems.

· NFPA 1061, Standard for Professional Qualifications for Public Safety Telecommunicators, outlines the requirements and characteristics needed for these positions.

· A comprehensive work performance evaluation program must follow a quality training program.

· Another important concern is proper staffing levels: Communication managers need to rely on historical data to produce staffing models to help meet their current needs.

· Regardless of size, fire departments must provide well-trained personnel to serve as telecommunicators since those individuals who answer calls from citizens have a direct impact on the overall response time of the agency.

THE COMMUNICATIONS FACILITY

Firefighter's Handbook, pages 48-50

Time: 30 minutes
Key Points

· Dispatch centers range from large 911 facilities specifically designed for communications to a small volunteer fire department that has one person to answer calls and dispatch personnel.

· Regardless of the size or type of facility, all serve the common goal of receiving and delivering information that can be either emergency or nonemergency in nature.

· NFPA standards also exist for the location and construction of emergency communication centers (NFPA 1221).

· Since communications are a key element in any emergency, all emergency communication centers should be equipped with backup power supplies and a backup system should be in place if the primary means of communication should fail.

· New and emerging technology in hardware and software has allowed many systems to incorporate computers into their communication systems.

· Computer-aided dispatch systems are now being used by many fire departments.

· Computers can keep track of the location of active incidents, which units have been assigned, and which units are available. Computers also allow for the storage of notes and other valuable information that can pertain to a certain location.

Instructor's note: If possible, try to arrange a tour of the local communication center. If class time does not allow for this, provide arrangements for students to visit the communication center on their own time.

RECEIVING REPORTS OF EMERGENCIES

Firefighter's Handbook, pages 50-58

Time: 30 minutes
Key Points

· The call-taking process consists of receiving a report, interviewing, and referral or dispatch composition.

· Telecommunicators must be able to prioritize incoming calls in order to ensure that the most important call gets the fastest attention.

· Telecommunicators should answer incoming lines promptly and determine if the caller has an emergency.

· Telecommunicators need to be able to control the conversation so that they can obtain the necessary information in the least amount of time.

· When processing an emergency call, telecommunicators should always attempt to obtain the following information:

· Location of the emergency.

· Nature of the emergency.

· Callback number.

· Caller's location and situation.

· The information that callers provide can be extremely valuable, but only if the call-taker is able to ask the right questions that will generate the proper responses.

· When dealing with an emergency medical call, many departments follow emergency medical dispatch protocols.

Methods of Receiving Reports of Emergencies

· Reports of emergencies can be received in a variety of ways.

· The most common method for receiving emergency calls is by telephone.

· According to the National Emergency Number Association, close to 93 percent of the population of the United States has some type of 911 system. Of those, 95 percent of the coverage is enhanced 911. Geographically speaking, about 50 percent of the nation is covered by some type of 911 system.

· The development of enhanced 911 not only allows for voice communications but also provides emergency communication centers with the telephone number and address from which the call is originating.

· An increase in wireless communications has made cellular phones a very common means for citizens to reach 911.

· By the year 2000, government-mandated upgrades in technology will require cellular manufacturers to provide a means by which the location of wireless callers can be determined and provided to emergency call-takers.

· Municipal fire alarm systems allow a coded voice message to be generated from an alarm box (typically located in areas of easy access and high visibility).

· This type of system was put in use near the turn of the century and many are still in use today. They are commonly referred to as call boxes.

· Automatic alarm systems are another means to notify communication centers of an emergency.

· There are two types of alarm systems defined by the NFPA.

· A Type A reporting system receives an alarm from a firebox and retransmits it to a fire station manually or automatically.

· A Type B reporting system automatically sends an alarm to the fire station from an alarm box.

· Telecommunication devices for the deaf are becoming much more widely used by individuals with hearing disabilities.

· The Americans with Disabilities Act entitles citizens to equal service from public agencies. Communication centers are required to be able to receive calls through a keyboard text message instead of voice communications.

· Sometimes emergency reports can be received from an individual that comes into the fire department. In these situations, the firefighter should obtain as much information as possible and then notify the appropriate communication center. It is important to follow the local protocol.

EMERGENCY SERVICES DEPLOYMENT

Firefighter's Handbook, pages 58-62

Time: 20 minutes

Key Points

· Once an emergency is reported, the next step is to determine what actions must be taken.

· Emergency response organizations typically identify the most common types of situations and preassign a standard response to each such situation.

· Most communication centers have an established deployment plan that identifies the proper apparatus to be dispatched initially.

· In the modern fire service, deployment plans are not only based on apparatus but also on the equipment that is carried, the number of personnel, and their skill level.

· Depending on the size of the department, deployment may be done manually or through the use of computers.

· The next step is to notify the responders. Depending on the type of system, notification may occur through several methods.

· Some departments also use mobile data terminals. These are computers that are mounted in apparatus. They directly receive the dispatch information on a screen. Responding units can communicate with the communication center by simply pushing status buttons.

ACTIVITIES

Time: 20 minutes

1.
Obtain the deployment plan for the local fire department.

2.
Using index cards, write various types of incidents.

3.
Using the deployment plan, have students indicate what apparatus they would dispatch based on the type of incident.

4.
Ask students if they have any questions.

TRAFFIC CONTROL SYSTEMS

Firefighter's Handbook, page 62

Time: 5 minutes
Key Points

· Some jurisdictions utilize emergency preemption systems to control traffic signals and provide a safe transition to a priority right-of-way for emergency vehicles.

· These systems are designed to recognize an emergency vehicle and change the traffic control signal to allow clear passage for the emergency responders.

RADIO SYSTEMS AND PROCEDURES

Firefighter's Handbook, pages 62-66

Time: 20 minutes

Key Points

· Once the apparatus are responding and on the scene, the primary link between the communication center and the field units is the radio system.

· Radio frequencies allocated to the fire services are VHF low-band, VHF high-band, and UHF frequencies. The Federal Communications Commission (FCC) closely monitors frequency allocations.

· Due to the growth of the fire service and telecommunications, additional frequencies have been allocated to the fire service. The 800-MHz frequency range is being used successfully by some departments.

· All personnel need to be able to talk on the radio properly. Providing a clear and concise message is important for communications and others to be able to understand you.

· Some departments use "10-codes" for their communications, others use clear speech. Regardless of the system being used, firefighters need to know how to properly communicate.

Instructor's note: Show the class various samples of communication devices that you may have available.

ARRIVAL REPORTS

Firefighter's Handbook, pages 66-67

Time: 10 minutes
Key Points

· The first unit arriving on the scene will usually establish command and provide communication centers with a brief report of the on-scene conditions.

· The length and complexity of the report will be based on the nature of the incident.

· While working on an incident, status reports should be given. This is important to the success of any major incident.

· Some communication centers may have an SOP that calls for "time marking" incidents at regular intervals.

RECORDS

Firefighter's Handbook, pages 67-69

Time: 15 minutes

Key Points

· While communications during an incident are critical, proper documentation and record keeping for all responses must be maintained.

· Most communication centers record all emergency telephone and radio traffic on a manual logbook or on a magnetic or digital recording device.

· In most states, fire reports are considered public record; therefore, they are made available to the media and other interested parties.

· Most states have minimum information that should be recorded and maintained as the legal record of an incident.

WRAP-UP

Time: 10 minutes

Key Points

· Whether working in a large emergency communication center or at a small fire station, the manner in which a telecommunicator answers calls and processes information has a direct impact on the public's impression of the department.

· The ability to answer an incoming call quickly, gain control of the call, and, in some instances, calm the caller is a very important aspect of this process.

· The extent to which a telecommunicator applies his or her knowledge and skills, combined with an ability to make wise use of available resources, will play a role in the successful outcome of an emergency incident.

Assignment

· Read Chapter 4 in the Firefighter's Handbook

· Optional: Complete Firefighter's Handbook Workbook, Chapter 4

Instructor Preparation

PowerPoint Presentation--Chapter 4

Transparency masters--Chapter 4

Overhead projector, slide projector, or LCD display

