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Bad Moon Rising at Dispatch:          

Jeff Clawson   
Division of Research, Standards & Academics  

International Academies of Emergency Dispatch  

Dangerous  Protocol  Omissions  
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As Credence sang...   
about calling 9-1-1, maybe? 
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•  Cell phone era has created many more 
opportunities to solve problems previously 
never encountered 

•  Some calls, not many, are truly “time-
restricted” situations 

•  Callers are scared to death and don’t do 
things that they would easily figure out if 
not in a crisis 

•  No second chances… 

The New Rules: 



Both EMD training and a formal 
comprehensive protocol are 

essential to getting things right 
and staying out of trouble!   

Even on a bad hair day… 

the Protocol never 
forgets… 
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Close Your Eyes and Listen… 
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This dispatcher worked in a center 
with protocol and certified EMDs 

However, he was trained as a EMD, and 
in the proper use of the protocol…  

 
   …3 weeks AFTER this incident. 
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Protocol 15 – Electrocution re: Safety (6 things) 
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P-15  Key Questions re: Safety 
(3 things) 
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P-15  PDIs, CEIs, DLS Links  
re: Safety (5 things) 
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P-15  Exit Protocol  
re: Safety 

That’s 17 different things that, if trained in 
before being the unsupervised “intern”, 
would have “saved” this caller. 
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Stuck Accelerator without Protocol 
intervention 
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Stuck Accelerator without Protocol 
intervention 
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Stuck Accelerator with Protocol 
intervention 
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Obvious Answer to Location Q: 

“I’m approaching the crash 
site at a rapid rate of 
speed!” 
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Case Entry location problem:   
Where to send?  Really??? 

Listen for the 1st meaningful advice from 
the EMD --  we call it the “Ah Ha! moment.”   
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Accelerator Stuck Protocol  
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Accelerator Stuck Protocol  
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Accelerator Stuck Protocol  
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Accelerator Stuck Protocol  
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Sinking Vehicle – Caller Inside 
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Dispatching without Protocol  

a.k.a… Karaoke Call-taking  
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Dispatcher with Protocol 
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Thank You!  

Onward Eagles 
through the dispatch  

fog… 
 

jeff.clawson@  
emergencydispatch.org 
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Capability vs. Response Time 

Single Multiple 

FPDS 
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CECBEMS CME Credit Requirement 
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Future Eaglettes 
Practice required hand 
signs…  


