
 

 

  Drexel Heights Fire District 
Job Description 

 
 

Job Title:    Communications Specialist - Student Position Code:  860 
Division:   VECC      Step Range:               12 
FLSA:                 Non-Exempt     Date:                 12/01/2017 
        Revised:  10/01/2024 
  
General Description 
 
The Communications Specialist - Student works under the direct supervision of 
Communications Supervisors within the multi-jurisdictional communications center. This role 
involves dispatching emergency units, including fire, ambulance, and other emergency services, 
and providing pre-arrival instructions to callers in urgent situations. The Communications 
Specialist - Student is responsible for tracking and documenting the activities of emergency 
units and personnel using telephone and radio communications. 
 
This position is responsible for monitoring and operating communication systems, generating 
reports, and ensuring accurate documentation of emergency and non-emergency responses. 
This role requires adherence to District policies and procedures, including maintaining 
confidentiality and security of sensitive information. The Communications Specialist - Student 
must demonstrate strong communication skills, attention to detail, and the ability to remain 
calm and efficient under pressure. 
 
Supervision Received 
Student Employees work with close direct supervision from Communications Supervisors, and 
full time and part time Communications Specialists. 
 
Supervision Exercised 
None 
 
Essential Duties and Responsibilities 

1. Answer and Prioritize Calls: Promptly answer incoming emergency and non-emergency 
calls, including 911 calls, non-emergency requests, and administrative inquiries. 
Prioritize calls based on urgency and nature of the situation. 

 
2. Gather and Record Information: Collect critical information from callers, including 

location, nature of the emergency, and any relevant details. Accurately document this 
information in the Computer-Aided Dispatch (CAD) system. 

 



 

 

3. Provide Pre-Arrival Instructions: Deliver clear, calm, and concise pre-arrival instructions 
for medical, fire, and other emergencies, following established protocols. Ensure that 
callers understand and follow instructions until emergency responders arrive. 

 
4. Dispatch Appropriate Resources: Use CAD and radio systems to dispatch the appropriate 

emergency units, including fire, ambulance, police, and other services, based on the 
information provided by callers. 

 
5. Monitor and Update Emergency Situations: Continuously monitor ongoing emergency 

situations, update unit status in the CAD system, and provide responders with real-time 
information and support as needed. 

 
6. Handle Non-Emergency Calls: Address non-emergency calls by providing information, 

directing calls to the appropriate department, or logging service requests. Ensure that 
non-emergency calls do not disrupt the handling of emergency situations. 

 
7. Calm and Reassure Callers: Maintain a calm and professional demeanor at all times. 

Provide reassurance to callers who may be in distress, anxious, or unsure of how to 
proceed during an emergency. 

 
8. Maintain Confidentiality: Handle all communications with a high degree of 

confidentiality, ensuring that sensitive information is protected in accordance with 
district policies and applicable regulations. 

 
9. Operate Communication Equipment: Efficiently operate telephones, radios, and 

computer systems to manage communication flow within the dispatch center. 
Troubleshoot minor technical issues and report any malfunctions to supervisors 
promptly. 

 
10. Perform Quality Assurance Tasks: Participate in periodic reviews of call handling and 

dispatch procedures to ensure compliance with District standards and identify areas for 
improvement. 
 

11. Adheres to and utilizes District Policies and Guidelines. 
 
Knowledge, Skills and Abilities  

Knowledge of: 

• Emergency dispatch protocols, including Fire, EMS, and law enforcement response 
procedures. 

• Local geography, including key landmarks, streets, and jurisdictional boundaries to assist 
in accurate dispatching. 

• Relevant laws, regulations, and standards, including confidentiality and privacy 
requirements related to emergency communications (e.g., HIPAA). 

• Computer-Aided Dispatch (CAD) systems and other communication technologies used in 
a multi-jurisdictional dispatch center. 



 

 

Skills: 

• Multitasking: Ability to manage multiple calls and radio frequencies simultaneously 
while accurately documenting information in the CAD system. 

• Effective Communication: Excellent verbal communication skills, including clear 
articulation, active listening, and the ability to convey information calmly and concisely 
during high-stress situations. 

• Problem-Solving: Strong problem-solving skills, with the ability to make quick, sound 
decisions based on limited information. 

• Attention to Detail: High level of accuracy in recording information, tracking unit status, 
and documenting call details. 

Abilities: 

• Calm Under Pressure: Maintain composure and perform effectively in high-stress and 
emergency situations. 

• Adaptability: Quickly adapt to changes in procedure, technology, or emergency 
situations with minimal disruption to operations. 

• Empathy and Patience: Exhibit empathy, patience, and professionalism when interacting 
with callers who may be distressed or emotional. 

• Teamwork: Work collaboratively with other dispatchers, emergency personnel, and 
supervisors to ensure a coordinated response. 

• Technical Proficiency: Operate and troubleshoot communication equipment, including 
telephones, radios, and computer systems with a high degree of competency. 

• Judgment: Use sound judgment to prioritize calls and allocate resources effectively, 
ensuring the appropriate response to emergencies 

• Must be willing to work rotating shifts, weekends, and holidays 
 

Minimum Education, Training and Experience Requirements 
1. High School diploma or GED required. 
2. Requires typing speed of 35 words per minute. 
3. Requires certification in CPR (nationally recognized program) 
4. No felony convictions or disqualifying criminal histories within the past ten (10) years. 

 
Preferred Education, Training and Experience  
1. Associate’s Degree in business, management, fire science or related field. 
2. Ability to communicate in both English and Spanish. 
 
Tools, Equipment and Work Aides Used 
Telephones (including the use of ear pieces), radios, computer, calculator, copier, fax machine, 
other typical office equipment, and emergency power generation equipment.  

 
Physical Demands 
 
The physical demands described here are representative of those that must be met by an 
employee to successfully perform the essential functions of this job. Reasonable 



 

 

accommodations may be made to enable individuals with disabilities to perform these essential 
functions. 
 
Sitting and Standing: The employee is frequently required to sit for prolonged periods while 
operating communications equipment. Occasional standing and walking may be required 
during shift changes or when interacting with other team members. 
 
Manual Dexterity: Frequent use of hands and fingers is required to handle or operate 
telephones, radios, computer keyboards, and other communication equipment. 
 
Hearing and Speaking: The role requires the ability to hear and understand spoken information 
clearly over the phone and radio, often in environments with background noise. The employee 
must also speak clearly and concisely to convey information accurately. 
 
Vision: Specific vision abilities required by this job include close vision, distance vision, color 
vision, peripheral vision, depth perception, and the ability to adjust focus. These are essential 
for monitoring computer screens, reading reports, and observing multiple communication 
devices simultaneously. 
 
Reaching and Handling: Occasional reaching with hands and arms is required, particularly when 
handling communication equipment and performing routine tasks within the dispatch center. 
 
Mental and Emotional Demands: The employee must be able to maintain composure and 
effectiveness under stress, handle multiple tasks simultaneously, and respond quickly to 
emergency situations. This includes managing high-pressure calls and providing reassurance to 
distressed callers. 
 
Reasonable accommodations will be provided for qualified individuals with disabilities to 
perform the essential functions of this job without imposing undue hardship on the District. 
 
Work Environment 
The work environment characteristics described here are representative of those an employee 
encounters while performing the essential functions of this job. Reasonable accommodations 
may be made to enable individuals with disabilities to perform these essential functions. 
 
Indoor Office Setting: The Communications Specialist - Student primarily works in an indoor 
office environment within a communications center. This setting includes a workstation 
equipped with telephones, radios, computers, and other communication devices. 
 
Controlled Environment: The work environment is generally climate-controlled with standard 
lighting and ventilation. The noise level is usually moderate, but can occasionally include loud 
alarms, multiple conversations, and other typical sounds of a busy communications center. 
 



 

 

Shift Work: This role requires working in rotating shifts, including days, nights, weekends, and 
holidays. The position may involve extended hours and overtime as necessary to meet the 
demands of emergency operations. 
 
High Stress and Emergency Situations: The employee may frequently encounter high-stress 
situations, including responding to emergency calls and managing multiple urgent tasks 
simultaneously. The ability to remain calm and effective under pressure is critical. 
 
Exposure to Emotional Situations: The employee may interact with distressed, emotional, or 
panicked callers. This aspect of the job requires strong emotional resilience and the ability to 
provide reassurance and clear instructions in critical situations. 
 
Physical and Mental Demands: The role involves sustained mental focus, quick decision-making, 
and the ability to adapt to rapidly changing situations. It may require prolonged periods of 
sitting and continuous operation of communications equipment. 
 
Reasonable accommodations will be provided for qualified individuals with disabilities to 
perform the essential functions of this job without imposing undue hardship on the District. 
 
Selection Guidelines 
Formal application; review of education and experience; appropriate testing and interviews; 
oral interview; background check; drug screen; final. The Fire Chief makes appointment. 
 
Miscellaneous 
The above description is intended to describe the duties of an employee in general terms and 
does not necessarily describe all of his/her duties or functions. 
 
The job description does not constitute an employment agreement between the employer and 
the employee and is subject to change by the employer as the needs of the employer and 
requirements of the job change. 
 
 

Approval:  /s/ Douglas Chappell  Effective Date: July 1, 2024 

 


