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§ 120c.101.   Purpose.  

The purpose of this Chapter is to implement Section 3(a)(6) of the Act (35 P.S. §7011-7021) to establish 
minimum training and certification standards for emergency dispatchers, call takers, and supervisors who 
work for 911 emergency communications centers or remote dispatch points in the Commonwealth.  

 



 

 

§120C.102. DEFINITIONS.  

THE AGENCY SHALL ANNUALLY REVIEW AND APPROVE THE TRAINING SECTION 
OF A COUNTY'S 911 PLAN OR A MUNICIPALITY'S TRAINING PLAN BEFORE THE 
COUNTY OR MUNICIPALITY IS CERTIFIED BY THE AGENCY TO CONDUCT ITS 
ANNUAL TRAINING PROGRAM.   THE ANNUAL REVIEW SHALL COINCIDE WITH 
THE SUBMISSION DATE OF THE COUNTY 911 PLAN'S TRAINING SECTION OR 
MUNICIPAL TRAINING PLAN TO THE AGENCY.   COUNTIES SHALL SUBMIT THEIR 
911 PLAN TRAINING SECTIONS TO THE AGENCY WITHIN 30 DAYS OF THE 
EFFECTIVE DATE OF THIS REGULATION.   MUNICIPALITIES SHALL SUBMIT THEIR 
TRAINING PLANS TO THE AGENCY WITHIN 60 DAYS OF THE EFFECTIVE DATE OF 
THIS REGULATION.  

(A) (C)       IN ORDER TO OBTAIN AGENCY CERTIFICATION, EACH COUNTY AND 
MUNICIPAL TRAINING PROGRAM SHALL INCLUDE THE MINIMUM HOURS OF 
CLASSROOM AND HANDS-ON INSTRUCTION AND TRAINING COURSE CONTENT 
SET FORTH IN THIS CHAPTER FOR THE CERTIFICATION OF CALL TAKERS, 
EMERGENCY DISPATCHERS, AND 911 CENTER SUPERVISORS.   IN ADDITION, 
EACH COUNTY OR MUNICIPAL TRAINING PROGRAM SHALL INCLUDE THE CALL 
TAKER, EMERGENCY DISPATCHER, AND 911 CENTER SUPERVISOR PRACTICAL 
SKILLS TESTS PRESCRIBED BY THE AGENCY.  
(B) AS PART OF THE ANNUAL CERTIFICATION PROCESS, EACH COUNTY OR 
MUNICIPALITY SHALL PROVIDE THE AGENCY WITH AN ACCURATE AND UP-TO-
DATE INSTRUCTOR INFORMATION REPORT.   THE REPORT SHALL DESCRIBE THE 
EDUCATIONAL BACKGROUND, EXPERIENCE, TRAINING SKILLS, ACADEMIC 
CREDENTIALS, AND ANY OTHER PERTINENT INFORMATION OF THE LEAD OR 
MASTER INSTRUCTORS WHO WILL CONDUCT THE COUNTY'S OR MUNICIPALITY'S 
TRAINING COURSES DURING THE CERTIFICATION YEAR.   THE AGENCY WILL 
ANNUALLY REVIEW EACH LEAD OR MASTER INSTRUCTOR'S INFORMATION 
REPORT.   THE AGENCY WILL ANNUALLY CERTIFY THOSE LEAD OR MASTER 
INSTRUCTORS WHO HAVE MET THE TRAINING REQUIREMENTS OF SECTION 
120C.107(C) (RELATING TO CERTIFICATION CURRICULUM AND INSTRUCTORS) 
AND WHO CONTINUE TO SHOW COMPETENCY IN THEIR TRAINING AREA AS 
DETERMINED BY THE AGENCY AND THE COUNTY MUNICIPALITY THAT EMPLOYS 
THEM AS INSTRUCTORS.  
(C)  

§120C.104. CERTIFICATION REQUIREMENTS FOR CURRENT AND NEWLY HIRED 
EMERGENCY COMMUNICATIONS PERSONNEL.  

(A) A COUNTY OR MUNICIPAL 911 CALL TAKER, EMERGENCY DISPATCHER, OR 911 
CENTER SUPERVISOR WHO IS HIRED ON OR AFTER THE EFFECTIVE DATE OF THIS 
REGULATION, WHETHER THE INDIVIDUAL IS WORKING FULL-TIME OR PART-



 

 

TIME AS A PERMANENT OR TEMPORARY EMPLOYE, SHALL COMPLY WITH ALL 
OF THE TRAINING, CERTIFICATION AND RECERTIFICATION REQUIREMENTS 
CONTAINED IN THIS CHAPTER THAT ARE APPLICABLE TO THE INDIVIDUAL'S JOB 
POSITION, JOB DESCRIPTION, OR JOB FUNCTIONS AS A CALL TAKER, 
EMERGENCY DISPATCHER, OR 911 CENTER SUPERVISOR.  
(B) A COUNTY OR MUNICIPALITY SHALL NOTIFY THE AGENCY WHEN A NEWLY 
HIRED 911 CALL TAKER, EMERGENCY DISPATCHER, OR 911 CENTER SUPERVISOR 
HAS COMPLETED HIS OR HER TRAINING PROGRAM, HAS SUCCESSFULLY PASSED 
THE PRACTICAL SKILLS TEST, AND IS AVAILABLE TO TAKE THE APPROPRIATE 
WRITTEN CERTIFICATION EXAMINATION AS DESCRIBED IN SECTION 120C.109 
(RELATING TO WRITTEN EXAMINATIONS).   THE NOTIFICATION SHALL BE 
PROVIDED ON A FORM THAT IS SUPPLIED BY THE AGENCY.   THE AGENCY WILL 
THEN SCHEDULE THE INDIVIDUAL'S WRITTEN EXAMINATION WITHIN 30 DAYS OF 
RECEIPT OF THE COUNTY OR MUNICIPAL NOTIFICATION FORM.  
(C) A COUNTY OR MUNICIPAL 911 CALL TAKER, EMERGENCY DISPATCHER OR 911 
CENTER SUPERVISOR WHO IS WORKING EITHER FULL-TIME OR PART-TIME AS A 
PERMANENT OR TEMPORARY EMPLOYE BEFORE THE EFFECTIVE DATE OF THIS 
REGULATION SHALL COMPLY WITH ONLY THE APPLICATION, AGE, AND WRITTEN 
EXAMINATION REQUIREMENTS OF THIS CHAPTER THAT ARE APPLICABLE TO 
THE INDIVIDUAL'S CERTIFICATION OR RECERTIFICATION AS A CALL TAKER, 
EMERGENCY DISPATCHER, OR 911 CENTER SUPERVISOR.   EACH INDIVIDUAL 
SHALL TAKE HIS OR HER APPROPRIATE WRITTEN CERTIFICATION 
EXAMINATION WITHIN 270 DAYS OF THE EFFECTIVE DATE OF THESE 
REGULATIONS.  
(D) THIS SUBSECTION SHALL APPLY WHENEVER A LABOR UNION AGREEMENT OR 
SOME OTHER REASON REQUIRES A COUNTY OR MUNICIPALITY TO USE JOB 
TITLES OTHER THAN CALL TAKER, EMERGENCY DISPATCHER, OR 911 CENTER 
SUPERVISOR TO DESCRIBE ITS 911 COMMUNICATION CENTER OR REMOTE 
DISPATCH POINT PERSONNEL.   UNDER SUCH A CIRCUMSTANCE, THE COUNTY 
OR MUNICIPALITY AND THE AGENCY SHALL JOINTLY COMPARE THE 
FUNCTIONS, DUTIES AND RESPONSIBILITIES OF EACH COUNTY OR MUNICIPAL 
JOB POSITION WITH THE FUNCTIONS, DUTIES AND RESPONSIBILITIES OF A CALL 
TAKER, EMERGENCY DISPATCHER OR 911 CENTER SUPERVISOR TO DETERMINE 
WHICH REGULATORY POSITION (CALL TAKER, EMERGENCY DISPATCHER, OR 911 
CENTER SUPERVISOR) MOST CLOSELY RELATES TO THE COUNTY OR MUNICIPAL 
JOB POSITION.   AFTER THE JOINT DETERMINATION HAS BEEN MADE, EITHER 
THE CALL TAKER, EMERGENCY DISPATCHER, OR 911 CENTER SUPERVISOR 
TRAINING AND CERTIFICATION REQUIREMENTS OF THIS CHAPTER SHALL BE 
APPLIED TO THOSE INDIVIDUAL COUNTY OR MUNICIPAL JOB POSITIONS.   
SHOULD A COUNTY OR MUNICIPALITY AND THE AGENCY FAIL TO AGREE ON THE 
APPROPRIATE TRAINING AND CERTIFICATION REQUIREMENTS FOR A COUNTY 
OR MUNICIPAL JOB POSITION, THE AGENCY SHALL, AT ITS OWN DISCRETION, 
DECIDE THE MATTER.  



 

 

(E)  

§120C.105. CALL TAKER CERTIFICATION.  

(A) ROLES AND RESPONSIBILITIES.   A CALL TAKER IS RESPONSIBLE FOR TAKING 
ALL CALLS MADE BY THE GENERAL PUBLIC TO A 911 EMERGENCY 
COMMUNICATIONS CENTER AND FOR GATHERING ALL ESSENTIAL 
INFORMATION FROM THE CALLER IN ORDER TO DETERMINE WHETHER OR NOT 
EMERGENCY RESPONSE SERVICES NEED TO BE PROVIDED TO THE LOCATION OR 
INCIDENT DESCRIBED BY THE CALLER.  
(B) CERTIFICATION.  

(1) THE AGENCY WILL CERTIFY AS A CALL TAKER AN INDIVIDUAL 
WHO MEETS THE FOLLOWING QUALIFICATIONS:  

(I) COMPLETES AN APPLICATION FORM 
SUPPLIED BY THE AGENCY.  
(II) IS 18 YEARS OF AGE OR OLDER.  
(III) HAS SUCCESSFULLY COMPLETED A CALL 
TAKER TRAINING COURSE APPROVED BY THE AGENCY.  
(IV) HAS PASSED A WRITTEN EXAMINATION 
PRESCRIBED BY THE AGENCY.  
(V) HAS PASSED A PRACTICAL TEST OF CALL 
TAKER SKILLS PRESCRIBED BY THE AGENCY.  

(2) A CALL TAKER’S CERTIFICATION IS VALID FOR 3 YEARS FROM 
THE DATE THE CERTIFICATION WAS ISSUED BY THE AGENCY.   IN 
ORDER TO MAINTAIN CERTIFICATION AS A CALL TAKER, AN 
INDIVIDUAL SHALL COMPLY WITH THE RECERTIFICATION 
REQUIREMENTS SET FORTH IN SUBSECTION ( D ).  

(C)   TRAINING COURSE CONTENT AND LENGTH.   EACH CALL TAKER SHALL 
RECEIVE A MINIMUM OF 104 HOURS OF CLASSROOM AND HANDS ON 
INSTRUCTION.   TRAINING COURSES SHALL CONSIST OF THE FOLLOWING ITEMS:   
TELEPHONE TECHNIQUES, CRISIS CALL TAKING, INCIDENT SPECIFIC 
INFORMATION, INTERROGATION SKILLS, PRIORITIZATION OF CALLS, NON-
ENGLISH SPEAKING CALLS, TEXT TELEPHONE FOR THE DEAF, HEARING AND 
SPEECH IMPAIRED (TTY), ABANDONED 911 CALLS, SILENT 911 CALLS, ROLES AND 
RESPONSIBILITIES OF THE CALL TAKER, INTERPERSONAL SKILLS AND STRESS 
MANAGEMENT, 911 CENTER TERMINOLOGY, VERIFICATION SKILLS, USE OF 911 
CENTER EQUIPMENT, 911 CENTER DOCUMENTATION SKILLS, GEOGRAPHY OF 911 
CENTER SERVICE AREA, AND OTHER MATERIAL CONSIDERED NECESSARY BY 
THE INSTRUCTOR WHICH HAS BEEN APPROVED BY THE AGENCY.  

( D )   RECERTIFICATION.   A CALL TAKER SHALL APPLY FOR RECERTIFICATION 
BETWEEN 6 MONTHS AND 60 DAYS PRIOR TO EXPIRATION OF THE CALL TAKER’S 



 

 

CERTIFICATION FROM THE AGENCY.   A CALL TAKER’S FAILURE TO APPLY FOR 
RECERTIFICATION IN A TIMELY MANNER MAY RESULT IN THE INDIVIDUAL NOT 
BEING RECERTIFIED BEFORE THE PRIOR CERTIFICATION EXPIRES.   THE 
AGENCY WILL RECERTIFY AS A CALL TAKER AN INDIVIDUAL WHO MEETS THE 
FOLLOWING QUALIFICATIONS:  

(1) COMPLETES AN APPLICATION FORM SUPPLIED BY THE AGENCY.  
(2) IS OR WAS PREVIOUSLY CERTIFIED AS A CALL TAKER BY THE 
AGENCY.  
(3) SUCCESSFULLY PASSES A CALL TAKER WRITTEN EXAMINATION PRESCRIBED BY 
THE AGENCY.  

(4)  

§120C.106. EMERGENCY DISPATCHER CERTIFICATION.  

(A) ROLES AND RESPONSIBILITIES.   AN EMERGENCY DISPATCHER IS 
RESPONSIBLE FOR TAKING THE INFORMATION GATHERED BY A CALL TAKER, 
DETERMINING THE APPROPRIATE RESPONSE TO THE SITUATION, AND 
DISPATCHING THE AVAILABLE EMERGENCY FIRE, POLICE, AMBULANCE, 
EMERGENCY MANAGEMENT, OR OTHER RESOURCES NEEDED TO DEAL WITH 
THE EMERGENCY SITUATION.  
(B) CERTIFICATION.  

(1) THE AGENCY WILL CERTIFY AS AN EMERGENCY DISPATCHER, 
EITHER FOR FIRE, POLICE, AMBULANCE, AND/OR EMERGENCY 
MANAGEMENT SERVICES, AN INDIVIDUAL WHO MEETS THE 
FOLLOWING QUALIFICATIONS:  

(I) COMPLETES AN APPLICATION FORM SUPPLIED BY 
THE AGENCY.  
(II) IS 18 YEARS OF AGE OR OLDER.  
(III) HAS SUCCESSFULLY COMPLETED ALL 
REQUIREMENTS PRESCRIBED BY THE AGENCY TO BE A 
CALL TAKER.  
(IV) HAS SUCCESSFULLY COMPLETED AN EMERGENCY 
DISPATCHER FIRE, POLICE, AMBULANCE, AND/OR 
EMERGENCY MANAGEMENT TRAINING COURSE 
PRESCRIBED BY THE AGENCY.  
(V) HAS PASSED A WRITTEN EXAMINATION PRESCRIBED 
BY THE AGENCY FOR EITHER EMERGENCY DISPATCHER 
FIRE, POLICE, AMBULANCE, AND/OR EMERGENCY 
MANAGEMENT.  
(VI) HAS PASSED A PRACTICAL TEST OF EMERGENCY 
DISPATCHER SKILLS FOR FIRE, POLICE, AMBULANCE, 



 

 

AND/OR EMERGENCY MANAGEMENT PRESCRIBED BY 
THE AGENCY.  

(2) AN EMERGENCY DISPATCHER’S CERTIFICATION IS VALID FOR 3 
YEARS FROM THE DATE THE CERTIFICATION WAS ISSUED BY THE 
AGENCY.   IN ORDER TO MAINTAIN CERTIFICATION AS AN 
EMERGENCY DISPATCHER, AN INDIVIDUAL SHALL COMPLY WITH 
THE RECERTIFICATION REQUIREMENTS SET FORTH IN SUBSECTION 
( D ).  

(C)   TRAINING COURSE CONTENT AND LENGTH.    

(1) A DISPATCHER FIRE SHALL RECEIVE A MINIMUM OF 120 HOURS 
OF CLASSROOM AND HANDS ON INSTRUCTION.   TRAINING 
COURSES SHALL CONSIST OF THE FOLLOWING ITEMS:   
COMPLETION OF ALL CALL TAKER TRAINING REQUIREMENTS (104 
HOURS) PLUS 16 HOURS OF FIRE SAFETY ISSUES, FIRE 
TERMINOLOGY, FIRE DISPATCHING PROTOCOLS, 911 CENTER 
RECORD REQUIREMENTS, FIRE DISPATCHING INCIDENT SPECIFICS, 
AND OTHER MATERIAL CONSIDERED NECESSARY BY THE 
INSTRUCTOR AND WHICH HAS BEEN APPROVED BY THE AGENCY.  
(2) A DISPATCHER POLICE SHALL RECEIVE A MINIMUM OF 136 
HOURS OF CLASSROOM AND HANDS-ON INSTRUCTION.   TRAINING 
COURSES SHALL CONSIST OF THE FOLLOWING ITEMS:   
COMPLETION OF ALL CALL TAKER TRAINING REQUIREMENTS (104 
HOURS) PLUS 32 HOURS OF POLICE SAFETY ISSUES, POLICE 
TERMINOLOGY, POLICE DISPATCHING PROTOCOLS, 911 CENTER 
REQUIREMENTS, NCIC/CLEAN ORIENTATION, POLICE DISPATCHING 
INCIDENT SPECIFICS, AND OTHER MATERIAL CONSIDERED 
NECESSARY BY THE INSTRUCTOR AND WHICH HAS BEEN APPROVED 
BY THE AGENCY.  

(3) A DISPATCHER AMBULANCE OR EMERGENCY MEDICAL SERVICE 
(EMS) SHALL RECEIVE A MINIMUM OF 120 HOURS OF CLASSROOM 
AND HANDS ON INSTRUCTION.   TRAINING COURSES SHALL CONSIST 
OF THE FOLLOWING ITEMS:   COMPLETION OF ALL CALL TAKER 
TRAINING REQUIREMENTS (104 HOURS) PLUS 16 HOURS OF EMS 
SAFETY ISSUES, EMS TERMINOLOGY, EMS DISPATCHING 
PROTOCOLS, EMERGENCY MEDICAL DISPATCH, 911 CENTER 
RECORD REQUIREMENTS, EMS DISPATCHING INCIDENT SPECIFICS, 
AND OTHER MATERIAL CONSIDERED NECESSARY BY THE 
INSTRUCTOR AND WHICH HAS BEEN APPROVED BY THE AGENCY .  
(4) A DISPATCHER EMERGENCY MANAGEMENT (EMA) SHALL 
RECEIVE A MINIMUM OF 120 HOURS OF CLASSROOM AND HANDS ON 



 

 

INSTRUCTION.   TRAINING COURSES SHALL CONSIST OF THE 
FOLLOWING ITEMS: COMPLETION OF ALL CALL TAKER TRAINING 
REQUIREMENTS (104 HOURS) PLUS 16 HOURS OF EMA SAFETY ISSUES, 
EMA TERMINOLOGY, EMA DISPATCHING PROTOCOLS, 911 CENTER 
RECORD REQUIREMENTS, EMA DISPATCHING INCIDENT SPECIFICS, 
AND OTHER MATERIAL CONSIDERED NECESSARY BY THE 
INSTRUCTOR AND WHICH HAS BEEN APPROVED BY THE AGENCY.  

( D )    RECERTIFICATION.   AN EMERGENCY DISPATCHER SHALL APPLY FOR 
RECERTIFICATION BETWEEN 6 MONTHS AND 60 DAYS PRIOR TO EXPIRATION OF 
THE EMERGENCY DISPATCHER’S CERTIFICATION FROM THE AGENCY.   AN 
EMERGENCY DISPATCHER’S FAILURE TO APPLY FOR RECERTIFICATION IN A 
TIMELY MANNER MAY RESULT IN THE INDIVIDUAL NOT BEING RECERTIFIED 
BEFORE THE PRIOR CERTIFICATION EXPIRES.   THE AGENCY WILL RECERTIFY AS 
AN EMERGENCY DISPATCHER AN INDIVIDUAL WHO MEETS THE FOLLOWING 
QUALIFICATIONS:  

(1) COMPLETES AN APPLICATION ON A FORM SUPPLIED BY THE 
AGENCY.  
(2) IS OR WAS PREVIOUSLY CERTIFIED AS AN EMERGENCY 
DISPATCHER BY THE AGENCY.  
(3) SUCCESSFULLY PASSES AN EMERGENCY DISPATCHER WRITTEN 
EXAMINATION PRESCRIBED BY THE AGENCY.  

§120C.107. 911 CENTER SUPERVISOR CERTIFICATION.  

(A) ROLES AND RESPONSIBILITIES.   A 911 CENTER SUPERVISOR IS RESPONSIBLE 
FOR MANAGING THE OVERALL OPERATION OF A 911 EMERGENCY 
COMMUNICATIONS CENTER.   A SUPERVISOR’S DUTIES INCLUDE SUPERVISING 
THE ACTIVITIES OF ALL CALL TAKERS AND EMERGENCY DISPATCHERS PRESENT 
IN THE 911 CENTER, PROVIDING DECISION MAKING, DIRECTION AND CONTROL, 
AND OTHER AUTHORITY FOR THE OPERATION OF THE 911 CENTER, AND 
HANDLING OTHER DUTIES AND RESPONSIBILITIES AS ASSIGNED BY PROPER 
AUTHORITY.  
(B) CERTIFICATION.  

(1) TO BE CERTIFIED AS A 911 CENTER SUPERVISOR, AN INDIVIDUAL 
SHALL:  

(I) COMPLETE AN APPLICATION FORM SUPPLIED BY 
THE AGENCY.  
(II) BE 20 YEARS OF AGE OR OLDER.  
(III) HAVE SUCCESSFULLY COMPLETED ALL 
REQUIREMENTS PRESCRIBED AND SUPPLIED BY THE 
AGENCY TO BE A CALL TAKER.  



 

 

(IV) HAVE SUCCESSFULLY COMPLETED ALL 
REQUIREMENTS PRESCRIBED BY THE AGENCY TO BE AN 
EMERGENCY DISPATCHER FIRE, POLICE, AMBULANCE, 
AND EMERGENCY MANAGEMENT.  
(V) HAVE SUCCESSFULLY COMPLETED A FRONT LINE 
SUPERVISOR COURSE PRESCRIBED BY THE AGENCY AND 
PASSED A WRITTEN EXAMINATION GIVEN FOR THAT 
COURSE.  
(VI) HAVE PASSED A PRACTICAL TEST OF 911 CENTER SUPERVISOR 
SKILLS PRESCRIBED BY THE AGENCY.  

(2) A 911 CENTER SUPERVISOR’S CERTIFICATION IS VALID FOR 4 
YEARS FROM THE DATE THE CERTIFICATION WAS ISSUED BY THE 
AGENCY.   IN ORDER TO MAINTAIN CERTIFICATION AS A 911 CENTER 
SUPERVISOR, AN INDIVIDUAL SHALL COMPLY WITH THE 
RECERTIFICATION REQUIREMENTS SET FORTH IN SUBSECTION (D).  

  (C)    TRAINING COURSE CONTENT AND LENGTH.  

(3) EACH 911 CENTER SUPERVISOR SHALL RECEIVE A MINIMUM OF 
224 HOURS OF CLASSROOM AND HANDS ON INSTRUCTION.  
(4) EACH 911 CENTER SUPERVISOR SHALL COMPLETE THE 
FOLLOWING COURSES :  

(I) CALL TAKER (104 HOURS)  
(II) DISPATCHER FIRE (16 HOURS)  
(III) DISPATCHER POLICE (32 HOURS)  
(IV) DISPATCHER AMBULANCE (EMS) (16 HOURS)  
(V) DISPATCHER EMERGENCY MANAGEMENT (EMA) (16 HOURS)  
(VI) FRONT LINE SUPERVISOR (40 HOURS)  

(5) THE FRONT LINE SUPERVISOR COURSE SHALL CONSIST OF THE 
FOLLOWING ITEMS: LOWER LEVEL MANAGEMENT 
SKILLS/PRINCIPAL TECHNICAL SUPPORT NUMBERS - RESOURCE 
LOCATIONS, TECHNICAL TROUBLESHOOTING FOR EQUIPMENT, 
PUBLIC/MEDIA RELATIONS, DEPARTMENTAL CHAIN OF COMMAND, 
POLICY AND PREPLANNING, OPERATIONAL FLOW, AND OTHER 
MATERIAL CONSIDERED NECESSARY BY THE INSTRUCTOR AND 
WHICH HAS BEEN APPROVED BY THE AGENCY.  

( D )   RECERTIFICATION.   A 911 CENTER SUPERVISOR SHALL APPLY FOR 
RECERTIFICATION BETWEEN 9 MONTHS AND 90 DAYS PRIOR TO EXPIRATION OF 
THE 911 CENTER SUPERVISOR’S CERTIFICATION FROM THE AGENCY.   A 911 
CENTER SUPERVISOR’S FAILURE TO APPLY FOR RECERTIFICATION IN A TIMELY 
MANNER MAY RESULT IN THE INDIVIDUAL NOT BEING RECERTIFIED BEFORE 
THE PRIOR CERTIFICATION EXPIRES.   THE AGENCY WILL RECERTIFY AS A 911 



 

 

CENTER SUPERVISOR, AN INDIVIDUAL WHO MEETS THE FOLLOWING 
QUALIFICATIONS:  

(1) IS OR WAS PREVIOUSLY CERTIFIED AS A 911 CENTER 
SUPERVISOR BY THE AGENCY.  
(2) COMPLETES AN APPLICATION FORM SUPPLIED BY THE AGENCY.  
(3) SUCCESSFULLY PASSES A 911 CENTER SUPERVISOR WRITTEN 
EXAMINATION PRESCRIBED BY THE AGENCY.  

(4)  

§120C.108. CERTIFICATION CURRICULUM AND INSTRUCTORS.  

(A) THE AGENCY SHALL REVIEW AND APPROVE ALL CERTIFICATION 
CURRICULA, MATERIALS, EXAMINATIONS, TRAINING RECORDS AND OTHER 
RELATED MATTERS THAT ARE NECESSARY TO IMPLEMENT THE CERTIFICATION 
AND RECERTIFICATION STANDARDS ESTABLISHED BY THIS CHAPTER.  
(B) THE AGENCY SHALL APPROVE ALL LEAD OR MASTER INSTRUCTORS USED BY 
A COUNTY OR MUNICIPALITY TO CONDUCT ANY OF THE CERTIFICATION 
COURSES REVIEWED AND APPROVED BY THE AGENCY.   AS PART OF THE 
APPROVAL PROCESS, EACH COUNTY OR MUNICIPALITY SHALL SUBMIT AN 
ANNUAL LEAD OR MASTER INSTRUCTOR INFORMATION REPORT AS REQUIRED 
BY SECTION 120C.103(D) (RELATING TO CERTIFICATION OF COUNTY OR 
MUNICIPAL TRAINING PROGRAMS).    

(C)   ALL LEAD OR MASTER INSTRUCTORS SHALL COMPLETE AN EIGHT HOUR 
TRAIN-THE-TRAINER INSTRUCTOR COURSE CONDUCTED BY THE AGENCY. THE 
COURSE IS DESIGNED TO PROVIDE AND REINFORCE BASIC TRAINING SKILLS TO 
911 CENTER TRAINING INSTRUCTORS.   THE COURSE SHALL INCLUDE 
INSTRUCTION IN THE AREAS OF INSTRUCTOR METHODOLOGY, THE ROLES AND 
RESPONSIBILITIES OF THE TRAINER, THE USE OF INSTRUCTIONAL AIDS, 
CLASSROOM SAFETY AND RECORD KEEPING.   A TRAINING SCHEDULE OF 
COURSE AVAILABILITY WILL BE PROVIDED BY THE AGENCY ON A QUARTERLY 
BASIS.  

(D)   ALL POLICE DISPATCHERS SHALL BE TRAINED BY THE PENNSYLVANIA 
STATE POLICE (PSP).   THE PSP IS THE CONTROL TERMINAL AGENCY AND SHALL 
PROVIDE INSTRUCTION AND CERTIFICATION TO TERMINAL AGENCY 
COORDINATORS (TAC) AND TERMINAL AGENCY PERSONNEL ON THE 
COMMONWEALTH LAW ENFORCEMENT ASSISTANCE NETWORK (CLEAN).   THE 
24-HOUR TRAINING PROGRAM PROVIDES THE KNOWLEDGE NECESSARY TO 
OPERATE THE CLEAN SYSTEM IN ACCORDANCE WITH PSP POLICIES AND 
REGULATIONS.  



 

 

(E)   ALL AMBULANCE OR EMERGENCY MEDICAL SERVICE DISPATCHERS SHALL 
BE TRAINED BY DEPARTMENT OF HEALTH APPROVED CONTRACTORS WHO 
PROVIDE INSTRUCTORS TO CONDUCT THE EMERGENCY MEDICAL DISPATCH 
TRAINING OF 911 COMMUNICATIONS CENTER OR REMOTE DISPATCH POINT 
PERSONNEL.   THE DEPARTMENT SHALL ALSO APPROVE ALL COURSE 
MATERIALS USED BY THE CONTRACTED INSTRUCTORS.  

 

§120C.109. WRITTEN EXAMINATIONS.  

(A)   PEMA WILL ADMINISTER ALL WRITTEN EXAMINATIONS FOR THE 
CERTIFICATION AND RECERTIFICATION OF CALL TAKERS, EMERGENCY 
DISPATCHERS, AND 911 CENTER SUPERVISORS.   THE EXAMINATIONS WILL BE 
CONDUCTED AT EACH COUNTY'S 911 CENTER OR EACH MUNICIPALITY'S REMOTE 
DISPATCH POINT DURING NORMAL SHIFT PERIODS, AS AGREED UPON BY THE 
AGENCY AND THE COUNTY OR THE MUNICIPALITY.  

(B)   ALL WRITTEN CERTIFICATION AND RECERTIFICATION EXAMINATIONS 
SHALL CONSIST OF 100 QUESTIONS THAT INCLUDE 50 QUESTIONS FROM A 
NATIONALLY RECOGNIZED 911 ORGANIZATION SUCH AS THE NATIONAL 
EMERGENCY NUMBER ASSOCIATION (NENA) OR THE ASSOCIATION OF PUBLIC 
SAFETY COMMUNICATION OFFICIALS (APCO) AND 50 QUESTIONS THAT ARE 
SPECIFIC TO EACH COUNTY'S OR MUNICIPALITY'S 911 COMMUNICATIONS 
SYSTEM, OPERATIONAL PROCEDURES, AND OTHER RELATED MATTERS.  

 

§120C.110. PRACTICAL SKILLS TESTS.  

(A)   A PRACTICAL SKILLS TEST SHALL BE CONDUCTED BY THE LEAD OR MASTER 
INSTRUCTOR USED BY THE COUNTY, CITY, BOROUGH, OR TOWNSHIP.   THE CALL 
TAKER, EMERGENCY DISPATCHER OR 911 CENTER SUPERVISOR SHALL 
DEMONSTRATE PROPER USAGE OF THE EQUIPMENT APPLICABLE TO HIS OR HER 
AREA OF ASSIGNMENT.   CALL-TAKING AND DISPATCH AUDIT REVIEWS MAY BE 
USED TO REVIEW PROPER TECHNIQUES.  

(B)   CALL TAKER PRACTICAL SKILLS TESTS.    

(1) THE CALL TAKER SHALL DEMONSTRATE SKILL KNOWLEDGE IN 
THE FOLLOWING AREAS:   TELEPHONE OPERATIONS, COMPLAINT 
CARD SYSTEM, TDD/TTY OPERATIONS, LOCAL FORMS AND 
COMPUTER AIDED DISPATCH (CAD) SYSTEM (IF AVAILABLE.)  



 

 

(2) A CALL TAKER PRACTICAL SKILLS TEST SHALL EVALUATE THE 
CALL TAKER’S KNOWLEDGE IN THE USE OF EMERGENCY AND NON-
EMERGENCY LINES, HOTLINES, CALL TRANSFERRING, LINE 
TRACING, CONFERENCE AND CALL HOLDING.   THE CALL TAKER 
SHALL DEMONSTRATE USE OF THE COMPLAINT CARD SYSTEM TO 
INCLUDE LOCATION AND TYPES OF INCIDENTS, CALLER 
INFORMATION AND SUPPLEMENTAL INFORMATION.   TDD/TTY 
OPERATIONS WILL EVALUATE KNOWLEDGE OF TDD/TTY CALL 

RECOGNITION, THE USE OF PREPROGRAMMED MESSAGES AND 
COMMUNICATION.   IF AVAILABLE, THE CALL TAKER SHALL 
DEMONSTRATE CAD OPERATIONS TO INVOLVE SHOWING USE OF 
LOCAL CAD FUNCTIONS RELATED TO CALLTAKING.  

(C)   EMERGENCY DISPATCHER PRACTICAL SKILLS TESTS.  

(1) THE EMERGENCY DISPATCHER SHALL DEMONSTRATE SKILL 
KNOWLEDGE IN THE FOLLOWING AREAS: RADIO DISPATCH 
OPERATIONS, COMPLAINT CARD SYSTEM AND STANDARD 
OPERATING PROCEDURES (SOPS) RELATING TO THE AREA OF 
DISPATCH.  
(2) EMERGENCY DISPATCHER MEDICAL TESTS SHALL EVALUATE 
KNOWLEDGE OF THE EMS COMPLAINT CARDS TO INCLUDE 
LOCATION AND TYPES OF INCIDENTS, RESPONSE INFORMATION, 
AND SUPPLEMENTAL INFORMATION.   RADIO DISPATCH 
OPERATIONS SHALL EVALUATE KNOWLEDGE OF TYPES OF EMD 
CLASS RESPONSES, MEDICAL PATCHES, RESPONSE UNIT 
PRIORITIZATION AND UNIT TONE AND PAGING SYSTEMS.   IF 
AVAILABLE, THE EMERGENCY DISPATCHER SHALL DEMONSTRATE 
CAD OPERATIONS TO INVOLVE SHOWING USE OF LOCAL CAD 
FUNCTIONS RELATED TO MEDICAL DISPATCHING.  
(3) EMERGENCY DISPATCHER FIRE TESTS SHALL EVALUATE 
KNOWLEDGE OF THE FIRE COMPLAINT CARDS TO INCLUDE 
DISPATCH AND RESPONSE TIMES, UNIT STATUS, LOCATION AND 
TYPES OF INCIDENTS, AND SUPPLEMENTAL INFORMATION.   RADIO 
DISPATCH OPERATIONS SHALL EVALUATE KNOWLEDGE OF FIRE 
RESPONSE LEVELS, ALARM DETERMINATION, RESPONSE UNIT 
PRIORITIZATION AND UNIT TONE AND PAGING SYSTEMS.   IF 
AVAILABLE, THE EMERGENCY DISPATCHER SHALL DEMONSTRATE 
CAD OPERATIONS TO INVOLVE SHOWING USE OF LOCAL CAD 
FUNCTIONS RELATED TO FIRE DISPATCHING.  
(4) EMERGENCY DISPATCHER POLICE TESTS SHALL EVALUATE 
KNOWLEDGE OF THE POLICE COMPLAINT CARDS TO INCLUDE 
DISPATCH AND RESPONSE TIMES, UNIT STATUS, LOCATION AND 



 

 

TYPES OF INCIDENTS AND SUPPLEMENTAL INFORMATION.   RADIO 
DISPATCH OPERATIONS SHALL EVALUATE KNOWLEDGE OF POLICE 
RESPONSE AREAS, STATUS CHECKS, LOCAL POLICE CODES AND 
PHRASEOLOGY.   IF AVAILABLE, THE EMERGENCY DISPATCHER 
SHALL DEMONSTRATE CAD OPERATIONS TO INVOLVE SHOWING 
THE USE OF LOCAL CAD FUNCTIONS RELATED TO POLICE 
DISPATCHING.  

(D)   911 CENTER SUPERVISOR PRACTICAL SKILLS TESTS.  

THE 911 CENTER SUPERVISOR SHALL BE EVALUATED IN THE AREAS RELATING 
TO CALL-TAKING, EMERGENCY FIRE, POLICE AND MEDICAL DISPATCHING AS 
DESCRIBED IN THE PREVIOUS SUBSECTIONS.  

 

§120C.111. RETENTION OF RECORDS FOR AUDIT.  

(A) A COUNTY, CITY, BOROUGH OR ANY OTHER PUBLIC OR PRIVATE OPERATOR 
OF A 911 EMERGENCY COMMUNICATIONS SYSTEM OR REMOTE DISPATCH POINT 
IN THE COMMONWEALTH SHALL MAINTAIN A RECORD OF THE CERTIFICATION 
DOCUMENT AND ANY RELATED SUPPORTING DOCUMENTS FOR EACH 
EMPLOYEE, AGENT OR REPRESENTATIVE WHO IS CERTIFIED BY THE AGENCY AS 
A CALL TAKER, EMERGENCY DISPATCHER (I.E. FIRE, POLICE, AMBULANCE, 
EMERGENCY MANAGEMENT), AND/OR 911 CENTER SUPERVISOR.   ALL RECORDS 
SHALL BE RETAINED FOR A PERIOD OF FOUR YEARS STARTING AT THE TIME THE 
CERTIFICATION DOCUMENT OR ITS SUPPORTING DOCUMENTS WERE SIGNED 
AND DATED BY THE PROPER SIGNATORY TO THE DOCUMENT.  
(B) A COUNTY, CITY, BOROUGH, OR ANY OTHER PUBLIC OR PRIVATE OPERATOR 
OF A 911 EMERGENCY COMMUNICATIONS CENTER OR REMOTE DISPATCH POINT 
SHALL MAKE THE RECORDS DESCRIBED IN SUBSECTION (A) AVAILABLE FOR 
AUDIT BY COMMONWEALTH AND AGENCY OFFICIALS WITHIN TEN DAYS AFTER 
RECEIVING A WRITTEN REQUEST THAT THOSE RECORDS BE MADE AVAILABLE 
FOR AUDIT.   THE AUDIT REQUEST MAY BE MADE AT ANY TIME DURING THE 
FOUR YEAR RECORD RETENTION PERIOD.  

§120C.112. RIGHT TO ENTER AND INSPECT.  

(A) THE AGENCY SHALL HAVE THE RIGHT TO ENTER ANY 911 EMERGENCY 
COMMUNICATIONS CENTER OR REMOTE DISPATCH POINT IN THE 
COMMONWEALTH DURING REGULAR AND USUAL BUSINESS HOURS, OR AT 
OTHER TIMES WHEN THE AGENCY DEEMS NECESSARY, IN ORDER TO CONDUCT 
THE FOLLOWING ACTIVITIES:  



 

 

(1) TO INSPECT ALL EMPLOYMENT RECORDS THAT PERTAIN TO THE 
CERTIFICATION OF ALL 911 EMERGENCY COMMUNICATIONS 
CENTER OR REMOTE DISPATCH POINT PERSONNEL AND THE 
STAFFING OF THOSE PERSONNEL.  
(2) TO INSPECT ALL COUNTY PLANS, EMERGENCY DISPATCH 
PROTOCOLS, AND OTHER DOCUMENTS RELATED TO THE 
OPERATION OF THE 911 EMERGENCY COMMUNICATIONS CENTER 
OR REMOTE DISPATCH POINT AND THE DISPATCH OF EMERGENCY 
SERVICES BY THAT CENTER.  
(3) TO INSPECT ALL EQUIPMENT AND OTHER ITEMS REQUIRED TO 
BE MAINTAINED AT THE 911 EMERGENCY COMMUNICATION 
CENTER OR REMOTE DISPATCH POINT UNDER SECTION 120B.104(B) 
(RELATING TO MINIMUM STANDARDS FOR PSAP’S).  

THE AGENCY RESERVES THE RIGHT TO ENTER ANY 911 EMERGENCY 
COMMUNICATIONS CENTER OR REMOTE DISPATCH POINT AND MAKE 
INSPECTIONS AT LEAST SEMI-ANNUALLY, AND AT OTHER TIMES UPON 
COMPLAINT OR A REASONABLE BELIEF THAT VIOLATIONS OF THIS CHAPTER OR 
CHAPTER 120B. MAY EXIST.  


