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1.0 Policy

It is vitally important for dispatchers to obtain the correct location as the first step in handling
any request for emergency services. By doing so, dispatchers are able to send help to callers
even if they are unable to complete the call taking process. Following this logic, it is also
very important to obtain callers' phone numbers in case dispatchers need to re-contact them
to finish the call taking process or obtain additional information for responding units.

2.0 Procedure

2. 1 To ensure the correct location and phone number have been obtained,
dispatchers will obtain and verify locations and phone numbers with callers.

2.2 Dispatchers' training and experience will help them choose the best method
for obtaining and verifying information from callers. Some of the best
methods are described below.

2.2. 1 When handling 9-1-1 calls with automatic location and number
information (ALI/ANI), dispatchers can use the ANI/ALI to verify
infonnation.

2.2.2 When handling non-9-1 -1 calls dispatchers can utilize available Caller
ID information and ask callers to repeat information for verification
purposes.
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2.2.3 Dispatchers should be aware that if they verify information by
repeating it to callers, callers may agree with whatever information
dispatchers provide.

2. 3 Emergency Medical Dispatchers (EMD's) must obtain locations and phone
numbers using the above techniques to be in compliance with the EMD
protocols.

2.4 New dispatchers (with less than one year of experience) should always verify
locations and phone numbers using the above techniques.
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