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Note: Information provided in this report may be inserted into or summarized in Section 2C (LDC/DE)) or 6B (CTE) of the Program Review 
Outline.   

 
1. Describe changes that have been implemented towards improving students’ attainment of 

outcomes that resulted from outcome assessments carried out in 2010-2011.   These may include 
but are not limited to changes to content, materials, instruction, pedagogy etc.   

As a result of the assessment of student performance in the ETC program during the 2010-2011 
and 2011-2012 academic years the ETC program is going through major program and curriculum 
revisions.  Pending approval of the proposed changes and the revision of some existing courses and 
addition of several new courses, the ETC program will offer two career tracks.  Track one will be for 
the 9-1-1 field and track two will focus on a more general service dispatch field. 
 
While the first two terms of the three term program will remain similar to the current curriculum 
with the entire ETC cohort taking the same required classes, the third term will be split, based upon 
skill-level, performance in the simulation lab, and personal career preferences. 
 
Critical Thinking  and Problem Solving 
Apply standard operating procedures and protocols to emergency and non-emergency situations.  
Provide appropriate recommendations, instructions, or directions to resolve or stabilize the 
situation.  Enable the appropriate field response, by assigning correct personnel and equipment.   
 
Emergency Telecommunicators must use both written protocols and procedures to respond to 
serious, 
life-threatening incidents.  The correct application of these written directives assures the safety and 
security of responders and of the general public.  Standard procedures do not fit every situation and 
must therefore be applied or altered as the situation dictates. 
 
 
 
 
 

For each outcome assessed this year:    

Please  address the questions below 
send to learningassessment@pcc.edu  by June 22, 2012;  with Annual Report in the subject line 
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2. Describe the assessment design (tool and processes) used. Include relevant information about:   

 
Outcome:  Answer and process emergency and nonemergency telephone calls, through the application 
of appropriate questioning techniques. 
 
Method Used:  9-1-1 Communication Center Simulation Lab – Perform basic call-receiver tasks.  1). 
Answering emergency telephone calls.  2). Obtain critical information within 60 seconds.  3).  Input data 
into computer-aided dispatch program accurately, using specific format and approved abbreviations.  4). 
Provide verbal support and direction to caller until responders arrive on scene. 

Each call is evaluated and students receive verbal and written feedback.  A daily observation report is 
used to critique specific tasks and measure application of written and verbal directives. 
 
Students must use critical thinking and problem solving skills in determining the scope and level of 
response necessary to any given situation.  They must be able to re-evaluate and adjust the response as 
a situation changes, escalates or deescalates.   
 
Assessment is based upon observations of performance, written work (the completeness, accuracy and 
clarity of the information) entered into the computer program and student self-evaluation.  

 
Student Sample:  Two communications center lab classes of 12 students;  total 24.  Assessment was 
applied to entire group.  The simulation lab classes were chosen because topics and materials from ETC 
103, ETC 106, and ETC 108 are all included in the simulation lab.  ETC 103 provides the basic skills in 
questioning callers and obtaining critical information, as well as techniques for determining locations, 
obtaining information from uncooperative and/or frightened callers.  Use of language skills in dealing 
with non-English speakers, child callers, hearing impaired, mentally ill or others who may be difficult to 
communicate with effectively. 
ETC 106 provides a basis for interpreting basic legal concepts and the correct identification of criminal or 
civil matters.  Correct labeling of crimes and the seriousness of the criminal activity.  These factors are 
important in the correct prioritization of responses.  ETC 108 provides the basic knowledge of how 
computer-aided dispatch software functions and how to input data, utilize mapping and geo programs, 
assign and monitor responders and equipment.  Each function of the CAD is evaluated for correctness, 
timeliness, and appropriate application. 
 
ETC students take the Communication Center simulation lab classes in sequence, all three terms of the 
program.  Labs are designed to be progressively more demanding, incorporating more stressful, complex 
and difficult situations as the term progresses.  The final exam each term is a performance based test 
using a scenario appropriate to the level of instruction the student has received.  There is a slight 
variation in the student’s lab experience, based upon the type and number of calls they have handled, 
just as there is a variation in “on the job” experience in the emergency communications profession.  All 
students are evaluated on the same basic scenarios.  
 
 
Evaluation Tools: 



 
Several evaluation forms are used in the ETC Labs.  1.) the Law Enforcement Call Handling Evaluation, a 
variation on forms used by Dispatch Trainers at some agencies.  This form measures ability to obtain, 
record and transfer information precisely and accurately.  Initially students complete these task using 
simple scenarios and are only required to obtain basic information, the time required to perform the 
tasks is not factored into the evaluation.  As students’ progress the scenarios become more complex or 
more urgent and 
they are expected to obtain all relevant information; while basic response information must be obtained 
and inputted in the CAD in 60 seconds or less.  2.)  Daily Observation Reports, are forms used to evaluate 
the individual on such matters, as:  Punctuality, Professionalism, Customer Service, Teamwork and 
overall quality of work.  The DOR is used by the majority of trainers in communications centers to 
document job performance and rate of progress in training.  The DOR can be used to acknowledge 
exceptional and above standard performance as well as to document areas of deficiency or need 
improvement. 
 
Analysis of results is based upon compliance with Standard Operating Procedures (written) and 
acceptance of data in the CAD.  For example:  incorrect formatting will be rejected by the computer 
software and will not allow the incident to be created in the system.  Addresses out of the range, 
misspelled street names, incorrect compass directions, etc.  will not be accepted in the system.  CAD 
records the time calls are received, length of the call and input time, dispatch, arrival and clear times for 
all incidents. 

 
3. Provide information about the results (i.e., what did you learn about how well students are meeting 

the outcomes)?  

• If scored (e.g., if a rubric or other scaled tool is used), please report the data, and relate to any 
appropriate benchmarks.  

• Results should be broken down in a way that is meaningful and useful for making improvements 
to teaching/learning.   Please show those specific results. 

 
This method of assessment is still being developed and benchmarks are being established. 
 
4. Identify any changes that should, as a result of this assessment, be implemented to help improve 

students’ attainment of outcomes.  (These may include, but are not limited to, changes in 
curriculum, content, materials, instruction, pedagogy etc).  

No changes identified at this time. 

 
 
 
 
 
5. Reflect on the effectiveness of this assessment tool and assessment process. Please describe any 

changes to assessment methodology that would lead to more meaningful results if this assessment 



were to be repeated (or adapted to another outcome).  Is there a different kind of assessment tool 
or process that the SAC would like to use for this outcome in the future?   If the assessment tool and 
processes does not need to be revised, please indicate this.   

 


