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General Statement of Duties

Supervises 911 Non-Emergency Communication Technicians responsible for assisting the public with requests for
non-emergency services and providing customer service and triaging individual needs to effectively coordinate
public safety resources. Provides leadership, guidance, and oversite of the non-emergency communication center
to ensure efficient management and operation.

Distinguishing Characteristics

The 911 Non-Emergency Communication Technician works in a call-center environment, providing non-emergency
telephone and text assistance to individuals seeking police, fire, EMS, or alternative response. The 911 Non-Emer-
gency Communication Technician also receives 9-1-1 calls and is responsible for quickly routing those calls to the
appropriate department.

The 911 Non-Emergency Communication Supervisor oversees the daily operations of the non-emergency commu-
nication center and provides direct supervision of subordinate staff.

Essential Duties

Supervises 911 Non-Emergency Communication Technicians assisting the public with non-emergency telephone
and text requests for public safety services, information, and customer support.

Reviews, develops, or modifies work plans, methods, and procedures. Establishes work priorities and creates staff-
ing schedules to ensure adequate coverage and efficient operations.

Provides work instruction and assists employees with difficult and/or unusual assignments; encourages innovation.

Assigns and distributes work, reviews work for accuracy and completeness and provides recommendations for im-
provement.

Participates in the hiring process, including conducting interviews and selecting candidates for open positions.

Resolves operational problems and mediates conflicts encountered during daily operations and determines appro-
priate solutions, promotes teamwork, encourages regular communication and ensures staff are informed of rele-
vant business issues and organizational impacts.

Develops performance goals, documents employee performance, provides ongoing feedback, and conducts formal
performance evaluations. Recognizes effective performance and identifies opportunities for continuous improve-
ment.

Ensures the quality, effectiveness, and efficiency of operations, including adherence to safety protocols and estab-
lished procedures.

Documents causes for disciplinary action and initiates letters of reprimand and makes formal recommendations for
disciplinary action. Responds to employee grievances and prepares written responses.

Monitors operational metrics and call-handling performance; pulls reports and analyzes data to identify trends,
workload demands, and opportunities for improvement.
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Maintains a working knowledge of all communication systems, software platforms, and related technologies used
in the 911 center. Assist staff with troubleshooting and system navigation.

Serves as a resource for disseminating mass-notifications in accordance with departmental guidelines.

Performs other related duties as assigned.

Employees may be re-deployed to work in other capacities in their own agencies or in other City agencies to
support core functions of the City during a City-wide emergency declared by the Mayor.

Any one position may not include all of the duties listed. However, the allocation of positions will be determined
by the amount of time spent in performing the essential duties listed above.

Competencies

Decision Making — Specifies goals and obstacles to achieving those goals, generates alternatives, considers risks,
and evaluates and chooses the best alternative in order to make a determination, draw conclusions, or solve a
problem.

Delivering Results - Sets high standards for quality, quantity, and timelines. Focuses on customer needs and
satisfaction. Consistently achieves project goals.

Influencing - Collaborates with, persuades and influences others.

Reasoning - Identifies rules, principles, or relationships that explain facts, data, or other information; analyzes
information and makes correct inferences or draws accurate conclusions.

Coaching - Provides others with clear direction, motivates, and empowers. Recruits staff of a high caliber and
provides staff with development opportunities and coaching.

Writing — Writes in a clear, concise, organized, and convincing manner for the intended audience.

Knowledge & Skills

Knowledge of Denver’s geography and street layout sufficient to be able to determine district and precinct loca-
tions.

Skill in determining the seriousness of potential emergencies and knowing when to notify appropriate authorities
as necessary.

Knowledge of communication center operations, including non-emergency and emergency call-handling protocols,
and customer service best practices.

Knowledge of 911 center software and systems.

Knowledge of data reporting tools and performance metrics. Skill in pulling, interpreting, and applying operational
data to improve service delivery.

Skill in supervising, coaching, and evaluating staff; ability to provide constructive feedback, resolve conflict, and
promote teamwork.

Strong verbal and written communication skills, including the ability to convey information clearly and profession-
ally to staff, partner agencies, and the public.
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| Level of Supervision Exercised

Supervises two or more staff members.

| Education Requirement

Graduation from high school or the possession of a GED, HiSET or TASC Certificate.

| Experience Requirement

Three (3) years of experience performing technical, professional supportive or administrative work in a large high
volume public safety communication center serving police, fire, and emergency sercies.

| Education & Experience Equivalency

None

| Licensure & Certification

None

| Working Environment

Subject to varying and unpredictable situations.

Ability to identify emergency or crisis situations and transfer when appropriate

Subject to many interruptions.

Pressure due to multiple calls and inquiries.

Requires judgment and action in potentially life threatening situations.

Shift work with varying days off, works holidays and weekends, subject to changing work schedule.

Work is primarily performed remotely, but must be available to respond to the 9-1-1 Communication Center upon
limited notice and requires wearing a headset.

| Level of Physical Demand

1-Sedentary (0-10 Ibs.)

| Physical Demands

(Physical Demands are a general guide and specific positions will vary based on working conditions, locations, and
department/agency needs):

Accommodation: Ability to bring objects into focus.

Color vision: Ability to distinguish and identify different colors.

Eye/Hand/Foot Coordination: Performing work through using two or more body parts or other devices.
Fingering: Picking and pinching, through use of fingers or otherwise.

Handling: Seizing, holding, grasping, through use of hands, fingers, or other means.
Hearing: Perceiving and comprehending the nature and direction of sounds.

Lifting: Moving objects weighing no more than 10 pounds from one level to another.
Repetitive motions: Making frequent or continuous movements.

Sitting: Remaining in a stationary position.

Talking: Communicating ideas or exchanging information.

Vision Far Acuity: Ability to perceive or detect objects clearly at 20 feet or more.
Vision Near Acuity: Ability to perceive or detect objects at 20 inches or less.

Background Check Requirement

Criminal Check
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Employment Verification

| Assessment Requirement

None

| Probation Period

Six (6) months.

| Class Detail

Pay Grade: NE-13

FLSA Code: N

Established Date: 5/24/2026
Established By: JFH

Revised Date:

Revised By:

Class History: New classification.
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