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.Tri%e zero call-taker

ESTA 000

Saving Time Saving Lives



Introduction

Thank you for your interest in working with the Emergency
Services Telecommunications Authority (ESTA). This kit
provides information to help you decide whether working as
a call-taker is the role for you.

The kit contains general information about the positions as
well as the organisation, work environment, training and
development and pay and conditions. It also provides an
overview of the steps in the recruitment and selection

process and requirements for your initial application.
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Why become a call-taker 02

Why join ESTA and become a call-taker? pathways available to you, including training to be a

. . ispatcher, leadi t f I i trai
Play a vital role for the communlty dispatcher, leading a team of people, becoming a trainer, or

moving into a role in our Support team (e.g. People and
Imagine a job where your efforts make a difference every Culture, Finance).

day,wher e ou hel eopl e and .
Y Y Popeop Belong to a connected and highly

strong sense of purpose and connection to your work and .
supportlve team

pride in the role that youbor

A J ob t hat 6 s chall e Work in an environment where there is genuine care,

support and connection between colleagues. United by a

Call-taking is far from your typical job. Every day is different, common purpose, we support and look out for each other.

every call is unique. Your performance in the role really

matters. The job will take you out of your comfort zone, but 170 NV 21580 & Gt g 2 i VSl @ e

. thereds al ways someone to ma
you thrive on a challenge, d y

too. After all, webdre all in

Build your career, fulfil your potential i _
. yourep Competitive pay and benefits

By joining ESTA as a call-taker we help you take charge of

- Call-taker roles involve high levels of accountability and
your career and explore opportunities to grow your

. . mmitment and we rewar r | rdingly, with
capability, stretch yourself, and develop your career in co LSS I IRl it

L o attractive pay and conditions.
emergency communications. After establishing a strong track pay

record of performance as a call-taker, there are exciting




The call-taker role

The job

Call-takers receive and process all emergency calls from the
public and other agencies.

The purpose of the role is to quickly, thoroughly and
accurately process calls for fire, police, ambulance and SES
services so that the appropriate response can be provided
as effectively

as possible.

Ultimately, this leads to lives being saved, offenders being
apprehended, fires being controlled and serious incidents

being managed.
This is achieved by:

> answering triple zero calls and obtaining all the
information required by following a standard sequence of
procedures

> verifying the event location and accurately identifying it on
a mapping system

> accurately entering all relevant information received into
the ESTA Computer Aided Dispatch (CAD) system for use
by a dispatcher

> processing updates and further information as the event

or incident progresses.
The work environment

Call-takers perform their important role in a unique, highly-

structured and controlled work environment, which may

include:
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> shift work: working 12-hour shifts (typically four days on
followed by four days off)

> working shifts across days, evenings, nights, weekdays,
weekends and public holidays

> highly controlled work environment including sitting at
a desk connected to the telephone system for long periods

> following very tight procedures and protocols

> regular breaks being provided but call-takers generally
must remain at the facility for their entire shift (in case a
surge in activity means they are re-called from their break)

> very high levels of scrutiny of the work and accountability
for performance, including extensive performance and
competency assessments through the training period and
when new to the role

> uncertainty of knowing what the next call received will be
and dealing with high stakes outcomes directly related to

the quality of their work performance.

Call-taker roles are challenging and rewarding. Our people
consistently tell us that one of the best things about working
with ESTA is the highly supportive environment, including
helpful and caring colleagues and team leaders who set you

up for success.

When you are considering applying for a call-taker role, we
encourage you to consider carefully whether this work is a
good fit for you.




Wh o

ESTA call-taker roles are unigue and challenging. While not
everyone is suited to the role those who are a good fit with
the competencies that we seek invariably love their job and

do it very well.

ESTA actively works to encourage a diverse pool of
candidates for all our job vacancies. We have successful
call-takers from a wide range of occupation backgrounds, life

stages and cultural backgrounds.

We are seeking people who are a strong match with the
competencies and motivators described below as we know that
these correlate with successful performance in the call-taker
role. Therefore, there arenoét

work backgrounds as a pre-requisite to applying for these roles.

If you are a strong match with the profile of a call-taker

described below, you may well be our next recruit!

Call-taker Success Profile

Competencies i Technical

> You are skilled in using computer software and telephone
systems to quickly and accurately complete tasks under
time pressure (often multi-tasking).

> You type quickly and accurately.
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Competencies i Behavioural

> Achieves results: You consistently achieve results through
effective decision-making and application of practical and
common sense approaches.

> Works with speed and accuracy within established
procedures: You produce high quality work within set
guidelines, quickly, and while under pressure.

> Communicates effectively: You communicate in a way that
conveys a clear understanding of the unique needs of a
diverse range of people in challenging situations.

> |s composed and tolerates stress: You remain composed
in challenging and pressure situations and manage your
stress reactions.

> Acts with professionalism: You demonstrate the highest
standards of professional conduct and support for others.

> Self-development: You learn quickly and enjoy developing
your capability and improving your performance; inviting

and embracing feedback.
Motivation

>Youobr e mot i v avitaecdntribubontothé& e a

community and take pride in your work performance.




About ESTA

ESTA is the critical link between the Victorian community Locations

and the stateds emergency se
. ) ) . ) ESTAG6s support and head offic
with the agencies to improve service delivery to the

) Burwood East. Call-taker roles are located at the following
community.

locations:

It pr ovi de shou enetgency icadl-talsng 2nd
dispatch services for police, fire, ambulance and VICSES LOCATION SERVICE
and manages the provision of advanced, operational

communications for police, ambulance, fire services and the
SES.

Ballarat Country Fire Authority (CFA),
Its vision is to be a high-performing team trusted by the (Mt Helen) Fire Rescue Victoria (FRV),
community and our partners to deliver the right emergency Ambulance Victoria,
response. And its central goal is to save lives and prevent Victoria Police
harm through speed and accuracy in emergency operations.
Tally Ho, Ambulance Victoria, CFA, FRV,
Burwood East Victoria Police, SES

Williams Landing Victoria Police, SES




