
SOP Template: Dispatch Communication and
Emergency Response Procedures
This SOP details dispatch communication and emergency response procedures, including protocols for efficient
and clear communication between dispatchers and field personnel, coordination of emergency resources, real-time
incident monitoring, escalation processes for critical situations, and documentation of all communications. The goal is to
enhance response times, ensure accurate information flow, and maintain safety and operational effectiveness during
emergencies.

1. Purpose
To outline standard procedures for dispatch communication and emergency response to optimize operational
effectiveness and safety during emergencies.

2. Scope
This SOP applies to all dispatchers, field personnel, and emergency response staff involved in handling and responding to
incidents and emergencies.

3. Responsibilities
Dispatchers: Receive, process, and relay information; coordinate resources; document communications.
Field Personnel: Provide real-time status updates; follow dispatch instructions; maintain communication.
Supervisors/Managers: Oversee, support, and ensure SOP compliance; manage escalated incidents.

4. Procedures

4.1 Incoming Incident Communication

1. Receive incident report (via phone, radio, or digital channel).
2. Log time, date, caller information, location, and nature of incident.
3. Assign unique incident number/case ID.

4.2 Dispatch to Field Personnel

1. Communicate incident details using clear, concise, and standardized language (use 10-codes or phonetic
alphabet as required).

2. Confirm understanding by requesting read-back or acknowledgment.
3. Assign field personnel/units based on location, availability, and incident severity.

4.3 Coordination of Emergency Resources

1. Identify and contact additional resources (fire, medical, police, backup, etc.) as necessary.
2. Coordinate arrival sequence and establish staging areas if applicable.

4.4 Real-time Incident Monitoring

1. Maintain ongoing communication with all involved personnel.
2. Log all significant updates, resource deployments, and status changes.
3. Monitor response progress and adjust resource allocation as needed.

4.5 Escalation of Critical Situations

1. Immediately escalate incidents that threaten life, property, or operational continuity.
2. Notify supervisory staff and relevant agencies following escalation protocols.
3. Continue to update all parties as the situation develops.

4.6 Communication Documentation

1. Record all communications (voice logs, incident logs, digital records).



2. Complete incident reports post-event, ensuring accuracy and completeness.
3. Store communication records according to organizational policy and legal requirements.

5. Communication Protocols
Use plain language or standardized radio codes as designated.
Confirm critical instructions with acknowledgment.
Avoid non-essential radio traffic during emergencies.
Prioritize transmissions by severity and operational impact.

6. Training & Review
All staff must complete communication and emergency response training annually.
SOP review and updates shall occur at least annually or when major operational changes occur.

7. Attachments (Templates/Forms)

Form/Template Description

Incident Communication Log To record all relevant information for each incident.

Resource Deployment Sheet To track assignment and status of personnel/resources.

Escalation Notification Checklist Step-by-step guide for escalating critical situations.

8. Revision History

Date Version Description Author

2024-06-15 1.0 Initial Draft Prepared by [Name]
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