




In public safety communications, we are trained to
respond.

We learn policy, procedure, and systems.  We learn
how to gather information, prioritize calls, and
coordinate resources.

Those skills matter. They are the foundation 
of the job.

But over time, I’ve come to realize something else.

In the moments that matter most, success 
isn’t just about what we do— 
it’s about how we lead,

Because leadership in a 911 center doesn’t 
happen later.
It happens in real time.

We can react to the call... 
or we can lead it.

   In the tone you set.
   In the decision you make.
   In the way you show up when 
   everything is on the line.
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In a 911 center, reacting is natural.

The work is fast. The stakes are high.
The expectation is immediate response.

But reacting, by itself, has limtis.
It keeps us moving—but not always leading.

Leading the call if differnt.

It doesn’t slow the work down—
it strengethens how the work gets done.

It looks like a leader who:

Pauses just enough to
think clearly

Sets the tone instead of
absorbing chaos

Creates clarity for others
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Because the moment we shift
from reaction to leading,

everything changes.
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This is the foundation of
intentional leadership.

If leadership in the moment
is what shapes outcomes,

then what is it built on?

HEART,

VISION,

RESPONSIBLITY.



Clarity in the moment.

Direction under pressure.

Am I creating clarity 

or confusion?

Connection, Trust, Presence.

Am I truly connecting?

HEART
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VISION

Ownership—especially 

when things go worng.

Am I owning my impact?

RESPONSIBILITY



Essential Leadership | A Practical Guide for 911 Leaders 9





Essential Leadership | A Practical Guide for 911 Leaders 11

Thriving, Alinged Teams

Service-Driven Leadership

Culture by Design

Ownership & Responsibility

Connection & Influence

Clarity in the Moment

THE 6 PILLARS 
OF ESSENTIAL LEADERSHIP
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There are leaders who know
there’s a better way.

If this resonates with you,
you’re not alone.

The path forward
starts with intention.

And it starts with how
you lead the next moment.



Because leadership
isn’t about position.
It’s about how you show up.
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Clarity replaces chaos.

When leadership shifts, 
EVERYTHING ELSE FOLLOWS.

Communication strengthens.

People take ownership.

Culture begins to change.

Teams don’t just function—
they thrive.
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