






Staff Training and Workflow Integration
Once you have confidence in your platform, implementation 

planning will guide training and roll-out. During this period, 
you should consider additional resources to focus on real-time 
evaluation and monitoring to correct critical issues. Don’t forget 
the public relations component where you advise your public that 
they will observe changes in their access to services. In addition:
• Redesign workflows to blend AI automation (e.g., 

note-taking, translation) with human expertise.
• Train dispatchers to interpret AI outputs and override 

recommendations when necessary; have a system in place to 
capture these exceptions for follow-up.

Ethical and Legal Compliance
This phase of work is the culmination of your information 

technology governance, privacy, transparency, legal, and 
risk management oversight. Before deploying AI tools, you 
should have formal guidance and policy statements regarding 
the acquisition and use of artificial intelligence means and 
methods. Key guidance include:
• Adopting privacy-preservation practices to protect 

personally identifiable information (e.g., data minimization/
blurring, encryption, etc.).

• Periodic cataloging and audit of AI systems (especially 
for bias) and ensuring training data represents diverse 
demographics and current customer needs.

• Establishing specific accountability frameworks for reviewing 
and modifying AI-driven decision parameters.

Full Deployment and Continuous Monitoring
The last phase of implementation would represent the 

fulfillment of your strategic plan and the establishment of 
ongoing performance measurements. If your requirements 
are complex or impact multiple agencies, you may roll out AI 
incrementally starting with low-risk functions like call routing. 
Don’t be discouraged if this is a multi-year project, but be sure to 
have interim milestones that represent affirmative checkpoints of 
value-added functions and features within a one-year time frame.

The core of quality is continuous learning, so monitor 
performance metrics and refine your measurement models (e.g., 
response time reduction, dispatcher workload). One of the great 

benefits of AI tools is that measurement is done continuously, so 
there is no need to wait for periodic reporting cycles. Change can 
happen immediately (given appropriate reviews and approvals).

Final Considerations
In closing, the following key issues must be kept foremost 

in the planning and implementation of artificial intelligence 
capabilities in dispatch operations:
• Human Oversight: Maintain human-in-the-loop protocols to

review AI decisions, especially in life-threatening scenarios.
• Bias Mitigation: Regularly update training datasets 

to address underrepresented groups and avoid 
discriminatory outcomes.

• Cybersecurity/Data Protection: Fortify systems against 
data breaches given the sensitivity of emergency call data to 
ensure criminal justice (CJIS) and personally identifiable (PII) 
information are not inadvertently “leaked” into an AI model.

•	 Public Trust: Communicate transparently with communities 
about AI’s role to avoid perceptions of reduced accountability, 
loss of privacy, discrimination, or unequal treatment.

• Regulatory Alignment: Collaborate with state and local 
elected officials to establish standards for AI use in call taking 
and emergency response.

By following these steps and by addressing issues and 
concerns proactively, public safety dispatch centers can harness 
AI to improve operational capability, enhance efficiency, and 
maintain the public’s confidence.  ●

Bill Doolittle is the President of 911Insight®, an independent 
management consulting practice specializing in public safety and 
emergency communications. He has over 20 years of experience 
supporting hundreds of public safety agencies nationally with 
information systems planning and implementation engagements. 
Doolittle is a certified professional in numerous disciplines, including 
change management, quality assurance, agile development, audit, 
and information technology service management. 

This article is an original work and was authored using 
first-hand knowledge, substantial research, and market 
analysis by the author, but was also supplemented with the 
assistance of artificial intelligence tools.
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