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9-1-1 Telecommunicator Stress and Mindfulness 

 

OBJECTIVES

METHODS
Design and setting

Participants

Instrument

Symptoms of Stress 

 

Effort-Reward Imbalance and Overcommitment 

“I have constant time pressure due to a heavy work 
load” “I receive the respect I deserve at work”; “My job 
security is poor” “As soon as I get up in 
the morning I start thinking about work problems”

“If I handle a lot of emotional 
calls during my shift I have trouble sleeping at night”). 

Technostress

“There are always new developments in the 
technologies we use in our organization”

“I have to constantly update my skills to avoid being replaced” 

my job well”

Social Support 

“The people I work with (my co-
workers) are friendly” “My supervisor is concerned about 
my welfare”.  
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Coping with Stress 
 “How often have you participated in 

any work-related stress reduction program, such as critical incident 

resiliency training or any other program or training that had a focus 
on how to reduce stress?”

Mindfulness 

24

“I could be experiencing some emotion and not be conscious of it 
until sometime later”
what’s happening in the present”. 

 
Perceived Control

“I am given a lot of 
freedom to decide on how to do my own work” “I am given a lot 
of freedom to decide the amount of work I do” “I am given a 
lot of freedom to decide the pace of my work”).

Demographic and Professional Information 

Within-Scale Reliability 

 

Data Analysis

 
RESULTS
Overall Sample Characteristics 

Relationships between Symptoms of Stress, Individual 
Stressors, and Buffers to Stress. 

Effort, Effort-Reward Imbal-
ance, Overcommitment, Technostress Coping with stress

 Reward Mindfulness. 

Mindfulness
Overcommitment

Overcommitment
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Table 1. Demographic Characteristics of 9-1-1  
Telecommunicators.

Table 2. Symptoms of Stress and Sub-Scale Scores for 9-1-1 
Telecommunicators. Each item and the overall score have been 
scaled to a 0-4 range to facilitate comparison.

Symptoms of Stress and Sub-Scale Scores N Mean±SD 

Symptoms of Stress Index score  154 0.98±0.54 

Depression sub-scale 153 0.76±0.63 

Anger sub-scale 153 1.20±0.74 

Muscle Tension sub-scale 154 1.24±0.86 

Cardiopulmonary Arousal sub-scale 154 0.52±0.58 

Sympathetic Arousal sub-scale 154 1.81±1.01 

Neurological/GI sub-scale 154 0.47±0.68 

Cognitive Disorganization sub-scale 154 0.52±0.49 

Respiratory Symptoms sub-scale 154 0.98±0.90 

Characteristic Frequency 

n (%) 

Age (n=152) 

     18-29 years   

     30-39 years   

     40-49 years   

     50-59 years   

     60+ years 

 

41 (27.0)  

55 (36.2)  

37 (24.3)  

17 (11.2)  

2 ( 1.3) 

Gender (n=151) 

     Female 

     Male 

 

118 (78.1) 

33 (21.9) 

Race/Ethnicity (n=152) 

     Caucasian 

 

149 (98.0) 

Years of Experience (n=153) 

     Less than 2 years 

     Between 2 and 5 years 

     Between 5 and 10 years 

     Between 11 and 20 years 

     Between 21 and 30 years 

     More than 30 years 

 

22 (14.4)  

28 (18.3)  

47 (30.7)  

44 (28.8)  

11 ( 7.2) 

1 (0.7) 

Parental Status (n=151) 

     Has children under 18 years 

 

59 (39.1) 

Relationship Status (n=154) 

     Married 

 

93 (60.4) 
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Table 3. Stressors and Buffers of Stress in 9-1-1 Telecommunicators. 

 

Stressors and Buffers of Stress N Mean±SD 

Efforta 151 3.74±0.81 

Rewardb 153 3.05±0.73 

Overcommitmentc 151 2.87±0.89 

Technostressd 149 3.25±0.80 

Perceived Controle 153 1.75±0.71 

Coping with Stressf 154 3.08±0.48 

Friendly Co-workersg 154 3.77±0.83 

Concerned Supervisorh 154 3.08±1.18 

Mindfulnessi 144 3.87±0.77 

†

Table 4. Relationship between 9-1-1 Telecommunicator Demo-
graphics, SOSI and Stressors and Buffers to Stress. Each Estimate is 
Adjusted for Role and Call Center By Inclusion as Covariates. 

Covariate* N Estimate (95%CI†) p-value 

Age** 152 - 0.907 

Years of Experience** 153 - 0.690 

Has children 151 -2.9 (-12.2, 6.4) 0.534 

Married 154 -7.5 (-16.5, 1.6) 0.106 

Effort 151 12.0 (6.4, 17.5) <0.001 

Reward 153 -15.5 (-21.5, -9.5) <0.001 

Effort-Reward Balance 150 20.6 (14.1, 27.2) <0.001 

Overcommitment 151 19.1 (14.9, 23.4) <0.001 

Technostress 149 13.2 (7.2, 19.3) <0.001 

Perceived Control 153 -6.3 (-12.5, -0.01) 0.050 

Coping with Stress 154 17.8 (9.0, 26.5) <0.001 

Friendly Co-workers 154 -2.6 (-8.0, 2.9) 0.353 

Concerned Supervisor 154 -2.3 (-6.2, 1.6) 0.252 

Mindfulness 144 -22.1 (-26.8, -17.4) <0.001 

9-1-1 Telecommunicator Stress and Mindfulness 
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DISCUSSION

“As soon as I get up in the morning 
I start thinking about work problems”

Table 5. 
SOSI Score. Role and Call Center were included as covariates.

Regression Coefficients N Estimate (95%CI)* p-value 

Effort 134 -1.2 (-3.8, 6.3) 0.63 

Reward 134 -4.2 (-9.5, 1.2) 0.13 

Overcommitment 134 11.4 (6.3, 16.6) <0.001 

Techno Stress 134 -0.7 (-6.1, 4.6) 0.79 

Perceived Control 134 1.9 (-3.3, 7.1) 0.47 

Coping with Stress 134 6.4 (-1.0, 13.7) 0.09 

Mindfulness 134 -14.3 (-19.6, -9.0) <0.001 

*
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Limitations
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CONCLUSION 
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