The Power Is in the Connection

If connection is the foundation of effective peer support teams, how do we build it?

%; Start at the Foundation

How long into training before your new dispatchers even hear about the peer support
team—much less engage with them?

Whether your agency runs an in-house academy or does one-on-one training, make sure
someone from the peer support team introduces themselves early, explains the mission,
outlines available resources, and shares how peer support can be accessed from the
moment a new dispatcher walks through the door.

Peer supportis not a reward for getting signed off. It can be accessed immediately.
Start building trust from the start.

@ How Well Do You Know Your Peers?

Knowing your peers is very different than being nosy and in everyone’s business. Being nosy
is for your own benefit—you ask questions for you. Knowing your peers is for their benefit,
you ask questions to get to know them.

What side hustles do they have going, and how can you support them?
What hobbies do they enjoy?
What are their kids up to?

If you’re thinking, “I can barely keep track of my own life, much less everyone else’s,” that’s
okay. The goal is never to go beyond your capacity as a peer supporter. The goalis to show
interest in and validate your fellow peers—at whatever capacity you have at the time.



A How Well Do You Know Your Peers’ Engagement at Work?

Nothing indicates something may be off like a significant shift in personality and/or work
habits.

If you have someone who was never late, didn’t call out excessively, and consistently
showed up with a good attitude—and is now late, calling out, aggressive, angry, withdrawn,
or disconnected—it may be time for a more meaningful check-in on their current emotional
status.

Everyone has bad days. We are not talking about an off day or two. This is when someone
has a noticeable shift in who they are and how they show up.

By building connection early and engaging consistently, these changes become more
noticeable. Those prior connections also allow peers to feel safer when you reach out—or
safe enough to reach out to you.

& Investment in and Celebrating Your People

Does your peer support team know birthdays?
Work anniversaries?

When trainees are signed off?

When probation ends?

When babies are born?

When weddings happen?

Knowing your people is to see them—and to be seen is to be validated. Trust is built by
showing people how much they matter to you and your team. When this happens, the
control room knows the team isn’t just talking about valuing people, but actually valuing
them.

@ Finally, What Would Work for You?

Are you someone who values face-to-face connection?
Would you smile if you got a text that said, “Thinking about you”?
Would an anonymous note recognizing a job well done make you feel good?

Great—do those things for other people.

Connection can be as simple as notes, texts, or stopping by the control room. It can also be
more involved: family nights, bingo nights, outside work events, or appreciation dinners.

As long as what your peer support team is doing is built on the foundation of connection,
you are on the right track.



