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ABSTRACT Objective: To investigate the workload and jobstress of the dispatchers in the 120 first aid dispatch center in Hei-
longjiang Province, and provide support for the optimal alocation of human resources in the 120 emergency center. Methods: Question-
naire survey and statistical analysis about Basic Workload Questionnaire and Job Content Questionnaire (JCQ) by 62 dispatchers from 8
"120" emergency command centersin Heilongjiang Province were performed. A detailed interview study was made to the head of the de-
partment. Results: The calls number of the dispatchers showed obvious regional differences and was exceptionaly higher than the
scheduling number. The job of a dispatcher was a positive working state, but the the score of decision authority was low and the Skill
Discretion had a clear linear relationship with the calls number and the scheduling number (P<0.05). Scheduling time had a significant
correlation with Supervisor Social Support and Coworker Social Support (P<0.05). Conclusion: The emergency command center in Hei-
longjiang province was till inin the case of complex organizational structure and the distribution of resources was not evenly distributed.
It was necessary to train the dispatchers to shorten the scheduling time and educate the citizens about first aid knowledge in order to re-
duce the number of useless calls.
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Table 1 The Job rotation system of the dispatchers of "120" emergency command centers

Area A B D E F G H
Class number 5 4 3 4 3 3 5
Number of coworker in same class 3 3 2 3 2 1 1
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Table2 Workload of Dispatcher(x+ s)

Averagedaily call number
Area

Average daily dispatch

Cdlling time(seconds) Dispatching time(seconds)

(times) number (times)

A 272.16+ 44.56 144,75+ 47.15 37.79t 6.77 36.29+ 13.11

B 71.04+ 7.45 37.72+ 548 26.83+ 16.48 35,51+ 20.52

C 29433+ 4.75 54,91+ 2.42 4159+ 2.91 59.95+ 2.92

D 106.16+ 7.58 22.75+ 3.70 88.25+ 15.27 4917+ 35.21

E 66.60+ 4.50 16.60+ 2.70 41.00t 2.24 35.60+ 1.34

F 253.33+ 4.59 34.83+ 1.60 30.00+ 1.09 15.17+ 0.75

G 73.16x 4.00 31.33+ 0.57 30.17+ 0.76 4450+ 6.46

H 532+ 2.03 532+ 1.95 60.66+ 1.154 120.67+ 1.15

Totd 170.65+ 104.95 54.71+ 50.59 46.79+ 23.85 41.69+ 26.13

®3 AERMNIERNBTERVCQHIENXE 9
Table3 Job Content Questionnaire date of dispatcher(xt s)
Area SD DA PD SS cs

A 32.17+ 1.03 29.67+ 2.67 32.50+ 3.09 13.33t 1.15 12,67+ 1.15
B 32.60+ 2.50 26.40+ 3.73 32.00¢ 1.63 11.90+ 1.79 12.60+ 1.35
C 31.64+ 0.81 2836+ 1.21 3291+ 1.04 11.09+ 0.30 12.00+ 0.00
D 35.00+ 1.04 28.00 1.71 33.42+ 1.93 15.17+ 1.53 1342+ 231
E 32.80+ 1.10 32.00+ 0.00 35.60+ 0.55 12.40+ 0.55 12.00+ 0.00
F 32.80+ 1.10 28.00+ 1.63 38.00+ 2.44 12.00+ 0.00 1517+ 0.98
G 34.67+ 2.31 24.00+ 0.00 35.33% 1.15 14.67+ 1.15 16.00+ 0.00
H 34.00+ 0.00 28.00+ 0.00 30.00+ 0.00 12.00+ 0.00 12.00+ 0.00
Total 32.84+ 1.90 28.19+ 2.65 3347+ 2.70 12.85+ 1.82 13.00+ 1.69
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