Improving EMS Response With Great Dispatch !

Are Current Call-Taker
Questions and 9-1-1
Deployment Codes

Accurate?
+ James Augustine, MD * Michael Feldman, MD PhD
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« Lee County 911 Center * Toronto, Ontario



Response Time Metrics _—

Call Processing Time - Time from 911 call receipt to dispatch

Turnout Time - Time from unit alert to wheels rolling; by unit, station, shift, call type

Travel Time - Time from wheels rolling to arrival on scene; by unit, station, shift, call type
Total Response Time (NFPA 1710/1720 compliance) - Time from 911 call to 1st unit arrival
First Unit On Scene Response Time - Tracks how quickly initial management can occur

How About Accuracy of Medical Incident Dispatch?
How can That be Evaluated?




APRIL 21, 2025 — APRIL 28, 2025

Lee County Public Safety (FL)
PowerEngage Activity

Engage has been hard at work keeping your citizens informed
and collecting feedback on how your first responders are doing.

ACTIVITY

1760 1002 123

O u r 9 1 1 C e n t e r CAD CALLTAKER ESO TRANSPORT ESO REFUSAL

Surveys See the full report D

Staff — Unhappy
W i t h S e i Z u re S - 91?;:':::;" S 1511 29.2522% 97.47

Version 4 Sent Response rate CP55

Card 12 Accura cy patent Refusa o6 244106% 1000
Version 3 Sent Response rate CP55
911 Response 671 21.2115% 97.75
Version 1 Sent Response rate CP55

Here is some feedback from your community

ery concerned and very professional.
Helpful quidk and calm

ery dlear on instructions: while asking questions & professional
Seamed to ask same questions several times. When firemen got
here made kind of a joke about the fire.

ery well spoken and quickly got the ambulance on call and to us
IShe was very calm and effident very professional please thank her

She was very thorough and kind
She was really helpful and professional. Thank you for your service

She was awesome at a very difficult ime. Professional with her
questions and walked us through the correct procedure until first
aid arrived. Thankyou Thankyou Thankyou €2




Seizures Further Studied
\

+ Sejzures in 2024:

* Total 3700

 Seizure Plus Midazolam = 255

* Male =130, Female =125

Improved =220, Unchanged = 34

Not a seizure, but still got Midazolam =15
Levetiracetam Candidate =15 + 34

SZ, Midazolam, and Nontransport = 3 (All good)
* SOURCE: CAD data (SQL queries on the database), and ESO data

*
*
*
*



Seizure Plus Midazolam
e ———




Seizures in 2024

\
Alpha 776 ——

Bravo 199 * Whajc do you Worry About on the 12 Card?
. 34 Dispo = Cardiac Arrest
Charlie 987 + 8 dispatched as ABC
Delta 1738 + 174 Dispo = Stroke Alert
Echo 0 % :)3 Ts Alpha, 6 as Bravo, 80 as Charlie, 75 as
elta

Total 3/00 # 3 transported as Stroke by Helicopter
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Simple Spreadsheet

Critical Critical
Critical

Emergent

Critical

Emergent

Lower Acui

Critical

Lights/Siren
Lights/Siren

Lights/Siren

Lights/Siren

Mo Lights/Siren

Lights/Siren

Lights/Siren

Gulf Coast MC
Gulf Coast MC

FPhysicians Reqg

Gulf Coast MC

Gulf Coast MC

Gulf Coast MC

Gulf Coast MC

Altered Mentz Seizures
Seizures with Stroke

Altered Mentz Stroke

Stroke Seizures

Seizure Stroke

Stroke Seizures

Stroke

Seizure
AMS

Mone Voiced

Altered mental

Left sided trem

Stroke

h Self Care

Home with Self Care
h Self Care

h Self Care

Home with Self Care

h Self Care

LAMA (Left AMA)
HS MC




Pieces of Data - 911 System
\

“ Age
+ Gender

« Initial Patient Acuity
* Final Patient Acuity
+ Disposition

+ Hospital

+ Loaded Mile



Pieces of Data - Patient Care Report
"

+ Chief Complaint

+ Stroke, Cardiac, Sepsis, OB Alert

* Primary and Secondary Impressions

* Treatments

+ Additional Clinical Details - Medical History, Response to Treatment



Pieces of Data — Hospital
\

+ ED Disposition

+* Hospital Disposition
* Additional Clinical Detail from ED
+ Additional Clinical Detail from Hospital




Questions that Would Help on Card 122
o

“ Does this Patient Have a History of Seizures? What Usually Stops Them? =

Low Acuity

“ Does this Patient Have a History of Brain Cancer? = High Acuity



Quality Improvement

\

Sources of Raw Material in 911 Center Evaluation

"ePCR audits/reviews (software or manual)
*Protocol/policy variations

*Patient or family feedback (Pt Engagement Surveys)
"Employee feedback

"Hospital feedback

*Hospital Data Exchange

sState EMS Bio-spatial dashboard



oSN

& Quality Improvement in Emergency Medical Dispatch

* In EMD, no perfect precision is possible
« EMD is a massive public health exercise
 What is the standard of care in the rest of the health care system?
* Missed Ml rates
 PERC rule for PE
« PECARN rule for pediatric head injury
» Societal risk tolerance

* If we accept MPDS (or any other dispatch protocol) as the
standard for our community, we have a comparator

_ 5& Sunnybrook
< / HAEALTH SCIENCES CENTRE
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> Example: Protocol 17 (Falls)

All Calls Falls Only

Number of Calls
Number of Calls

45000 4000

40000
3500

35000
30000 3000
25000 2500

20000
2000

15000
1500

10000
5000 1000
o 500

CTAS 1
CTAS 2
CTAS 3

0
CTAS 4 CTAS 1
CTASS CTAS 2
CTAS 3

CTAS 4
CTAS 5

2& Sunnybrook

/ HEALTH SCIENCES CENTRE




What are we trying to
accomplish? What needs to
be improved?

How will we know if we have
improved?

What change / action can we make
that will result in an improvement?

Identify
Problem

PERFORMANCE l
| IMPROVEMENT
\ SYSTEM

Select Plan
or Solution

IDENTIFY
ROOT
CAUSES

PERFORMANCE

IMPROVEMENT
SYSTEM

SOLUTIONS




Open Discussion

\A

Call Takers and Dispatchers do a Great Job!

“ Modern Data Systems can be Integrated to give Helpful
Insights, especially in busy systems

“ Quality Improvement needs to utilize 911 and EMS data, and
also ED and hospital outcomes

“ Some Cards are by Nature less Accurate
= Keep Looking for Better Questions
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