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Presentation Overview

• Recap DFR’s implementation of Tiered EMS 

Dispatch Software (Go-live on Nov. 14, 2017)

• Options to address high EMS call volume

• Review of existing DFR EMS transport and 

service delivery policies

• Next steps with Tiered EMS Dispatch
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Tiered EMS Dispatch Software

• Tiered EMS dispatch software achieves the 

following:
➢Scripted questions for Fire Dispatchers designed to 

elicit information from callers

➢Medical instruction to 911 callers (i.e., CPR, childbirth 
delivery, etc.)

➢Categorizes the type of medical emergency reported 
to help users dispatch appropriate EMS resources
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Tiered EMS Dispatch Software

• Categorization of medical calls:
➢Echo calls-highest acuity requiring rapid response via 

ambulance with Advanced Life Support (ALS) 
capability

➢Omega/Alpha calls-lower priority and do not 
necessarily require ALS units
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Background/History

• Council approved purchase of Tiered EMS 

Dispatch Software (Sept. 2016)

• Beta Launch of EMS resource dispatching 

(Nov. 2017) (Fire Engines for certain calls)

• Ambulance dispatches focused on higher priority 

EMS calls 

• Software use continues in the Dispatcher Center 

(Improved Dispatcher proficiency)
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Impact of Software Use

• Use of software revealed the following:
➢Approximately 29% of EMS calls (28,254 processed) 

were categorized as low priority (Alpha and Omega)
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Impact of Software Use

• Use of software revealed the following:
➢During Nov. 2017, DFR engines were assigned as a 

sole EMS resource to handle low priority 
(Omega/Alpha) calls spanning one week

➢Over 50% of Engine Company dispatches - callers 
requested ambulance transport (existing policy 
dictates that DFR transport patients if such requests 
are made)
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Impact of Software Use

• Use of software continues in the Fire Dispatch 

Center

• Dispatchers continue to become more proficient 

with call processing 

• DFR is investigating policy changes and adding 

resources in the future to better leverage Tiered 

EMS software
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Options to Address Call Volume

• Houston, Texas (ETHAN) - use of video 

conferencing to assess low acuity patients 

(Ambulances/Engines equipped w tablets)

• Taxi voucher system for low acuity calls -

Phoenix, Anaheim, California as well as other 

cities across the U.S. make use

• Other large cities including Washington, D.C. 

have or are considering partnerships with Uber 

for transport of low acuity patients
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Options to Address Call Volume

• Like Houston which is leveraging 

videoconferencing, DFR is engaging 

Parkland/BioTel medical control to discuss this 

type of service

• DFR is exploring policy changes which includes 

transporting patients to the closest and most 

appropriate hospital (reduces ambulance out of 

service time)
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Options to Address Call Volume

• Other potential policy change to help address 

high call volume includes:
➢DFR paramedics refuse transport to patients deemed 

to be very low acuity after patient assessment and 
medical control authorization
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Next Steps with Tiered EMS Dispatch

• 911 EMS Call volume-increased over 20% since 

FY 09-10 (166,585 vs 206,000 incidents)
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Next Steps with Tiered EMS Dispatch

• Shifting low priority EMS calls to Fire Engines has 

both benefits and drawbacks
➢Ambulance units remain available for higher priority 

calls

➢Peak volume during summer-large cities are prone to 
exhausting ambulances

➢Leads to more wear and tear on Engine resources 
(29% of all EMS calls are low acuity - Alpha and 
Omega)
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Next Steps with Tiered EMS Dispatch

• Alternate emergency fleet response resources 

are under consideration to handle low acuity 

requests (i.e., SUV vehicles and alternate 

transport capable units)

• DFR will add engine company responses to 

handle certain low acuity calls over the next few 

months 

• Proposed policy changes and data analysis will 

help determine how engines are utilized
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Next Steps with Tiered EMS Dispatch

• DFR will continue with ongoing data analysis of 

EMS call volume and future system 

improvements for efficacy
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