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HILL COUNTY ESD #2 ï FOR GROUND EMERGENCY MEDICAL SERVICES 

Patient Focused ï Customer Centered ï Caregiver Inspired 

July 27, 2009 

 

 

Hill County ESD #2 

c/o Honorable Judge Justin Lewis 

PO Box 457 

1 North Waco Street 

Hillsboro, TX 76645 

 

Dear Judge Lewis: 

 

American Medical Response Ambulance Service, Inc., doing business as American 

Medical Response (AMR), is pleased to submit our proposal for Ground Emergency 

Transportation Services for Hill County ESD #2. We have been privileged to serve the 

state of Texas for more than thirty (30) years. Our solid local experience in the Dallas 

area is anchored with our long-standing commitment to providing only the highest 

standards in care and service to everyone we serve. 

 

AMR and its family of companies employs more than 18,500 team members and 

manages or provides services for more than 4 million transports per year in 40 states. 

Because of our history and corporate stability, AMR has substantial personnel, 

equipment, and EMS management resources that we can provide to the County. 

 

Here at AMR we have one mission and that is to make a difference by caring for people 

in need, and our values of being Patient Focused, Customer Centered, and Caregiver 

Inspired are at the heart of every call and transport.  We will continue to bring this high 

standard of compassionate care to each of the patients we serve throughout the County. 

 

We are confident our proposed services will result in a long-term partnership, and we 

believe we will exceed your service delivery needs. On behalf of the entire team at AMR, 

we look forward to the opportunity to discuss our proposal in greater detail with you and 

to ñpartner for the future.ò 

 

Sincerely,  

 

 

 

Sonny Geary,  

General Manager  
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I. INTRODUCTION 

AMR is the nationôs leading private medical transportation company, providing 

ambulance service to nearly four million people a year.  AMR serves more 

communities and customers than any other private ambulance service provider in the 

nation. More importantly, AMRôs employees serve their local communities on a 

personal basis, as part of the community 

where they live and work. As medical 

professionals and as neighbors, your needs 

are our concerns.  

 

AMR ï the nationôs leading provider of 

medical transportation services operates in 

38 states and the District of Columbia, 

employs 18,500 personnel, manages 53 

dispatch centers, holds more than 157 

EMS contracts, and transports more than 3.4 million patients annually with a fleet of 

4,000 vehicles.  Our financial strength ensures our ability to quickly mobilize and 

implement partnerships, yet we have not changed our consistent local focus.  We serve 

our customers and build our business one patient at a time. 

 

AMRôs national headquarters, located in Greenwood Village, Colorado, supports more 

than 250 community-based AMR operations nationwide.  Our purpose is clearly stated 

by our companyôs values: Patient Focused, Customer Centered, Caregiver Inspired. 

These three phrases are at the heart of every call, in every community, every day. 

 

The AMR mission is to make a difference by caring for people in need. That mission 

and our patient focused, caregiver inspired, and customer centered values serve as our 

compass, ensuring that the sizable business of ambulance service and related care is 

delivered on a human scale ð one person to another, with compassion and respect. We 

align training, initiatives, metrics, and rewards so that everyone has the tools to succeed 

in his or her role and then we hold each person accountable for his or her part of the 

mission and plan. AMR's culture encourages frequent dialog between management and 

field employees to achieve our mission, promote our values, celebrate our successes, 

and learn and grow from our experiences.   
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AMRõs Local Experience in Texas 

American Medical Response Ambulance 

Service, Inc., of Texas, doing business as 

American Medical Response (AMR) and its 

predecessor companies has proudly served the 

state of Texas for over thirty years.  We 

currently transport over 25,000 patients 

annually in the Dallas Metroplex area. 

Throughout Texas, we currently serve 30 

counties, operate a fleet of over 125 vehicles, 

and transport more than 110,000 patients each 

year. 

 

Our Texas customers include hospital systems, as well as government agencies that 

contract with us to provide emergency ambulance services under stringent response time 

criteria. For example, in Texas, we provide emergency ambulance services in Brooks, 

Collin, Wichita, Milam, and Hunt counties, and the cities of Arlington and Fairview.  

AMR provides a full range of ambulance services, including Basic Life Support (BLS), 

Advanced Life Support (ALS), and Critical Care Transport (CCT), as well as support for 

hospital-based neonatal transport teams. We also provide wheelchair van services to 

many customers, and we provide a full range of community education programs. 

 

Throughout our years of providing services in the Dallas area, AMRôs dynamic, 

experienced local leadership team has proven its commitment, and will ensure that 

AMR provides successful medical transportation services for the EDS #2 in the years 

ahead.  With being a national company, our local operation in Dallas can draw upon 

resources that are unequalled in the EMS industry. For example, we offer proven 

national programs in areas such as fleet maintenance, safety and risk management, and 

compliance. In addition, our sophisticated accounts receivable process allows us to 

maximize reimbursement from third party payers and limit hospital systems' financial 

liability for transport payment. 
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II. DESCRIPTION OF PROPOSED ORGANIZATION 

American Medical Response Ambulance Service, Inc., doing business as American 

Medical Response (AMR), is a wholly owned subsidiary of American Medical Response, 

Inc. (AMR Inc.), a Delaware corporation, established in August 1992, and headquartered 

in Greenwood Village, Colorado.  AMR Inc., is a wholly owned subsidiary of Emergency 

Medical Services Corporation (EMSC). 

 

Located below is a chart illustrating these relationships 

 

 

CORPORATE ORGANIZATIONAL CHART  

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

Emergency Medical Services 

Corporation  

AMR Holdco Inc. 

Emcare Holdco Inc. 

Emcare Inc. 

American Medical 

Response, Inc.  

American Medical Response 

Ambulance Service, Inc. 
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III.  PROPOSERõS QUALIFICATIONS 

Previous Experience in Managing EMS 

1. Analogous Experience 
 Proposer shall provide one of the following: 

 

Documentary evidence that clearly demonstrates that the Proposer has experience 

managing an emergency 9-1-1 ALS level ambulance service. Information provided 

should include a list of communities in which the service is operated, name(s) of the 

County and contact officer(s) or designated government contact person, the number of 

responses provided in each of the past two (2) years, and a brief description of the 

community and service provided. Information regarding medical and governmental 

contacts should include names, titles, addresses, and telephone and facsimile numbers. 

 

AMR is proud of the quality of care we provide to Texas residents and of the level of 

customer service we provide to those personnel and agencies with whom we contract. We 

proudly offer these references to the Countyôs reviewers.  

 

 
 

AMR has served Collin County since November 2003, providing 

exclusive 9-1-1 services for approximately 130,000 people. This 

arrangement provides emergent and non-emergent ambulance 

services for the Northern and Eastern Coalitions of Collin County, 

which consists of the participating fire district areas of Anna, Blue 

Ridge, Branch, Farmersville, Josephine, Lowry Crossing, Nevada, 

Princeton, Weston, Westminster and the unincorporated area of 

Royse City, a part of the Town of Fairview Fire District, representing a combined 

population of approximately 41,798 residents. 

 

Contact Information 

Northern and Eastern Collin County 

200 S. McDonald St. Suite 230 

McKinney, TX 75069 

Contract Administrator 

Wayne Valdepena 

(972) 548-4124 

 

NORTHERN AND EASTERN EMS COALITION COLLIN COUNTY 

Number of Responses provided in the past two years 

2007: 3,543  2008: 3,476 
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AMR provides 9-1-1 services to the Town of 

Fairview Fire District, representing a population 

of approximately 2,644 residents.  The contract 

was awarded to AMR following a competitive 

bid process.  The contract is for a five-year 

period with an optional five-year renewal. 

 

Contact Information  

Town of Fairview 

500 State Highway 5 

Fairview, TX 75069 

Fire Chief ï Town of Fairview 

Chief Dick Price 

(214) 684-1082 

 

Number of Responses provided in the past two years 

2007: 281  2008: 280 

 

 

 

 

AMR has served Wichita and Archer counties since 1984 as the exclusive 9-1-1 provider 

of services. This arrangement provides emergent and non-emergent ambulance services 

for Wichita Falls, Wichita County, and 

the cities of Iowa Park and 

Burkburnett. The contract covers an 

area of 606 square miles and a 

population base of 128,500. AMR has 

been a strong community advocate, 

partnering with several public 

education and training venues. In 2004 

the City and County Administrators 

nominated AMR-Wichita Falls for the 

Texas Department of State Health Services (TDH) private provider of  the year award. 

 

CITY OF WICHITA FALLS  

TOWN OF FAIRVIEW  
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Contact Information 

City of Wichita Falls 

1300 7th Street, POB 1431 

Wichita Falls, Texas 76301 

Wichita Falls Assistant City Manager 

Matt Benoit 

mbenoit@cwftx.net 

(940) 761-7404 

 

 

 
 

AMR initially won the rights to operate this high-performance system in a competitive 

procurement process in August 2000. AMR was successful in the most recent 

procurement process this year in securing a long term partnership subsidy free with this 

dynamic city.  The current contract increases the number of ambulances within the 

system, significantly improves the non-emergency hospital transports, provides modern 

equipment and will utilize ñgreenò initiatives throughout the partnership.  This contract 

covers a 96 square mile area and a population base of 332,969. Since October 2001, 

AMR has been the exclusive provider for both 9-1-1 and non-emergency ambulance 

services under some of the most stringent response time requirements. 

 

AMR has established a solid performance 

history in Arlington and has been responsive 

to system-specific issues. AMR partners 

with the City in developing and 

implementing innovative solutions with the 

Arlington failsafe franchise model. As a 

leader in EMS delivery, AMR is pleased to 

partner in a system recognized for the level 

of clinical sophistication and economic 

efficiency of the Arlington system. AMR 

has worked with the system leaders to 

achieve continual enhancements to the scope of clinical care for patients and the 

community. AMR in Arlington, as in the many other communities we serve, continually 

demonstrates its ability to serve without placing the financial stability of the Arlington 

system at risk. AMR also has existing mutual aid agreements with numerous area 

agencies. We provide a variety of programs for local First Responders, and we reach out 

to the community with a multitude of educational programs.   

ARLINGTON , TEXAS 

Number of Responses provided in the past two years 

2007: 11,772  2008: 10,946 

mailto:mbenoit@cwftx.net
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Contact Information 

Arlington, Texas 

PO Box 90231 MS 04-0260 

Arlington, TX 76004 

Jim Self, Battalion Chief of Medical Operations 

Arlington Fire Department 

(817) 459-5515 

 

 

April 1990 

HMHD contracts with AMR to provide exclusive emergency medical services for Hunt 

County. This area covers 840 square miles and serves a population base of 82,533. AMR 

and its subsidiary has held this contract since 

1990 and has successful retained it through 

repetitive RFP processes throughout the years. 

The contract was awarded in response to a 

competitive process in July 2000, and our 

performance under this contract has 

consistently exceeded expectations.  Since 

contract inception, AMR in Hunt County has 

demonstrated complete understanding of the role of a system contractor. AMR has 

established trust and credibility through a responsive approach to system-specific issues 

and consistently works to place innovative solutions with the HMHD system design.  

Hunt Regional Healthcare is the contract administrator for AMRôs exclusive Hunt 

County EMS contract.  

 

Contact Information 

4215 Joe Ramsey Boulevard 

Post Office Drawer 1059 

Greenville, Texas 75403 

EMS Director 

Andrew Threndyle 

(903) 408-1428 

HUNT REGIONAL HEALTHCARE  

Number of Responses provided in the past two years 

2007: 11,101  2008: 10,796 

Number of Responses provided in the past two years 

2007: 33,414  2008: 36,051 
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Financial Depth and Stability 

Proposer shall provide evidence that clearly documents the financial history of the 

organization and demonstrates that the Proposer has each of the following: 

 

 
 

On December 15, 2005, EMSC, the general partner of Emergency Medical Services LP, 

completed an initial public offering of its common stock.  Following this initial public 

offering, the equity of Emergency Medical Services LP, and EMSC is ultimately held by: 

 

¶ Management and employees of EMSC and its subsidiaries, including 

the AMR and EmCare companies; 

 

¶ Public stockholders of EMSC; and 

 

¶ Various affiliates and subsidiaries of Onex Corporation, a large 

diversified Canadian public company 

 

¶ AMR contributes approximately 64% of the total revenues (net of 

contractual allowances) and 59% of operating income of EMSC 

 

AMR's financial depth will ensure peace of mind in knowing that your contractor has the 

resources available to maintain the stability of the system through any unforeseen 

situation that may arise over the life of the proposed contract. 

 

AMRôs fiscal year begins in January and ends in December of each year.  As evidence of 

the historical financial condition of American Medical Response Ambulance Service Inc., 

(AMR), and its parent company (EMSC), we have included a summary of the audited 

financial statements for the previous four years. Please note that the company does not 

prepare audited financial statements for the individual operations.  Rather, we provide an 

overall view of the company by preparing audited financial statements at the consolidated 

level. EMSCôs financial statements can be viewed in full, online at http://www.emsc.net.  

 

(a) Financial capability to handle the expansion (including implementation and 

startup costs) necessitated by the award of the contract and the expertise of billing 

Medicare and other third party payors. Proposer shall include copies of its 

financial statements for the most recent two (2) year period, (audited financial 

statements if available); and documentation of expertise in billing Medicare and 

other third party payors of ambulance services. 

http://www.emsc.net/
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The table below summarizes the key financial stability metrics for EMSC and AMR. 

 

FY ENDING 12/31/2005 12/31/2006 12/31/2007 12/31/2008 

Financial Metric  EMSC EMSC EMSC EMSC 

Current Assets $515,296,000 $532,489,000 $670,760,000 $ 815,174,000 

Total Assets $1,267,028,000 $1,318,217,000 $1,479,563,000 $ 1,541,219,000 

Current Liabilities $277,435,000 $300,962,000 $306,891,000 $ 320,141,000 

Total Liabilities $922,044,000 $932,177,000 $1,030,067,000 $ 1,001,180,000 

Net Worth $344,984,000 $386,040,000 $449,496,000 $ 539,039,000 

Working Capital $237,861,000 $231,527,000 $363,869,000 $ 495,033,000 

Cash $18,048,000 $39,336,000 $28,914,000 $ 146,173,000 

 

Located as Attachment 1 in the document the ESD #2 will find a CD attachment of 

AMRôs annual report which provides a comprehensive overview of the company for 

the past year. 
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Located as Attachment 2 of this document, the ESD #2 will find copies of AMRôs 

Certificateôs of Insurance. 

 

 
 

American Medical Response Ambulance Service, Inc. is a For-Profit corporation 

 

(b) Provide evidence of existing insurance coverage applicable to handling and use 

of similar materials. Provide written verification of insurer's willingness to 

indemnify the ESD #2 under the terms of the proposal. 

(c) Provide evidence of corporate or DBA filings in the manner in which tax returns 

are filed, and declare itself a for-profit or not-for profit entity. 
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IV. COMPLIANCE WITH SCOPE OF SERVICES AND 

M INIMUM STANDARDS 

A). AMBULANCE COVERAGE AND RESPONSE TIMES  

In the proposal the Proposer will show the methods and resources necessary to comply 

with the standards in this section; including staffing and placement of MICU units. 

 

System Status Management 

AMRôs System Status Plan for the ESD #2 is based on our experience providing 

ambulance services for nearly a century as well as numerous high performance EMS 

systems throughout the United States.  In this section, we have outlined our approach to 

developing and evaluating the success of our deployment and system status models.  

These include: 

  

¶ The sophisticated techniques we use to develop and fine-tune our deployment 

plans and ensure compliance with response time standards 

 

¶ Our proposed System Status Plan for the ESD #2 

 

¶ The use of the most advanced EMS system modeling method available in the 

industry 

 

¶ Our commitment to be accountable for our response time performance and 

provide ongoing data to the ESD #2 validating our performance 

  

System Status Management Techniques 

AMR uses sophisticated System Status Management (SSM) techniques to ensure that we 

meet and exceed all contractual response time requirements.  Simply put, SSM allows us 

to effectively distribute our ambulance resources throughout the service area, matching 

the number of resources to the number of transportation requests by time of day and day 

of week.   

  

Data to Consider 

As we approach our analysis of any EMS system and prepare to develop an effective 

System Status Plan, we start with an examination of two key factors ï time and distance 

and system busy probabilities. 
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The first factor, time and distance, is the concept that each ambulance can travel a certain 

distance within a specific amount of time.  Thus, an analysis of the service area must 

include an analysis of how far each ambulance can respond within established response 

time standards.   

 

However, when designing a System Status Plan, the ambulance provider needs to 

consider more than just time and distance.  The provider also needs to consider the 

likelihood of one or more units being busy at the same time (system busy probabilities). 

 There are a number of methods for estimating the number of units necessary to design a 

deployment plan that is responsive to system busy probabilities.  The more sophisticated 

methods, including those used by AMR to develop our deployment plan for the ESD #2, 

directly link the system busy probabilities with time and distance considerations for the 

service area. 
 

Tools for Optimizing Deployment Plans 

AMR uses the following sophisticated tools and methods to optimize our deployment 

plans: 

  

¶ Capacity Planning Optimization ï AMR uses a mathematical modeling 

approach known as queuing theory to more precisely match the supply of 

ambulances deployed with the demand for calls coming into our dispatch 

centers.  Queuing theory takes into consideration response time thresholds, 

tasks times, and geo-spatial concerns. This new approach was developed 

and has been perfected over the last 6-7 years by Dr. Jeff Goldberg, the 

Dean of the School Systems and Industrial Engineering at the University 

of Arizona in Tucson and David Lindberg, AMRôs Vice President of EMS 

Deployment Systems.  Dr. Goldberg is a leading operations researcher and 

has been working in the field of EMS deployment planning for more than 

15 years 

 

¶ Scheduling Optimization ï AMR uses an advanced scheduling 

optimization tool that allows us to take the results of the capacity planning 

process and create crew schedules that are optimized to the demand of the 

system 

 

¶ Geo-spatial Tools and Methods ï AMR uses a geo-spatial tool that 

facilitates rapid evaluation of various ambulance priority posting 

locations. The tool evaluates each post location and ranks the various 

locations being considered using a heuristic modeling approach. This 
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process allows for the rapid development or update of priority posting 

plans to optimize response time performance 

 

¶ Real-time Deployment Optimization ï AMR uses an advanced re-

deployment optimization tool that resides in the dispatch center.  It uses 

highly advanced mathematical optimization algorithms to re-deploy 

available ambulances to optimal locations, in order to improve response 

time performance.  

 

Clean and Analyze CAD Data 

The initial step in the deployment planning process is to ensure that current data provides 

an accurate reflection of true historical EMS system performance.  During this step, we 

analyze: 

  

¶ The historical performance of all the sub-processes that make up an EMS 

system response, including dispatch time, crew chute time, and drive time 

once the unit is responding 

 

¶ Demand patterns by day-of-week and hour-of-day, including seasonal 

variations 

 

¶ Time on task, also known as overall task time to run calls. AMR also looks at 

the inverse of task time, which is service rate (i.e., how many patients can be 

served per hour) 

  

Clean Geo-coding of Incident Locations 

Next, AMR analyzes how well incident data is geo-coded by XY coordinates to actual 

street addresses and response zones. Errors identified are corrected for deployment 

modeling purposes. 

  

Analyze Post Location Capture Rates 

This component of the deployment planning process includes an analysis of capture rates 

by post location.  It also involves establishing post location priorities based on a heuristic 

process. 

 

We analyze how many calls each post is capable of reaching within the specified drive 

time.  The heuristic analysis finds the best post location based on capture rate, then 
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removes that post and the calls it captured from the model and finds the second best post 

based on capture rate. This is continued in an iterative process until all of the posts have 

been prioritized based on their ability to capture calls in relation to the other post 

locations being considered.  

 

Develop Priority Posting Plans 

AMR also uses the SSM Toolbox to evaluate and develop our priority posting plans. We 

conduct a thorough analysis by blocks of time during the week to determine what shifts 

(if any) in patterns of geographic demand exist within the entire service area as well as all 

sub-zones.   
  

Capacity Planning (Demand Analysis) 

Capacity planning (or demand analysis) is used to determine the number of ambulances 

necessary to staff each hour-of-day and day-of-week.  AMR uses the most recent 20 

weeks of data to calculate demand by hour-of-day and day-of-week (168 hours).  

  

As described earlier, we use queuing methods in the capacity planning process, allowing 

planners to make decisions based on data rather than on intuition.  Queuing methods help 

answer questions that traditional demand analysis methods cannot answer, such as: 

  

¶ How many units should the system have in operation during each hour? 

¶ What are the chances that 1, 2, 3, or more units are busy at any one time?  

¶ What are the chances that at least 10 units (or any other number) will be 

available at a point in time? 

¶ What fraction of calls cannot be immediately answered because no units are 

available? 

 

Develop Staffing Schedule 

AMRôs aim is to optimize or as closely as possible match a staffing schedule to the 

demand.  To do this manually is a very difficult and time consuming process.  AMR uses 

a tool called Resource Planner, which finds the best mathematical match of potential 

schedules with the demand targets imported from the capacity planning queuing results.   
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Using the tool, we build various shift options by hour-of-day and day-of-week.  In 

developing our staffing schedule, we also consider other factors, such as minimizing crew 

fatigue, adhering to our collective bargaining agreements, and matching the shift 

preferences of our employees as much as possible.    
 

Employee Input 

Though AMR uses sophisticated tools and methods to develop our System Status Plans, 

our process also includes input from our field personnel and dispatchers, as well as other 

system stakeholders.  These individuals help review and validate our plans.  For example, 

our personnel frequently have valuable input regarding the posting locations that we may 

not capture with our analysis.  They also provide valuable feedback regarding employee 

preferences for staffing schedules, or about a process at a specific receiving hospital.   

  

We encourage and seek out employee input on an informal basis, as well as through 

formal mechanisms, such as our Deployment Committee.  Our goal is to blend our data 

analysis with the perspective of field personnel and dispatchers to achieve an optimal 

System Status Plan. 

  

Monitoring our Performance 

AMRôs commitment to response time performance standards and efficient use of 

resources does not end with our initial System Status Plan.  Instead, we continue to 

monitor our performance to validate our compliance with our contractual obligations, and 

we continually fine tune our plan.  We stand ready to work with ESD #2 to create reports 

as requested  

  

Our Computer Aided Dispatch system generates real-time notifications to our supervisory 

team for specific, pre-determined indicators, so our team can immediately initiate an 

investigation and contact other EMS system stakeholders, if necessary.  For example, our 

supervisory team can be notified regarding any delayed responses, so they can follow up 

to determine the reasons for the delayed response.   

  

Exemption Requests and Reports:  These reports identify any delayed responses.  Our 

team researches each late call to verify that it was late and then identify and explain any 

county approved reasons why the call should be exempt.  

  

Delay Listing Report:  This report lists all of the calls with late response times exempt 

and non-exempt.  This includes an analysis of why the call was late.  Our management 
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team meets frequently to review performance and works cohesively to indentify and 

address preventable causes of late calls, such as:   

  

¶ Dispatch errors 

 

¶ Crew errors 

¶ Lost unit hours 

¶ Posting plan problems 

¶ Inadequate unit hours for that time of day and day of week 

¶ Address error or difficult location 

 

Daily Data Dashboard:  The home page of every member of our leadership team ï 

including Field Supervisors ï is a dashboard that displays current compliance data for 

that day and the month-to-date.  With this tool, our leadership team can easily monitor 

our call volume and our response time performance 

  

Response Time Compliance Summary:   Once all the responses and potential 

exemption requests have been reviewed by the ESD 32, a response time compliance 

summary will be produced.  This summary report will identify overall compliance by 

zone and calculate any associated penalties.  

 

 

 
 

With the data supplied in the RFP we were unable to geocode due to not having the zip 

codes with the call information. However, with the information we do have we plan on 

placing our three (3) proposed units based solely upon the geography area as outlined. 

Initially, AMR would like to put trucks in Itasca, Malone and Aquila for coverage until 

we can get a better feel for the geography locations. Once this is completed and we are 

able to service the area and capture the historic data, we can initiate a deployment and 

system status plan (SSP) which will ensure the highest level of patient care for the 

citizens of Hill County. 

RRFFPP  RREEQQUUIIRREEMMEENNTTSS  
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B). COMMUNICATION AND DISPATCH  

In the proposal the Proposer will show the methods and resources necessary to comply 

with the standards in this section. Include proposed level of training by dispatch 

personnel, CAD (if any), communication infrastructure, and record keeping 

capabilities.  

 

American Medical Response acknowledges that 

communication center sophistication and 

courteous, experienced Emergency Medical 

Dispatchers (EMDs) are the heart and soul of 

any emergency medical system.  AMRôs 

customer-focused certified EMDs represent the 

first (and often times most critical) impression 

to our customers.  In addition to applying and 

implementing new dispatch technologies, AMR's EMDs serve as the system's anonymous 

heroes -- calming victims and their family members, gaining invaluable clinical and 

demographic information, and administering pre-arrival emergency medical instructions 

as they wait for responding ambulances. 

 

AMR is pleased to provide for the reviewers this overview of the important components 

of the American Medical Response Communication Center, thereby proposing to exceed 

the minimum requirements set forth in the RFP. 

 

Dispatch Center Coverage Plan 

AMRôs communication center located at our operational headquarters in Dallas, Texas is 

a state-of-the- art communication center equipped with highly trained and skilled 

specialists, cutting edge computer aided dispatching systems and a network of primary 

and reserve radio technology.  This center already is responsible for 9-1-1 dispatch in a 

variety of other sophisticated systems, and will not require a learning curve to begin 

serving the citizens of the ESD #2. 

 

Computer Aided Dispatch (CAD) 

AMR utilizes the RightCAD System, providing computer-aided dispatch, SSM, and 

recordkeeping that is second to none in North Texas.  The RightCAD System is a 

windows-based user-friendly EMS CAD system provided by Pinpoint Technologies that 

is designed for emergency and non-emergent call intake, dispatch, and tracking of field 

units. With full point and click capabilities an emergent call can be entered and released 
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to a dispatcher with call location, nature of call, and callback information while the call 

taker continues to gather information and provide pre-arrival instructions. 

 

EMD Protocols 

AMR utilizes the internationally recognized 

MPDS EMD guide card system for the 

delivery of emergency medical pre-arrival 

instructions meeting all local, national, and 

international EMD standards.  Beginning the 

first quarter of 2010, callers will receive 

emergency pre-arrival instructions from AMR 

dispatchers who will implement the 

integrated ProQA, nationally recognized 

standard within the RightCAD software. Additionally, for reporting purposes, calls will 

be classified as emergency life threatening, emergency non-life threatening, or non-

emergency at the time the initial call is received and the response dispatched will not be 

retroactively reclassified.  

 

ProQA Call Taking Software 

ProQA is a software that AMR plans on implementing in 2010. The purpose of ProQA is 

it helps us maintain a consistently high level of service by improving call taker 

compliance with National Academy Protocols.  ProQA automatically presents the proper 

questions and instructions in the proper order, automatically skipping questions and 

instructions inappropriate for the specific circumstances of each case.  It also 

automatically answers questions that have already been asked when the dispatcher jumps 

or shunts to another protocol.   

 

This automation frees AMRôs dispatchers to focus attention on providing quality service.  

In addition, ProQA saves every action taken by the call taker.  This information can be 

easily exported for use with the AQUA software, helping us pinpoint training needs and 

identify liability risks. As a quality assurance tool, ProQA not only allows us to identify 

areas needing improvement, but helps us customize CE modules to address those needs.   

 

Communication Equipment 

User-friendly RightCAD is state-of-the-art, intelligent dispatch technology.  Whether 

fielding emergency calls or scheduling routine pickups for ground or air transports, 

RightCAD's tight, leading-edge architecture brings unmatched efficiency to AMR.  This 
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system integrates dispatch, field and billing functions into one platform.  The most 

widely used Windows-based EMS CAD enables AMRôs Communication Center to 

streamline the call taking/dispatch process cutting response times with high-performance 

features and smart technology.  The emergency call-taking/dispatch process has:  

 

¶ Automated address completion based on powerful geocoding;  

 

¶ In-depth response profiles and flexible SSM plans; 

 

¶ Powerful mapping, GPS vehicle tracking, and transparent dispatch paging;  

 

In addition, AMR customers, through programs like Netransit.com, may make online 

EMS - transport requests and inquiries as well as monitor call status.  AMRôs customers 

are empowered and AMR Communication Center staff are able to save customers 

valuable time when scheduling non-emergency calls with this unique blue-ribbon service 

that sets us above our competition. 

 

The AMR Dallas Communications Center utilizes an Orbacom multiple channel, multiple 

position radiotelephone interface.  The Orbacom system incorporates VHF, UHF and 

800/900 MHz trunked radio systems, allowing all dispatch positions to access all radio 

systems.  Dedicated communications circuits in addition to air-to-air relays are 

incorporated to ensure the highest quality radio reception for repeater and tower sites.  

Radio tone alerting is incorporated by utilizing any of the approximately 15-tone 

generation and decoding types.  

 

Alphanumeric pager alerting is incorporated through our Computer Aided Dispatch 

system with a dedicated direct link into the USA Mobility paging system. NEXTEL radio 

alerting and communications is currently incorporated into the Communications Center 

and can be interfaced into the ORBACOM system. Multiple channel interface and cross 

patching allows dispatchers to receive and transmit on multiple channels to incorporate a 

wide area dispatch system for rural, wide area systems.  

 

All radio equipment and the Orbacom system is maintained and serviced by factory 

authorized, licensed and bonded technicians. All technicians servicing any equipment or 

system for AMR are employed by companies, or have completed personally, a Business 

Associate Agreement, specifically addressing HIPAA regulations and confidentiality. 

 

All radio system channels and telephone lines are recorded with a VoicePrintÊ 16 

Channel digital recording system. Telephone call replay at each dispatch and call-taker 

position is available to allow instant review of all calls received in the Communications 

Center. 
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EMD Training, In-service Training, and Employee Prerequisites for 
Dispatch Center Personnel  
 
AMR realizes that superior performance is a direct result of superior training and 

education. AMR EMDs are required to maintain the following professional certifications 

through the Medical Priority Dispatching System (MPDS): 

 

¶ CPR for the Healthcare Provider 

 

¶ Emergency Medical Dispatch Provider 

 

Prior to hiring a system status controller, AMR requires that each applicant successfully 

pass a computer based Criticall test developed specifically for evaluation of potential 

System status controllers. This is followed by a structured interview and background 

check. All evaluations are created to ensure that we appropriately screen employees for 

our communications centers and hire the most qualified individuals. 

 
Telephone Protocols, Pre-Arrival Instructions, Criteria for First 
Responder Alert, and General System Status Management Methods 
 

AMR utilizes the internationally recognized MPDS EMD guide card system for the 

delivery of emergency medical pre-arrival instructions meeting all local, national, and 

international EMD standards.  Callers will receive emergency pre-arrival instructions 

from AMR dispatchers who will implement the integrated ProQA (which will begin first 

quarter of 2010), nationally recognized standard within the RightCAD software. 

Additionally, for reporting purposes, calls will be classified as emergency life 

threatening, emergency non-life threatening, or non-emergency at the time the initial call 

is received and the response dispatched will not be retroactively reclassified.   

 

This process creates the ability for AMR communications center to most appropriately 

dispatch a unit based on patient injury or illness. With responder and citizen safety being 

in the forefront of our minds, this also assures us that we are limiting risk through 

knowledgeable responses. For example, if a patient is requesting a response to a very 

minor injury, the unit is dispatched urgent, thus eliminating the use of lights and sirens.  
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(C). PERSONNEL 

In the proposal the Proposer will show the methods and resources necessary to comply 

with the standards in this section. Include number(s) of level field staff proposed for this 

contract. 

 

AMR is committed to providing the ESD #2 

with personnel who are not only legally able 

to perform the duties of their job but who also 

treat everyone they encounter with 

professionalism, respect, and dignity.   

 

AMRôs comprehensive policies, procedures 

and code of conduct guidelines ensure that all 

personnel supporting the County will conduct 

themselves in a safe, professional, and courteous manner. 

 

Treatment of the Workforce 

In communities across the country, American Medical Response clearly recognizes the 

advantages of a stable and experienced workforce.  AMR plans to attract and retain the 

current qualified employees in the Dallas operations through implementation of the 

following employee focused initiatives:  

¶ A market-competitive wage and benefits package; 

 

¶ Seniority status based on education and experience; 

 

¶ Exclusion from any waiting periods associated with benefits both in accord with 

corporate policy and where it is legal to do so; 

 

¶ An aggressive clinical education and training program that tracks, measures and 

rewards skillful employee performance; 

 

¶ An opportunity to participate in professional development programs designed to 

cross-train and promote career advancement; and 

 

¶ Active participation in key operational decision-making, such as system status 

planning, recruitment and selection of new employees, peer review, and future 

selection of ambulance equipment and supplies 
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Highly Trained & Clinically Experienced Staffing 

To meet the high performance expectations of the ESD #2, AMR will staff the systemôs 

ambulances at the mobile intensive care unit level (MICU).   All MICU ambulances will 

be staffed with: one (1) Texas certified Paramedic and one (1) Texas certified Emergency 

Medical Technician (EMT) ï Basic, or EMT -Intermediate Described below are the job 

duties and requirements for this staffing model.   

 

 

 

Professional Duties:  Paramedics are the highest trained members of the pre-hospital 

profession.  Paramedics are capable of (but not limited to):  1) patient assessment 

utilizing advanced diagnostic equipment such as electrocardiograms (ECG) and pulse 

oximetry, 2) cardiac defibrillation, 3) administration of emergency medications, and 4) 

endotracheal intubation.  AMR paramedics must quickly assess a patient care scene, 

request other assistance if necessary and ensure safe, hazard-free patient care.  AMR 

paramedics are held accountable for conducting themselves to the highest standards of 

professionalism as they interact with other AMR personnel, fire and police department 

first responders, patients, patientsô family members and bystanders at an emergency 

scene.  

 

Minimum Qualifications : 

 

¶ CPR  / AED certification; 

 

¶ State of Texas driverôs license; 

 

¶ State of Texas EMT ï Paramedic TDH certification; 

 

¶ Completion of a 12-Lead EKG Interpretation course 

 

¶ ACLS 

 

¶ PEPP/PALS preferred in 911 areas 

 

¶ BTLS/PHTLS preferred in 911 areas 

EMT - PARAMEDIC 
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Professional Duties:  EMT-Bs perform their duties in the presence of a certified 

paramedic partner.  EMT-Bs are capable of (but not limited to):  1) basic patient 

assessment, 2) control of bleeding and splinting, 3) basic airway management, and 4) 

cardio-pulmonary resuscitation.   EMT-Bs are held accountable for conducting 

themselves to the highest standards of professionalism as they interact with other AMR 

personnel, fire and police department first responders, patients, patientsô family members 

and bystanders at an emergency scene. 

 

Minimum Qualifications : 

 

¶ State of Texas certification as an EMT-Basic  

 

¶ State of Texas driverôs license; 

 

¶ CPR / AED certification 

 

¶ PEPP/PALS preferred in 911 areas 

 

¶ BTLS/PHTLS preferred in 911 areas 

 

Professionalism 

AMR's recruitment, selection and hiring process is the hallmark of the company's success 

in offering its contract cities the most professional, caring and courteous EMS employees.  

All AMR -ESD #2 EMS and dispatch professionals will meet stringent education, health 

and certification standards by effectively completing a comprehensive series of 

interviews, tests and background checks.  Using an applicant's qualifications as the sole 

determinant for employment, AMR offers an equal employment opportunity for the most 

qualified individual for each available position.   

 

Personnel recruitment, Screening and Orientation 

AMR believes that seeking out and employing people who fit well into the company and 

the medical transportation industry is key to the ability to retain well-trained personnel. 

To help AMR identify applicants who are most likely to succeed as EMTs and 

paramedics, AMR has implemented a screening program called Selection for Success.  It 

ensures the right fit, the first time, for both the employer and the prospective employee.   

EMT ï BASIC (EMT-B) 




