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Phases of Responses

ÅDispatch

ÅResponse to scene

ÅArrival at the scene

ÅCare at the scene

ÅTransfer

ÅCare in the Hospital

ÅCare at Home
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Dispatch Specification
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What is  the role of a EMD?
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Standardized Emergency Dispatch 

Protocols
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Triage standard performance criteria of 

Australia EMS

ÅOperational 24 hours, seven days a week

ÅAccess for people with hearing impairment

and from non-English-speaking backgrounds

ÅCall interaction documentation

ÅAdvice supported by a clinical decision

support system

ÅPatient confidentiality maintained



Triage standard performance criteria of 

Australia EMS
ÅActivity and performance reporting

ÅAbility to link with other services and transfer 

calls

Å80% of calls answered within the first 20 

seconds

ÅAbandonment rate of 5% or less of calls

ÅCall time (talk time and after-call work time) 

550 seconds

Å1% of calls monitored for quality assurance



Dispatch Response Phases
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Initial Assessment (case entry)
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Initial Assessment (case entry)
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Initial 
Assessment
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Secondary Assessment 

(key questions)
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EMS Medical Priority Dispatch
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1. Is s/he alert (awake)?  
2. Is s/he able to talk normally? 
3. Is s/he breathing normally? 
4. Tell me why you think itôs a stroke?   

a. speech problems 
b. movement problems 
c. numbness or tingling? 

5. Has s/he ever had a stroke before? 
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Triage In Dispatch
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A. 1 Normal breathing (age < 35) 

 
B. 1 Unknown symptoms (3rd party) 

 
C. 1 Not alert 

2 Abnormal breathing 
3 Speech or movement problems 
4 Numbness or tingling  
5 Stroke history 
6 Normal breathing (age >35) 
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Post Dispatch Instructions CPR, 

Childbirth, Choking
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Ambulance Dispatch

Solving Inappropriate 

Emergency Calls

Prof Matthew Cooke

Warwick Medical School, UK
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The London Experience

40% of those living in London

admitted that they would phone

999 if getting through to their GP

proved too difficult. The average

for the other seven cities was

22%.
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The London Experience

30% of those living in London

said they would call 999 if they

couldn't get a doctor's

appointment for several days,

compared to 16% for the other

cities.
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The London Experience

Only 3% of those living in

seven other cities said they

would phone 999 for

ambulance if suffering from

flu-like symptoms, compared

to more than 10% of London

respondents.
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Patient Behaviour

ÅThose who do not call when they

should

ÅThey believe it is appropriate
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Behaviour

ÅNeed to look at patientôs reasons 

for using the service
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Change the system

Callers will not change
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Traditional Approach

Call 999

Dispatcher

Paramedic

Emergency Department
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New Approach

Call 999

Dispatcher

Paramedic Advice
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If do not have an urgent need:

ÅSpend a bit more time

ÅFind out more

ÅDecide 

ïWhat they need

ïWho they need

ïWhen they need

ïWhere they need
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Does it work?

Å52% triaged as not requiring emergency 

ambulance 

ÅA third of these did require ED

ÅBUT 9% of those triaged as not requiring 

ambulance were admitted to hospital 

(Dale 2003)
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Who they need

ÅDispatcher must have 

access to full array of 

people

ÅSocial work

ÅCommunity Nurse

ÅPalliative Care

ÅMental Health

ÅPharmacy

ÅFalls Service

ÅPrimary Care

ÅTransport
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Where they need

ÅDispatcher must 

have access to full 

array of services

ÅAccess to 

appointment 

systems

ÅPharmacy

ÅMinor Injury Unit

ÅPrimary Care

ÅHome
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New Approach

Call 999

Dispatcher

Paramedic Advice

Appropriate Services

Advice

Self care
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