Emergency Medical Dispatch (EMD)

{PSAP} is dedicated to providing emergency medical services to the community. It is recognized that in addition to a quick mobile response, pre-arrival instructions, i.e., Cardio Pulmonary Resuscitation (CPR), provided by emergency communications personnel in an effort to assist the victim can be very beneficial. {PSAP} will maintain an Emergency Medical Dispatch (EMD) Program. This program should result in a more effective and efficient use of Emergency Medical Service (EMS) resources and will integrate dispatch directly into service delivery during a medical situation.

All dispatchers will be EMD trained and certified within one year of completing their probationary period. The initial training class is 24-hours approved course. A dispatcher may not offer EMD instructions under any circumstances unless they are certified. Dispatchers who have not yet been certified will initiate calls and then turn them over to a certified co-worker.

Procedure

1. Dispatchers providing EMD direction shall follow precisely the instructions on the EMD protocol cards.
The following information is always needed when taking and EMD call:

A. Locations/Address;
B. Exact location of the patient (apartment #, store isle number, etc.);
C. Call back number;
D. Medical nature;
E. Chief complaint;
F. Conscious and/or breathing;
G. Age of patient;
H. Name of caller; and,
I. Any hazards (loose vicious dogs, broken glass, electrical, etc.).

2. Proper phone technique can assist the dispatcher in calming the caller and the patient. This enables the dispatcher to provide EMD instructions more effectively and more efficient access to the patient by responding units. Dispatchers should consider being firm and provide precise direction to hysterical and distraught callers.
3. Use the following phone proximity guidelines for patients:
A. Adults – If safe to do so, bring the phone next to the patient.
B. Infants/Children – If safe to do so, bring the infant/child next to the phone.
4. Reassure the caller/patient frequently:
A. Do not hang up on the caller unless you have finished the instructions and the protocol card doesn’t require staying on the phone until EMS arrives.
B. It is okay to put the caller on hold; be sure to let them know that you are doing so.
5. Calming techniques like the use of the caller’s name and speaking in a controlled voice will reassure the caller you are in control of the situation. You may also give the caller a job to do, for example: have the caller collect the patient’s medication, turn on a porch light or open a locked front door.
6. Qualify your caller. If the caller seems unable to assist the patient, i.e., an elderly caller who may injure themselves trying to help, do not give pre-arrival instructions.
7. The Communications EMD Supervisor shall ensure that the protocol cards are kept current.
8. EMD instruction shall take priority over routine/non-emergency police and fire calls.
9. The protocol cards shall be kept in a readily accessible binder and one copy at each dispatch position.
Rules
1. All communications personnel who have been certified as EMD providers shall administer EMD.
2. EMD providers shall read CPR instructions verbatim and without deviation.
3. EMD providers shall follow the protocol cards and give pre-arrival instructions as written.
4. EMD providers shall keep their certification current through continuing education (8 hours annually) as provided by [PSAP]. If a dispatcher does not keep their certification current, they will be expected to recertify on their own time and at their own expense.
5. EMD continuing education will be maintained by the EMD coordinator.
6. Any communications personnel not yet EMD certified who answers a medical call for service shall make a reasonable attempt to turn over the call to a certified EMD provider. Additionally, the dispatcher shall generate a CAD call in an effort to get rescue started to the address of occurrence.
7. All calls that are serious in nature, i.e., CPR, serious trauma, etc., shall be printed and turned into the EMD box.

