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Memorandum 
 
 
TO:  Board of Supervisors 
  All Interested Parties  
 
FROM: Dan Burch, EMS Administrator 
 
DATE:  June 23, 2008 
 
SUBJECT: Emergency Medical Services (EMS) Agency Report on the Exclusive 

Emergency Ambulance Provider Contract Compliance for American Medical 
Response (AMR) for March and April 2008. 

 
The EMS Agency Report on the Exclusive Emergency Ambulance Provider Contract 
Compliance for AMR for the months of March and April 2008 represents the twelfth 
opportunity to report on AMR’s performance under the five year emergency ambulance 
service agreement.  The AMR contract establishes accountability for meeting specific 
standards and provides the EMS Agency with complete access to data and information on 
AMR’s operational, clinical, and administrative performance.  EMS Agency staff has vetted 
AMR’s computer aided dispatch (CAD) data in preparing the compliance report.  

 
 
AMR’s combined response 
time compliance for all 
ambulance zones met or 
exceeded the 90 percentile 
standard set by the County, 
94.41% for March and 
94.33% for April.   

AMR is authorized under the 
provisions of the ambulance 
contract to increase patient 
charges by 4.9% on the first 
o specifies that AMR may

request approval to “for an increase in patient charges to mitigate unforeseen financial 
impacts of events that are beyond [AMR’s] control”.  In May 2008, AMR submitted a request 
to increase the per loaded mile charge to mitigate the 40% rise in fuel costs in the past 12 
months.  The EMS Agency approved AMR’s request to increase the per-loaded mile ch
from $19.93 to $24.83 effective July 1, 2008. 

AMR's Combined Response Time Performance
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The compliance report may be viewed on the EMS Agency’s website: www.sjgov.org/ems. 

http://www.sjgov.org/ems


Response Time Compliance Report by 30 Day Rolling Period
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Response Time Compliance Report by 30 Day Rolling Period
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8 3All Zones Combined 3,795 215 94.33%

SJC Zone    C-2 44 0 100.00%
SJC Zone    C-3 58 0 100.00%

SJC Zone    B-5 100 12 88.00%
SJC Zone    C-1 278 7 97.48%

SJC Zone    B-3 10 0 100.00%
SJC Zone    B-4 135 20 85.19%

SJC Zone    B-1 1,250 67 94.64%
SJC Zone    B-2 1,392 73 94.76%

SJC Zone    A-2 104 20 80.77%
SJC Zone    A-3 46 4 91.30%

April 1, 2008 through April 30, 2008

Compliance Zone Total Responses

Non-compliant, Non-
exempted 

Responses
Compliance 
Percentage

SJC Zone    A-1 378 12 96.83%

SJC Zone    C-3 81 1 98.77%
All Zones Combined 3,902 218 94.41%

SJC Zone    C-1 289 10 96.54%
SJC Zone    C-2 54 3 94.44%

SJC Zone    B-4 130 20 84.62%
SJC Zone    B-5 109 13 88.07%

SJC Zone    B-2 1,404 66 95.30%
SJC Zone    B-3 11 0 100.00%

SJC Zone    A-3 58 10 82.76%
SJC Zone    B-1 1,248 78 93.75%

SJC Zone    A-1 424 7 98.35%
SJC Zone    A-2 94 10 89.36%

Compliance Zone Total Responses

Non-compliant, Non-
exempted 

Responses
Compliance 
Percentage

Exclusive Emergency Ambulance Provider
Contract Compliance

American Medical Response

March 1, 2008 through March 30, 2008
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Fines and Penalties Report
April 2008

Weekly Unit Hour Staffing Report

Response Time Analysis By Population Density
All Responses

*Non-dedicated ambulances may be used for both emergency and non-emergency responses.

Zone C 504 504 504
Total 3024 3468 3468

Total 4,025 225 94.41%

Rural 17:29
Wilderness 29:29 25 1

3,582

14 0 100.00%
3

94.33%
81.25%

215

177 7 96.05% 151
96.00%

3,795 94.33%

98.01%

203
Suburban 9:29 71 10 85.92% 48 9
Urban  7:29 3,752 207 94.48%

March 2008 April 2008

Population Density & 
Response Time Standard

Number of 
Responses

Number of 
Non-

Compliant 
Responses

Percent 
Compliant

Number of 
Responses

Number of 
Non-

Compliant 
Responses

Percent 
Compliant

Zone B 1848 1860 1860
Zone B *non dedicated 0 432 432

RFP March 2008 April 2008
Zone A 672 672 672

Other minor breach $0 $0
Totals $25,100 $19,220

Failure to respond $0 $0
Failure to submit documentation at hospital $0 $0

Preventable mechanical failure $0 $0
Failure to meet staffing and clinical standards $0 $0

Late response minutes $5,100 $4,220
Failure to provide data $0 $0

$15,000
Type of Penalty March 2008

Out of compliance response districts $20,000
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Detailed Response Time Analysis
March 2008

Compliance Area

All Wilderness 
Compliance Areas 25 0:13 37:43 11:48 8:25 20:38

9:56
All Rural Compliance 
Areas 173 0:02 34:59 8:09 5:36 13:50

All Suburban Compliance 
Areas 71

0:00 20:07

2:51

2:144:18

0:03 13:26 6:24

6:56
All Urban Compliance 
Areas 3,631

20:38
SJ ZONE C-3 WILDERNESS 1 13:03 13:03 13:03 0:00 13:03
SJ ZONE C-2 WILDERNESS 24 8:360:13 37:43 11:45

SJ ZONE C-3 RURAL 64 0:02 16:07 5:25 5:04 11:55

6:39
SJ ZONE C-2 RURAL 23 0:49 34:59 11:24 6:23 16:23
SJ ZONE C-1 RURAL 1

0:14 21:20
0:00
5:209:06

6:39 6:39 6:39
20:45

SJ ZONE B-4 RURAL 9 5:16 24:42 13:08 5:37 24:42
SJ ZONE B-5 RURAL 16

6:10
SJ ZONE B-3 RURAL 11 4:39 12:50 9:18 2:32 12:12
SJ ZONE B-2 RURAL 1

0:05 15:09
0:00
3:398:05

6:10 6:10 6:10
12:30

SJ ZONE A-2 RURAL 23 0:04 19:23 9:35 5:25 16:24
SJ ZONE A-3 RURAL 25

13:05SJ ZONE C-3 SUBURBAN 8
3:12 4:29

2:33
0:323:52

4:14 13:05 7:12
4:29

SJ ZONE C-1 SUBURBAN 11 0:03 13:26 4:28 3:29 7:45
SJ ZONE C-2 SUBURBAN 3

10:54
SJ ZONE B-5 SUBURBAN 6 3:50 9:00 5:26 1:52 9:00
SJ ZONE B-4 SUBURBAN 14

3:34 11:08
3:29
2:117:09

0:49 12:37 7:01
10:39

SJ ZONE A-2 SUBURBAN 13 4:53 9:47 6:58 1:41 9:44
SJ ZONE A-3 SUBURBAN 16

5:18SJ ZONE C-3 URBAN 8 1:33
1:255:31

0:05 5:18 3:41
7:37

SJ ZONE C-1 URBAN 277 0:03 17:32 3:55 2:10 6:21
4 3:43

8:21
SJ ZONE B-5 URBAN 87 0:00 11:40 5:16 2:34 8:53
SJ ZONE B-4 URBAN 5:210:03 14:31

SJ ZONE C-2 URBAN 7:37

2:26

SJ ZONE B-2 URBAN 1,403 0:03 14:42

107
SJ ZONE B-3 URBAN 0

4:16 2:08 6:47
2:20 7:04

SJ ZONE A-2 URBAN 0:08 10:16 5:30

1,247 0:00 20:07
7:05
4:18

11:33SJ ZONE A-3 URBAN 17 2:01 13:19

SJ ZONE A-1 URBAN 0:04 10:16 3:52 1:55424

3:05
SJ ZONE B-1 URBAN

Responses

1:59 7:59

Response Time 
Interval 

Minimum

Response Time 
Interval 

Maximum
Response Time 
Interval Mean

Standard 
Deviation

Response 
Time 

Interval 
90th 

Percentile
6:16

57
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Detailed Response Time Analysis
April 2008

17:2110:59

All Rural Compliance 
Areas 149
All Wilderness 
Compliance Areas 14 0:08 18:20 5:21

6:45 3:41 11:27

0:02 19:25 8:49 16:42 16:42

All Urban Compliance 
Areas 3,580 0:00 15:33
All Suburban Compliance 
Areas 48 0:07 17:50

14:31 12:072 9:44
10:48 5:41

2:12 6:524:15

2:24 14:31
SJ ZONE C-2 WILDERNESS 12 0:08 18:20 17:21
SJ ZONE C-3 WILDERNESS

13:28
16:49 10:50

0:02 19:17 5:59SJ ZONE C-3 RURAL 46
24 6:27SJ ZONE C-2 RURAL

5:24
2:31 14:29

SJ ZONE C-1 RURAL 1 5:24 5:24 5:24 0:00 5:24
8:41 2:45 12:32

SJ ZONE B-4 RURAL 8
SJ ZONE B-5 RURAL 8 4:35 12:32

4:41 19:25 13:15 19:25
10 0:02 18:14 6:57

5:37
5:05 11:33SJ ZONE B-3 RURAL

SJ ZONE B-2 RURAL 0

17:27
SJ ZONE A-3 RURAL 21 0:03 16:42 9:55 3:57 14:42
SJ ZONE A-2 RURAL 31 5:030:08 19:22 10:17

SJ ZONE C-3 SUBURBAN 2 6:33 7:36 7:04 0:32 7:36

17:50
SJ ZONE C-2 SUBURBAN 2 5:26 9:18 7:22 1:56 9:18
SJ ZONE C-1 SUBURBAN 9

1:35 6:42
4:47
1:394:18

0:07 17:50 5:00
6:42

SJ ZONE B-4 SUBURBAN 14 0:08 13:59 6:52 4:29 12:31
SJ ZONE B-5 SUBURBAN 6

10:09
SJ ZONE A-3 SUBURBAN 1 9:06 9:06 9:06 0:00 9:06
SJ ZONE A-2 SUBURBAN 14 1:215:47 11:27 8:32

SJ ZONE C-3 URBAN 8 3:24 7:09 4:53 1:05 7:09

6:27
SJ ZONE C-2 URBAN 6 4:16 6:31 5:26 0:54 6:31
SJ ZONE C-1 URBAN 268

0:02 11:12
1:58
2:465:05

0:00 9:36 3:37
8:22

SJ ZONE B-4 URBAN 112 0:03 13:10 5:19 2:16 8:09
SJ ZONE B-5 URBAN 85

6:48
SJ ZONE B-3 URBAN 0
SJ ZONE B-2 URBAN 1,391

0:00 15:33
2:09
2:124:12

0:02 13:40 4:18
6:48

SJ ZONE A-3 URBAN 24 0:59 10:14 5:18 2:25 9:03
SJ ZONE B-1 URBAN 1,249

6:17
SJ ZONE A-2 URBAN 59 0:21 12:53 6:03 2:04 8:29
SJ ZONE A-1 URBAN 378

Response Time 
Interval 

Minimum

Response Time 
Interval 

Maximum
2:06

Standard 
Deviation

Response Time 
Interval Mean

0:04 14:13 3:51

Response 
Time 

Interval 
90th 

PercentileCompliance Area Responses
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Exemption Request Report
March 2008

03/31/2008 8040237 B-4 Poor location information from CHP Exempt
Exempt

03/30/2008 8039817 A-2 Corrected by AVL Exempt

03/31/2008 8040226 A-2 Corrected by AVL
Exempt

03/28/2008 8039114 B-5 Train Exempt

03/30/2008 8039910 B-2 Poor location information from SFD

Exempt

03/07/2008 8030095 B-1 Units delayed at hospitals

03/29/2008 8039455 B-5 Poor location information from CHP

Exempt

Exempt03/07/2008 8030116 B-2 Units delayed at hospitals

B-2 Units delayed at hospitals

03/06/2008 8029280 B-2 Train
03/05/2008 8029074 A-1 Poor location information from SFD

Exempt
03/04/2008 8028687 B-1 Units delayed at hospitals Exempt
03/03/2008 8028346

A-2 Corrected by AVL
03/03/2008 8028022 B-2 Poor location information from SFD
03/03/2008 8028242

Date Incident Number Zone Type of Exemption Requested
EMS Agency 

Action

Exempt

Exempt

Exempt

Exempt

Exempt
Exempt

Exempt
Exempt

B-2 Traffic secondary to accident
03/10/2008 8031460 Not Exempt
03/09/2008 8030634

B-1 Not exempt dispatcher error
Not Exempt
Exempt03/11/2008 Corrected by AVL8031632 B-5

03/11/2008 8031583 A-1 Downgrade to code 2 

Exempt
03/12/2008 8032379 A-1 Train
03/11/2008 8031908 C-2 Corrected by AVL

Exempt
03/16/2008 8033950 B-4 Units delayed at hospitals
03/12/2008 8032421 B-2 Units delayed at hospitals

Exempt

03/17/2008 8034402 B-1 Units delayed at hospitals Not Exempt
03/18/2008 8034923 A-2 Units delayed at hospitals

Not Exempt

03/18/2008 8035039 B-1 Units delayed at hospitals Exempt
03/19/2008 8035153 B-1 Poor location information from SFD

Exempt

03/22/2008 8036414 B-5 Poor location information from SFD Exempt
03/24/2008 8037503 C-1 Poor location information from RP

Not Exempt

03/25/2008 8037836 B-1 Road construction Exempt
03/25/2008 8037872 B-1 Road construction
03/26/2008 8038259 B-5 Train Exempt
03/27/2008 8038789 B-4 MCI in progress
03/27/2008 8038851 B-2 Units delayed at hospitals Exempt
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Exemption Request Report
April 2008

04/16/2008 8047013 C-3 Poor location information from PSAP Exempt

Corrected by AVL Exempt
04/15/2008 8046598 B-3 Corrected by AVL Exempt
04/14/2008 8046134 B-5

Not exempt dispatcher error Not Exempt
04/13/2008 8045824 A-2 Corrected by AVL Exempt

B-2
04/11/2008 8044984
04/13/2008 8045647

Units delayed at hospitals04/15/2008 8046763 B-1

B-2

Exempt

B-4 Corrected by AVL

Exempt
Exempt

Exempt
Not Exempt

B-2
Not exempt driver discretion

Ambulance came across another accident

04/07/2008 8043046

B-4 Poor location information from PSAP
04/09/2008 8044201 Units delayed at hospitals
04/09/2008 8043899

Poor location information from PSAP

Exempt
04/05/2008 8042517 B-4 Corrected by AVL Exempt
04/03/2008 8041706 B-2

Corrected by AVL

Exempt
04/03/2008 8041637 B-2 Ambulance came across another accident Exempt
04/03/2008 8041342 B-1

Exempt
04/02/2008 8041178 B-4 Corrected by AVL Exempt
04/01/2008 8040837 B-5

Date Incident Number Zone Type of Exemption Requested
EMS Agency 

Action

Exempt

Exempt

04/17/2008 8047792 B-1 Units delayed at hospitals

Not Exempt

04/20/2008 8048747 B-4 Road construction Exempt
04/21/2008 8049412 A-2 Poor location information from RP

Exempt

04/26/2008 8051198 B-5 Poor location information from PSAP Exempt
04/29/2008 8052536 B-2 Not exempt avoidable train delay

Not Exempt

04/29/2008 8052656 B-4 Units delayed at hospitals Exempt
04/29/2008 8052774 A-3 Corrected by AVL
04/30/2008 8053032 B-2 Poor location information from PSAP
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Contract 1 Year Cumulative Performance Summary

May 07 Jun 07 Jul 07 Aug 07 Sep 07 Oct 07 Nov 07 Dec 07 Jan 08 Feb 08 Mar 08 Apr 08
98% 98% 100% 99% 98% 98% 98% 98% 97% 96% 98% 97%
83% 88% 85% 89% 89% 88% 92% 89% 85% 90% 89% 81%
82% 90% 91% 83% 87% 85% 86% 88% 89% 84% 83% 91%
95% 95% 94% 94% 95% 95% 94% 95% 94% 93% 94% 95%
95% 94% 95% 95% 94% 95% 94% 95% 94% 93% 95% 95%
88% 100% 87% 100% 95% 100% 100% 87% 100% 95% 100% 100%
92% 84% 90% 94% 86% 92% 93% 88% 86% 78% 85% 85%
86% 90% 84% 83% 83% 84% 83% 76% 87% 82% 88% 88%

100% 98% 94% 96% 96% 95% 96% 96% 97% 98% 97% 97%
95% 93% 90% 100% 96% 92% 98% 95% 98% 92% 94% 100%
98% 98% 95% 97% 97% 99% 97% 98% 99% 98% 99% 100%
95% 94% 94% 95% 94% 95% 94% 94% 94% 93% 94% 94%

Failure to Provide Data

Mechanical Report

Community Service Report

Preventable
N/A
Event Type Date

Event Type

April 2008
n/a

C-2 95.1%

Event Type
N/A

C-3 97.9%

See Appendix A.

B-5 84.5%
C-1 96.6%

All Zones 94.2%

March 2008
n/a

B-1 94.4%
B-2 94.6%
B-3 95.3%
B-4 87.5%

A-2 87.4%
A-3 86.4%

Response Time Compliance
Zone

y
Average

A-1 97.9%
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