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Memorandum 
 
 
TO:  Board of Supervisors 
  All Interested Parties  
 
FROM: Dan Burch, EMS Administrator 
 
DATE:  August 11, 2008 
 
SUBJECT: Emergency Medical Services (EMS) Agency Report on the Exclusive 

Emergency Ambulance Provider Contract Compliance for American Medical 
Response (AMR) for May and June 2008. 

 
The EMS Agency Report on the Exclusive Emergency Ambulance Provider Contract 
Compliance for AMR for the months of May and June 2008 is the start of the third year of the 
emergency ambulance service agreement and represents the thirteenth opportunity to report 
on AMR’s performance.  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, 
93.15% for May and 93.29% 
for June.   

Although AMR’s overall 
response time performance 
exceeds standards, AMR 
continues to under perform 
in the lower call volume sub-
zones of A2, A3, B4, and B5.  

The EMS Agency notified AMR that action is required to bring these areas into compliance.  

AMR's Combined Response Time Performance
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The complete compliance report for May and June 2008 may be viewed on the EMS 
Agency’s website: www.sjgov.org/ems. 

http://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 3,874 260 93.29%

SJC Zone    C-2 51 0 100.00%
SJC Zone    C-3 51 1 98.04%

SJC Zone    B-5 127 26 79.53%
SJC Zone    C-1 275 4 98.55%

SJC Zone    B-3 11 0 100.00%
SJC Zone    B-4 134 28 79.10%

SJC Zone    B-1 1,235 73 94.09%
SJC Zone    B-2 1,452 105 92.77%

SJC Zone    A-2 109 9 91.74%
SJC Zone    A-3 62 7 88.71%

June 1, 2008 through June 30, 2008

Compliance Zone Total Responses

Non-compliant, Non-
exempted 

Responses
Compliance 
Percentage

SJC Zone    A-1 367 7 98.09%

SJC Zone    C-3 71 1 98.59%
All Zones Combined 3,927 269 93.15%

SJC Zone    C-1 284 9 96.83%
SJC Zone    C-2 57 2 96.49%

SJC Zone    B-4 166 25 84.94%
SJC Zone    B-5 90 14 84.44%

SJC Zone    B-2 1,445 103 92.87%
SJC Zone    B-3 7 0 100.00%

SJC Zone    A-3 47 10 78.72%
SJC Zone    B-1 1,250 86 93.12%

SJC Zone    A-1 403 12 97.02%
SJC Zone    A-2 107 7 93.46%

Compliance Zone Total Responses

Non-compliant, Non-
exempted 

Responses
Compliance 
Percentage

Exclusive Emergency Ambulance Provider
Contract Compliance

American Medical Response

May 1, 2008 through May 30, 2008
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Fines and Penalties Report
June 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 3,024 3,468 3,468

Total 4,058 279 93.12%

Rural 17:29
Wilderness 29:29 6 0

3,626

11 0 100.00%
3

93.22%
79.63%

260

181 3 98.34% 183
100.00%

3,874 93.29%

98.36%

246
Suburban 9:29 49 6 87.76% 54 11
Urban  7:29 3,822 270 92.94%

May 2008 June 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 1,848 1,860 1,860
Zone B *non dedicated 0 432 432

RFP May 2008 June 2008
Zone A 672 672 672

Other minor breach $0 $0
Totals $21,540 $20,460

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 $6,540 $5,460
Failure to provide data $0 $0

$15,000
Type of Penalty May 2008

Out of compliance response districts $15,000
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Detailed Response Time Analysis
May 2008

Compliance Area

All Wilderness 
Compliance Areas 6 5:32 38:26 16:31 10:26 38:26

12:46
All Rural Compliance 
Areas 177 0:03 27:38 8:18 5:04 13:57

All Suburban Compliance 
Areas 48

0:00 19:52

3:50

2:224:24

0:03 19:57 7:20

7:12
All Urban Compliance 
Areas 3,693

17:11
SJ ZONE C-3 WILDERNESS 1 38:26 38:26 38:26 0:00 38:26
SJ ZONE C-2 WILDERNESS 5 3:545:32 17:11 12:08

SJ ZONE C-3 RURAL 62 0:03 15:58 5:42 4:55 11:45
SJ ZONE C-2 RURAL 36 0:06 27:38 9:52 4:35 12:35
SJ ZONE C-1 RURAL 0

0:07 19:54 6:579:54 19:54
SJ ZONE B-4 RURAL 10 2:34 16:26 8:54 3:36 10:50
SJ ZONE B-5 RURAL 7

7:36
SJ ZONE B-3 RURAL 7 2:19 13:09 8:22 3:48 13:09
SJ ZONE B-2 RURAL 1

0:09 23:55
0:00
4:098:47

7:36 7:36 7:36
11:50

SJ ZONE A-2 RURAL 28 1:08 19:21 11:01 4:20 16:54
SJ ZONE A-3 RURAL 26

9:44SJ ZONE C-3 SUBURBAN 4
5:16 6:34

2:06
0:305:57

4:10 9:44 6:43
6:34

SJ ZONE C-1 SUBURBAN 8 3:12 10:28 5:11 2:07 10:28
SJ ZONE C-2 SUBURBAN 4

16:36
SJ ZONE B-5 SUBURBAN 3 3:46 8:51 6:03 2:06 8:51
SJ ZONE B-4 SUBURBAN 14

4:10 15:18
5:35
3:398:41

0:03 19:57 8:32
15:18

SJ ZONE A-2 SUBURBAN 7 6:46 9:05 7:32 0:53 9:05
SJ ZONE A-3 SUBURBAN 8

5:58SJ ZONE C-3 URBAN 4 0:57
1:176:31

3:25 5:58 4:53
8:26

SJ ZONE C-1 URBAN 275 0:03 14:51 3:44 1:56 6:01
12 4:23

8:22
SJ ZONE B-5 URBAN 80 0:04 19:52 5:10 3:44 9:25
SJ ZONE B-4 URBAN 5:340:03 11:58

SJ ZONE C-2 URBAN 8:57

2:21

SJ ZONE B-2 URBAN 1,444 0:00 16:41

142
SJ ZONE B-3 URBAN 0

4:29 2:14 7:13
2:23 7:08

SJ ZONE A-2 URBAN 0:05 11:33 4:55

1,248 0:00 18:03
8:24
4:21

11:39SJ ZONE A-3 URBAN 13 2:51 15:38

SJ ZONE A-1 URBAN 0:00 18:25 3:47 2:14403

2:56
SJ ZONE B-1 URBAN

Responses

2:10 7:20

Response Time 
Interval 

Minimum

Response Time 
Interval 

Maximum
Response Time 
Interval Mean

Standard 
Deviation

Response 
Time 

Interval 
90th 

Percentile
5:59

72
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Detailed Response Time Analysis
June 2008

16:539:57

All Rural Compliance 
Areas 182
All Wilderness 
Compliance Areas 11 0:53 20:58 5:54

7:09 3:42 11:10

0:03 23:05 8:44 15:27 15:27

All Urban Compliance 
Areas 3,623 0:00 17:02
All Suburban Compliance 
Areas 54 0:05 21:23

10:21 10:211 10:21
9:54 6:12

2:16 7:054:23

0:00 10:21
SJ ZONE C-2 WILDERNESS 10 0:53 20:58 16:53
SJ ZONE C-3 WILDERNESS

12:31
17:25 9:33

0:03 14:51 4:35SJ ZONE C-3 RURAL 39
34 0:05SJ ZONE C-2 RURAL

5:22
3:38 13:04

SJ ZONE C-1 RURAL 4 0:27 5:03 3:24 1:46 5:03
10:17 3:26 11:45

SJ ZONE B-4 RURAL 11
SJ ZONE B-5 RURAL 11 7:29 20:18

0:03 16:17 8:19 16:04
10 0:05 11:39 5:56

5:07
3:45 10:41

11:11 2:42 15:24
SJ ZONE B-3 RURAL
SJ ZONE B-2 RURAL 4 7:58 15:24

16:52
SJ ZONE A-3 RURAL 32 5:47 20:15 10:31 3:00 15:22
SJ ZONE A-2 RURAL 37 4:390:06 23:05 11:34

SJ ZONE C-3 SUBURBAN 6 0:05 9:31 5:54 3:05 9:31

9:21
SJ ZONE C-2 SUBURBAN 2 4:31 4:37 4:34 0:03 4:37
SJ ZONE C-1 SUBURBAN 6

4:32 8:52
2:02
1:376:56

3:41 9:21 5:40
8:52

SJ ZONE B-4 SUBURBAN 14 0:37 21:23 9:02 4:48 12:17
SJ ZONE B-5 SUBURBAN 5

11:33
SJ ZONE A-3 SUBURBAN 10 3:05 10:24 7:37 2:05 9:13
SJ ZONE A-2 SUBURBAN 11 4:030:05 13:55 6:24

SJ ZONE C-3 URBAN 5 3:27 5:43 4:52 0:49 5:43

5:52
SJ ZONE C-2 URBAN 5 3:44 7:02 5:29 1:09 7:02
SJ ZONE C-1 URBAN 265

0:04 12:45
1:47
2:575:22

0:00 9:55 3:42
8:52

SJ ZONE B-4 URBAN 109 0:02 11:05 5:22 2:22 8:47
SJ ZONE B-5 URBAN 110

7:10
SJ ZONE B-3 URBAN 0
SJ ZONE B-2 URBAN 1,447

0:00 17:02
2:11
2:194:22

0:03 12:20 4:29
6:58

SJ ZONE A-3 URBAN 20 1:03 14:16 6:05 3:03 9:44
SJ ZONE B-1 URBAN 1,234

5:58
SJ ZONE A-2 URBAN 61 0:10 11:48 5:29 2:06 7:48
SJ ZONE A-1 URBAN 367

Response Time 
Interval 

Minimum

Response Time 
Interval 

Maximum
1:56

Standard 
Deviation

Response Time 
Interval Mean

0:00 9:00 3:36

Response 
Time 

Interval 
90th 

PercentileCompliance Area Responses
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Exemption Request Report
May 2008

Exempt
Exempt

05/31/2008 8066881 B-1 Incorrect response code from SFD

ExemptTrainB-28066454
Corrected by AVL

05/30/2008
05/31/2008 8066809 B-4 Poor location information from caller

Corrected by AVL

Exempt
05/28/2008 8065404 B-4 Corrected by AVL Exempt
05/30/2008 8066284 B-5

Corrected by AVL

Exempt
05/25/2008 8064172 B-1 Poor location information from caller Exempt
05/25/2008 8064352 B-1

Road construction

Exempt
05/22/2008 8063005 B-4 Corrected by AVL Exempt
05/23/2008 8063327 B-5

Road construction
Exempt

05/20/2008 8061952 C-2 Poor location information from caller Exempt

05/22/2008 8062970 B-2

B-5

Exempt

05/19/2008 8061680 B-2 Train Exempt

05/22/2008 8062932 B-4

Exempt

Exempt

05/04/2008 8054714 B-1 Poor location information from caller

05/20/2008 8061921 Corrected by AVL

Exempt05/04/2008 8054950 B-1 Ambulances delayed at hospitals

B-5 Corrected by AVL

05/03/2008 8054568 B-4 Corrected by AVL
05/03/2008 8054341 B-4 Train

Exempt
05/03/2008 8054288 B-2 Train Exempt
05/02/2008 8054105

B-2 Ambulances delayed at hospitals
05/01/2008 8053416 C-2 Poor location information from CHP
05/01/2008 8053684

Date Incident Number Zone Type of Exemption Requested
EMS Agency 

Action

Exempt

Exempt

Exempt

Exempt

Exempt
Exempt

Exempt
Exempt

B-2 Poor location information from CHP
05/08/2008 8056390 Exempt
05/05/2008 8055338

C-3 Off road location
Exempt
Exempt05/08/2008 Train8056650 B-1

05/08/2008 8056574 B-1 Corrected by AVL

Exempt
05/09/2008 8057111 B-2 Poor location information from SFD
05/09/2008 8056742 B-2 Train

Exempt
05/12/2008 8058031 B-4 Corrected by AVL
05/10/2008 8057377 B-2 Train

Exempt

05/12/2008 8058301 B-1 Ambulances delayed at hospitals Exempt
05/13/2008 8058465 B-2 Train

Exempt

05/15/2008 8059443 B-1 Corrected by AVL Exempt
05/15/2008 8059793 B-2 Train

Exempt

05/16/2008 8059850 B-2 Poor location information from SFD Exempt
05/16/2008 8060176 B-1 Ambulances delayed at hospitals

Exempt

05/16/2008 8060340 B-5 Ambulances delayed at hospitals Exempt
05/17/2008 8060553 B-4 Corrected by AVL
05/17/2008 8060777 B-4 Corrected by AVL Exempt
05/18/2008 8061300 B-1 Incorrect response code from SFD
05/19/2008 8061522 A-3 Poor location information from caller Exempt
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Exemption Request Report
June 2008

Exempt06/29/2008 8079630 B-2 Train

06/20/2008 8075704 B-2 Corrected by AVL Exempt

B-1

06/12/2008

Ambulances delayed at hospitals Exempt
06/14/2008 8072800 B-5 Ambulances delayed at hospitals Not Exempt
06/13/2008 8072613

B-5 Road construction Exempt
B-1 Poor location information from CHP

8071908
06/12/2008 8071973

Train06/17/2008 8074312 B-2

Road construction

06/13/2008 8072310

Exempt

B-2 Secondary traffic from another incident

Exempt
Exempt

Exempt
Exempt

B-1
Poor location information from SFD

Exempt

Train

06/10/2008 8071003

B-1
06/11/2008 8071724 Poor location information from caller
06/10/2008 8071153 B-2

Corrected by AVL

Exempt
06/09/2008 8070606 B-1 Ambulances delayed at hospitals Exempt
06/09/2008 8070418 B-2

Poor location information from CHP

Exempt
06/06/2008 8069279 B-2 Train Exempt
06/05/2008 8068747 B-5

Exempt
06/03/2008 8068140 B-1 Poor location information from CHP Exempt
06/02/2008 8067416 A-2

Date Incident Number Zone Type of Exemption Requested
EMS Agency 

Action

Exempt

Exempt

06/21/2008 8076062 B-1 Corrected by AVL

Not Exempt

06/22/2008 8076447 A-1 MCI in progress Not Exempt
06/22/2008 8076467 B-5 Corrected by AVL

Exempt

06/22/2008 8076514 B-4 Corrected by AVL Exempt
06/22/2008 8076552 B-1 Incorrect response code from SFD

Not Exempt

06/22/2008 8076625 A-2 Corrected by AVL Not Exempt
06/26/2008 8078233 B-2 Train
06/27/2008 8078910 B-5 Heavy traffic
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Contract 1 Year Cumulative Performance Summary

Jul 07 Aug 07 Sep 07 Oct 07 Nov 07 Dec 07 Jan 08 Feb 08 Mar 08 Apr 08 May 08 Jun 08
100% 99% 98% 98% 98% 98% 97% 96% 98% 97% 97% 98%

85% 89% 89% 88% 92% 89% 85% 90% 89% 81% 93% 92%
91% 83% 87% 85% 86% 88% 89% 84% 83% 91% 79% 89%
94% 94% 95% 95% 94% 95% 94% 93% 94% 95% 93% 94%
95% 95% 94% 95% 94% 95% 94% 93% 95% 95% 93% 93%
87% 100% 95% 100% 100% 87% 100% 95% 100% 100% 100% 100%
90% 94% 86% 92% 93% 88% 86% 78% 85% 84% 85% 79%
84% 83% 83% 84% 83% 76% 87% 82% 88% 88% 84% 80%
94% 96% 96% 95% 96% 96% 97% 98% 97% 97% 97% 99%
90% 100% 96% 92% 98% 95% 98% 92% 94% 100% 96% 100%
95% 97% 97% 99% 97% 98% 99% 98% 99% 100% 99% 98%
94% 95% 94% 95% 94% 94% 94% 93% 94% 94% 93% 93%

Failure to Provide Data

Mechanical Report

Community Service Report

Preventable
N/A
Event Type Date

Event Type

June 2008
0

C-2 95.8%

Event Type
N/A

C-3 97.9%

See Appendix A.

B-5 83.4%
C-1 96.5%

All Zones 94.0%

May 2008
0

B-1 94.1%
B-2 94.3%
B-3 95.8%
B-4 86.3%

A-2 88.4%
A-3 86.2%

Response Time Compliance
Zone

y
Average

A-1 97.9%
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