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Source Summary

Total Opportunities: 157

03.31.15-04.30.15              
1 Month Goal

03.31.15-04.30.15                    
1 Month Average

04.30.15 Goal 04.30.15 Actual

Percent Percent Percent Percent

Report Generated:  05/29/2015 Data Expires:  06/02/2015

Baseline, Goal, & Benchmark Continuous Improvement Summary

EMS Echo Level - Pickup to Dispatch - 60 Seconds
EMA/MetroSafe

KPI Owner:  Angela Downes Process:  Dispatch and Track Emergency Responders

Baseline: Sept '14 - 87% calls not w/in 60 sec Data Source: CAD Plan-Do-Check-Act Step 8: Monitor and diagnose

Measurement Method: The percent of Echo level calls not dispatched from 
911 dispatch to an EMS unit in 60 secondsGoal Source: Dept 

Management Team Why Measure: To ensure the most efficient and correct response possible 
to emergency calls

Goal: Do not exceed 60 seconds in the processing 
of Echo level calls 50% of the time

Benchmark: 100% dispatched within 60 seconds

How Are We Doing?

50% 84% 50% 100%

Benchmark Source: 
Priority Solutions

Next Improvement Step: Implement unified protocol in conjunction with 
CAD updgrade; continue to monitor root causes

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

03
.0

1.
15

03
.0

3.
15

03
.0

5.
15

03
.0

7.
15

03
.0

9.
15

03
.1

1.
15

03
.1

3.
15

03
.1

5.
15

03
.1

7.
15

03
.1

9.
15

03
.2

1.
15

03
.2

3.
15

03
.2

5.
15

03
.2

7.
15

03
.2

9.
15

03
.3

1.
15

04
.0

2.
15

04
.0

4.
15

04
.0

6.
15

04
.0

8.
15

04
.1

0.
15

04
.1

2.
15

04
.1

4.
15

04
.1

6.
15

04
.1

8.
15

04
.2

0.
15

04
.2

2.
15

04
.2

4.
15

04
.2

6.
15

04
.2

8.
15

04
.3

0.
15

Pe
rc

en
t 

EMS Echo Level - Pickup to Dispatch - 60 Seconds 

Data Median Goal Benchmark

38 

20 
17 16 

3 

39% 

21% 18% 16% 

3% 0%
10%
20%
30%
40%
50%
60%
70%
80%
90%
100%

0

5

10

15

20

25

30

35

40

Protocol Call Taker Error Caller Anxiety Radio Traffic Addressing

%
 o

f G
ra

nd
 To

ta
l 

Ca
lls

 fo
r S

er
vi

ce
  

(n
ot

 m
ee

tin
g 

st
an

da
rd

) 

4.1.15-4.30.15 Pareto Analysis 

Number Cumulative % Individual %
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