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PURPOSE:  
  

To establish minimum 911 ground ambulance dispatch requirements. 
 
AUTHORITY:   

 
A. HSC, Division 2.5, Chapter 4, Article 1, § 1797.223. 

 
B. CCR, Title 22, Division 9, Chapter 4. 

 
C. GC, Title 5, Division 2, Part 1, Chapter 1, Article 6, § 53110. 

 
POLICY: 
 

A. A public agency shall not delegate, assign, or enter into a contract for 911 call 
processing services for the dispatch of emergency response resources except if the 
delegation or assignment is to, or the contract or agreement is with, another public 
agency. 
 

B. If applicable, a public safety agency that provides 911 call processing services for 
emergency medical response shall make a connection available from the public 
safety agency dispatch center to an emergency medical services (EMS) provider’s 
dispatch center for the timely transmission of emergency response information. 

 
1. For purposes of this policy, “connection” means either a direct computer aided 

dispatch (CAD) to CAD link, where permissible under law, between the public 
safety agency and an EMS provider or an indirect connection, including, but not 
limited to, a ring-down line, intercom, radio, or other electronic means for timely 
notification of caller data and the location of the emergency response.  

 
2. A public safety agency shall be entitled to recover from an EMS provider the 

actual costs incurred in establishing and maintaining this connection. 
 

3. An EMS provider that elects not to use this connection shall be dispatched by the 
appropriate public safety agency and charged a rate negotiated by the parties.  
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C. Any dispatch center (including non-emergency providers) receiving a request for 
emergency medical assistance from any member of the public, either through the 
911 system or a non-emergency number, shall promptly notify the applicable 
dispatch center for the first responder and/or 911 ambulance provider of the call. 

 
D. All 911 ambulance providers shall operate their own dispatch center, contract with 

an existing dispatch center, or join with other providers to operate a dispatch center. 
If a 911 ambulance provider utilizes dispatch services provided by another 
organization, it must have a written contract for those services. 

 
E. All 911 ambulance providers shall maintain dispatch services necessary to receive 

and respond to requests for emergency ambulance services. The 911 ambulance 
provider’s dispatch center shall: 

 
1. Receive calls for emergency medical assistance from applicable public safety 

answering points (PSAPs) and non-emergency telephone lines. 
 

2. Identify and dispatch the closest available 911 ambulance to the scene of the 
emergency in accordance with current EOA and non-EOA agreements/permits. 

 
3. Only dispatch the number of ambulances appropriate for the type of incident or 

as requested by the Incident Commander (IC). 
 

4. Notify responding personnel and agencies of pertinent incident information. 
 

5. Monitor and track responding resources. 
 

6. Coordinate with law enforcement, first responders and other EMS providers. 
 

7. Provide required dispatch data to S-SV EMS. 
 

F. To maintain the integrity of EOA’s within the S-SV EMS region, the exclusive 911 
ambulance provider for the service area where the call is located shall be dispatched 
to all emergency medical incidents within that service area, unless a closer 
authorized provider is requested through automatic/mutual aid.    

 
G. If the dispatch center utilizes an S-SV EMS approved MPDS, the dispatcher shall 

follow the protocols associated with that system. 
 

H. Ambulances shall not at any time proceed at a level of response other than as 
directed by the applicable PSAP or ambulance provider dispatch center.   

 
I. 911 ambulance providers shall have a written policy and shall make all reasonable 

efforts to immediately notify the jurisdictional PSAP, if applicable, of the location from 
where the ambulance is responding from.  
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J. The dispatch center shall be staffed with sufficient properly trained personnel to 
accomplish all applicable dispatch functions.  

 
K. A computer-aided dispatch (CAD) system shall be utilized to record dispatch 

information for all 911 ambulance requests. CAD system information shall include a 
minimum of caller, incident date, incident location, assigned unit ID, reason for 
cancellation (if applicable), and all appropriate incident times (hours, minutes, and 
seconds). 

 
L. The dispatch center shall have capabilities for 24-hour real time recordings of all 

emergency telephone lines and radio frequencies. All radio and telephone 
communications shall be recorded on tape or other digital recording medium and 
maintained for a minimum of 90 days. 

 
M. 911 ambulance providers shall have a plan to provide ambulance dispatch services 

during any period of primary dispatch failure. The plan shall ensure that an 
equivalent dispatch center or dispatch system is able to serve as a backup within 
five (5) minutes of failure of the primary dispatch center. 


