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GREATER TORONTO AREA 
CENTRAL AMBULANCE COMMUNICATION CENTRE 

CONSULTANT REPORT 
 

The Community and Health Services Committee recommends the adoption of the 
recommendation contained in the following report dated May 31, 2010, from the 
Commissioner of Community and Health Services. 
 

 
1. RECOMMENDATION 

 
It is recommended that this report be received for information. 
 
 

2. PURPOSE 
 
This report provides Council with an update respecting the Greater Toronto Area Central 
Ambulance Communication Centre Consultant Report (see Attachment 1- Executive 
Summary) initiated by the Regions of York, Peel, Durham, and Halton, and the County of 
Simcoe. 
 
 

3. BACKGROUND  
 
Five Greater Toronto Area (GTA) municipalities partnered to review the 
current performance of the provincial Emergency Medical Services 
dispatch system and make recommendations for improved system 
efficiencies 
 
The Greater Toronto Area Central Ambulance Communication Centre Review was 
initiated by the Regions of York, Peel, Durham and Halton, and the County of Simcoe in 
2009. The review was based on concerns with Ontario’s ambulance communication 
centres meeting common industry performance benchmarks and concerns with the 
technology being used. As such, it was questionable as to whether the current system was 
capable of meeting the growing needs of the GTA Emergency Medical Services (EMS) 
group in the delivery of land ambulance services. 
 
The partner municipalities selected POMAX Public Safety, an Ontario firm which 
specializes in supporting government and public entities at all levels. Their specialty is in 
public safety operations and communications including organizational analysis, 
consolidation, implementation, staffing, technology, planning, and project management.  
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The review was focused to assess current, and recommend future, dispatch and 
communications operating models, technology, and governance to meet program 
management and delivery requirements of the local municipalities. Further, the review 
also assessed and recommended organizational functions and structures through: 
 
• Research 
• Discovering and assessing best practices 
• Examining existing data and reports 
 
A review of industry best practices and financial analysis formed the core 
of the consultant report deliverables 
 
The primary deliverables of the consultant report were to: 
 
• Recommend, with rationale, the most appropriate dispatch/communications program 

to meet current and future requirements of the GTA EMS group. 
• Assess and recommend governance, organizational, and managerial structures. 
• Present a detailed comparative analysis and implications associated with the findings 

of the investigations. 
• Present a detailed cost analysis and outline the implications associated with the 

findings and recommendations. 
• Develop a conceptual technology model to support an enhanced computer-aided 

dispatch configuration/program to support all functional areas within the Central 
Ambulance Communication Centre and land ambulance services. 

 
Partner municipalities have provided progress updates to their respective 
Council 
 
The Region of Durham plans to present their Council with the consultant report findings 
in June 2010. The other partnering municipalities have provided verbal updates on the 
progress to their respective Council with plans of a formal presentation in the fall 2010. 
 
 

4. ANALYSIS AND OPTIONS 
 
The completed consultant report presents a series of recommendations 
towards achieving improved operational efficiencies and cost avoidance 
 
The consultant report identified key areas that could be optimized with implementing 
new practices and technology. This would result in improved response time performance, 
and maximize resource utilization while achieving current and future cost avoidance. 
The consultant report recommended that the Regions of York, Peel, Durham, Halton and 
the County of Simcoe: 
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1. Immediately take whatever steps may be necessary to convince the Province that 
governance and operational responsibility for land ambulance dispatch services in the 
GTA should be transferred to the municipalities. And further, that the Province 
should assume a legislative, regulatory, and continued funding role only. The 
Ministry of Health and Long-Term Care (the Ministry) currently provides 100% of 
operating costs to non-ministry dispatch centres in the province. 

 
2. Adopt a ‘Single GTA Dispatch’ center model with mutual backup and redundant 

services with Toronto Emergency Medical Services Dispatch. However, there could 
be reasons, that are not purely financial, for municipalities to contemplate other 
options, such as a consolidation into two centres, or an integrated model in which 
every municipality would have its own centre. The ‘Single GTA Dispatch’ model 
should be the primary option, based on operational and financial efficiencies while 
the integrated model should be the lowest on the list of considered models. 
 

3. Implement a shared governance and responsibility amongst the five municipalities as 
detailed within the consultant report. 
 

4. Adopt all the technical systems and operational programs detailed in the consultant 
report, including a business intelligence and information system program that 
provides up-to-the-moment dispatch and fleet responder information to managers and 
dispatchers so that response resources can be adjusted as required and efficiencies and 
productivity achieved. 
 

5. Adopt either the Medical Priority Dispatch System or Criteria-Based Dispatch as a 
call taking and prioritization tool to replace the Province’s Dispatch Priority Card 
Index II. 

 
Limitations identified respecting the implementation of new Response Time 
Performance Plan requirements would be resolved 
 
Limitations have been identified with the current call prioritization system and resulting 
mismatches with the actual patient acuity, as well as in the completeness of the available 
response data to permit a comprehensive data analysis of current performance. Given that 
new response time parameters will be introduced without any changes being made to the 
current dispatch process, the opportunities to advance response time improvements are 
limited. The recommendations provided in the consultant report could resolve these 
limitations leading to accurate call prioritization, valid and timely access to robust data 
and support advancing response time improvements. Further analysis, however, would be 
required. 
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Regional Chairs and Warden have engaged the Minister of Health and 
Long-Term Care regarding the consultant report recommendations 
 
In January 2010, the Regional Chairs and Warden, Chief Administrative Officers and 
Paramedic Service Chiefs/Directors met with the consultants to review the consultant 
report findings and develop a unified strategy to move the consultant report 
recommendations forward. Subsequently, the Chairs and Warden wrote to Minister Deb 
Matthews in February 2010, stressing the importance of introducing a model based on the 
consultant report recommendations that is efficient, cost-effective and increases 
productivity.  
 
EMS Chief/Directors are pursuing discussion with Ministry staff  
 
In April, 2010, the EMS Chiefs/Directors group wrote the Director of the Emergency 
Health Services Branch of the Ministry requesting an opportunity to present the 
consultant report in order to determine a path forward for improved ambulance services 
in the GTA. Staff will report back on the outcomes of these discussions. 
 
 

5. FINANCIAL IMPLICATIONS 
 
There are no financial implications associated with this report. 
 
 

6. LOCAL MUNICIPAL IMPACT 
 
The implementation of the recommendations provided in the consultant report will lead 
to improved service delivery and financial efficiencies to all local municipalities. 
 
 

7. CONCLUSION 
 
The completed Greater Toronto Area Central Ambulance Communication Centre 
consultant report has identified a number of recommendations that would result in 
significantly improved operational efficiencies coupled with financial savings. Staff will 
continue to work with the Ministry towards developing the framework to implement the 
consultant report recommendations. Updates on the progress of this initiative will be 
brought back to Council in subsequent committee reports. 
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For more information on this report, please contact Norm Barrette, General Manager, 
Emergency Medical Services, at extension 4709. 
 
The Senior Management Group has reviewed this report. 

 
(The attachment referred to in this clause was included in the agenda for the June 9, 2010 
Committee meeting.) 
 


































