Information Guelpbh
Report P

Making a Difference

To County of Wellington Social Services Committee

From Stephen Dewar, Chief and General Manager, Guelph-Wellington
Paramedic Service

Date November 8, 2023

Subject Update on Response Times in Wellington County

Executive Summary

Purpose of Report

To provide an update to the Committee on response times in the Wellington
County Townships, measured as average and 90th percentile times to calls
identified in the 911 process as potentially life or limb-threatening.

Report

Guelph Wellington Paramedic Service’s performance is measured in part by
its response times to emergency calls, reported through a Provincially
mandated Response Time Performance Plan. Response times to emergency
calls are an important indicator for Paramedic Services. Patient outcomes
can be directly related to those times, and overall community satisfaction
and perception of the service delivered can also be affected by the time it
takes for an ambulance to arrive at the scene of an emergency.

The service’s performance in 2022, as measured by that plan, was reported
to the Committee in September of 2023. The RTPP measures the response
time of the service as a whole including the mix of urban and rural areas,
where rural areas often involve longer response times because of distances
between calls. The report is less helpful in determining performance in a
subsection of the response area.

In an attempt to provide a clear picture of responses in the Wellington
County Townships, performance can be measured and compared to past
performance by calculating the average and 90t percentile response times
to code 4 (life-threating or limb-threatening, lights and sirens) responses.
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The average response time provides a reasonable expectation of the
approximate response time for paramedics, and the measurement changes
more rapidly in response to changes implemented by the service. The 90t
percentile response time is a proxy for the longest response time. Itis a
standardized performance testing metric that measures the longest response
time but eliminates the highest 10%, from the perspective that those calls
will likely have a related circumstance such as a wrong address given or a
patient that could not initially be found.

Note that this data does not include responses to calls that are categorized
as ‘Code 3’ calls — described as urgent but not life-threatening and no lights
and sirens are used. An example of a Code 3 call would be for a patient with
ongoing abdominal pain in a long-term care facility.

These findings can be compared year-over-year, but are difficult to compare
to performance by other paramedic services in other areas. Other
municipalities do not publish these measures, and the performance would be
dependent on a comparable geography, road infrastructure, distance from a
hospital, and distance from an urban area.

The full data report is attached as Addendum 1. The data and the trends
illustrate issues that the service and the City have been attempting to
address for several years. The longest response times, both average and
90th, occur in the townships of Erin and Mapleton. Mapleton is challenging to
service within rapid response times because of the large geographic area
and low annual call volume. Erin Township is also a large area with a lower
call volume and a greater distance from any hospital so all patients
transported from the area remove paramedic resources from that area.

Guelph Wellington Paramedic Service has made several changes and added
staffing hours over the past several years, as approved by Guelph City
Council, to improve the response times overall and specifically in Erin and
Mapleton.

Enhancements have included an increase of 12 hours per day of ambulance
staffing in Erin in 2013, an increase of 3.5 hours per day to staffing at the
Mapleton area in 2015, an additional 12 hours per day of staffing in Erin in
2017 to allow 24-hour staffing per day, an additional 12 hours per day of
staffing in Centre Wellington in 2019 and 12 hours per day of staffing to
Mapleton in 2022 to allow 24-hour per day staffing. There were additional
staffing enhancements in the City of Guelph in 2018, 2020 and 2021, which
have an indirect impact on allowing other ambulances in rural areas to stay
in the rural areas. Similarly changes to staffing in a township impacts the
coverage and response times of neighbouring townships.

Page 2 of 6



Changes to the paramedic service deployment plan have also been
implemented to attempt to improve equity of coverage. The deployment
plan calls for the movement of ambulances when calls occur in other areas.
For example, where the ambulances stationed in Centre Wellington are
engaged in calls and not available, and an ambulance is available in Erin, the
available ambulance would be moved from Erin to Centre Wellington. The
reasoning behind this deployment plan is that there are approximately 2,000
calls per year in Centre Wellington compared to 650 calls per year in Erin so
the next call is more likely to occur in Centre Wellington. Changes to
deployment plans have been trialed in a limited fashion or tested through
computer modelling because of the potential for unintended consequences.

The enhancements and changes to deployment plans are depicted in the
chart below:

Average Response Time - Wellington Townships

17:17 +12 hrsfday +3.5 hrs/day +12 hrs/day + 12 hrs/day +12 hrsfday
Erin Mapleton Erin Centre \A.liellington Mapleton

10:05

08:38

07:12

05:46
2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023

e ity 0F GUEIDh - == County of Wellington Puslinch e E 111 s [V YLD

Centre Wellington 5 ue] ph-Eramosa — \|3 pleton e\ llington North

Page 3 of 6



The 90 percentile response time is less responsive to implemented
enhancements and changes, as these responses tend to occur during busy
periods when fewer ambulances are available.

90th Percentile Response Time - Wellington Townships
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It should be noted that the enhancements added to the service were
recommended based on the need to address increasing call volumes and
complexity of calls. Hospital offload delays and other pressures have
resulted in the service not meeting its overall targets. The increased
response times can be seen in the overall County results as well.

Response Time Targets

The response time targets for Guelph Wellington Paramedic Service are set

by the City of Guelph Council annually, as required by Provincial legislation.

Those targets are set for the coverage area as a whole, including Wellington
County. Attempting to achieve those targets requires the service to look at
improvements in all regions of the coverage area.

Paramedic Stations

A consultant’s report from 2016 recommended, in addition to staffing
enhancements, the relocation of paramedic stations as a strategy that could
directly and significantly reduce response times. Changes consistent with
that recommendation have not yet been implemented.
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In addition to those station recommendations, the City of Guelph has
recently completed a needs assessment of paramedic stations in the City of
Guelph and the County of Wellington. That assessment determined that
there are many deficiencies in amenities and space available to paramedic
staff, and that replacement of most of the paramedic stations is required.
The improvement in space and amenities can be expected to have an
indirect positive impact on paramedic response times.

Summary

Paramedic response times in more rural, lower call volume areas tend to be
longer than in urban areas. The City of Guelph, through Guelph Wellington
Paramedic Service, continues to monitor and make efforts to improve
response times across the coverage area to provide the best service possible
to the residents of the City and County of Wellington.

Respectfully Submitted by:

PN .

Stephen Dewar
General Manager / Chief
Guelph-Wellington Paramedic Service

519-822-1260 ext. 2805
Stephen.dewar@guelph.ca

This report was recommended by:

Colleen Clack-Bush

Deputy Chief Administrative Officer
Public Services, City of Guelph
519-822-1260 extension 2588

colleen.clack-bush@gquelph.ca
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Addendum 1 - Full Average and 90t Percentile Data

GUELPH WELLINGTON PARAMEDIC SERYICE
CODE 4 RESPONSE TIME TRENDS: 2017-2023

2012 | 20013 | 20014 | 20105 | 2006 | 2007 | 2008 | 2019 | 2020 | 2021 | 2022 | 2023
Jan-

Mumberof Code d calls| 10131 10674 11,305 12,755 1M.037| 15,728 B 16626 15506 17264 18045 11.073

Combined buerage Responze Timd OV:24( OV:10| 0733 OV:22| OV:23| O7F-11| O7-02| OV-02| O7-28| 07V-393| 08:08| 0749
Ak il 12:16| 1210 12:28| 12:14| 12:22| 12:53| 12:27| 12:07| 12:23| 12:36| 14:00( 13:18

Mumberof Coded calls| 6664|6336 7312 8133 3015 10135 10237 10.743] 3843 11052 1,251 .10

City of Guelph Byverage Fesponsze Timg  06:55| 06:53] 0725 0657| 0636 0632 0627 0651 OF00)  0643] 0653 D6da
Ak il 035 10:57 05 0:36(  10:03 001 0358 10:2d 10:05 10:00 10:532 10:06

Mumberof Coded calls| 3467 3678 3,333 4562 5022 55400 54874 54877 5663 6212 B.73d| 3963

County of Wellington | Average Responze Timg 03:05| 08:53| 03:03| 09:42| 09:47| 09:34( 093:23| 093:23| 09:30| 09:28| 1015 09:52
Atk rile 15:58| 15:57| 15:55| 16:35| 16:33| 16:16| 16:03| 15:48| 16:00| 16:00| 17:14| 16:30

Mumber of Code 4 calls 523 521 B35 E20 o Tad aid a1z BT Tl &33 535

Puslinch Buverage Fesponze Timg 10031 10:32] 10033 1107 10:54 1015 10:20 10:08 1:08] 0358 1043 1103
A0tk atile 1256 1557 =52 1625 1640 15036 157 1215 15000 15000 1652 1505

Mumber of Code 4 calls 274 263 313 555 B5E Bd5 BE3 Bd5 G52 5as Ed3 332

Erin Buerage Responze Timgd  14:53 14:14 1223 1254 1321 12:54 12:45 1218 1218 12:52 13:29 1313
A0tk il 20521 20421 13.05 1316 1325 1327 1820 1817 1500 12301 2042 1355

Mumber of Code 4 calls 362 456 433 473 472 531 553 e o o2 623 G672 389

Minto buerage Rezsponze Timgd  OV:54| 0525 0822 0305 03:10 0311 0318 0357 10:30 10:10 1114 10:37
A0k il 1247 05| 1355 =1 1%56 1456 15:035 16:11 1700 16533 1724 1640

Mumberof Code d calls] 1044|1076 1125 1.220] 1,366 1,516 1,630 1,536 1,755 1985 2057 1.251

Centre Wellington buerage Responsze Timd  06:22 07001 0650 o707 0725 OF28) 0033 0025 0730 0733 0806 0755
A0k il 1241 1258 1Z350[ 1307 1346 1328 1320 1325 1300 13:31 1411 1350

Mumber of Code 4 calls 05 534 530 a0 gd6 a3 337 ga7 &1 335 1,133 G613

Guelph-Eramosza buerage Responsze Timd 0332 0326 0346 03:44| 0337 0355 0348 0338 03:4d] 0237 10:28 10:04d
Atk il 15:dE| 1450 1517 1515 1508 15035 1517 1453 15:00 14:43 1607 15:30

Mumber of Code 4 calls 135 20d 255 27d 295 315 303 305 305 33d 413 263

Mapleton Average Response Timg 1444 11 d0a) 1532 1maE8 1d: ¢4 1324 12:35 1343 1252 1316 1146
Atk tile AT ZOET Z0d0| ZE:0d|  Z&5E| Z&E3 211 13:03 2to0f 2038 2143 20:28

Mumber of Code 4 calls 554 B0 G2 B30 Bi5E =100 gdz fi= a1 &30 VT Sa0

‘wellington Marth Buverage Responze Timg  OV:22| 0OF05] 0810 0816] 0507 0315 0302 0245 08:23] 0843 0253 0925
A0tk xile 14:35 41| 1505 15:31 15:16 1547 1553 16:07 1552 1623 18:10 17.00

Source: A00S, MOH Data Warehousze.
Criteria: izpatched priority = 4, Cwerall pricrivy = 4, Walid T2_Notified, Walid Td_ArivedScene, PickupllpperTier=37, 0< T2Td < 7200 secs.
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