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. Executive Summary

CareFlite is pleased to have the opportunity to respond to the Request for Proposal for Paramedic Care
and Ambulance Services for Johnson County. CareFlite has been in business for nearly 45 years
providing Air and Ground Emergency Medical Services. More specifically, our ground EMERGENCY
MEDICAL SERVICE division has been providing services for over 43 years in North Texas, over 21 of
which have been dedicated to serving citizens in a 911 capacity. In that time, CareFlite has provided
care to over 1,255,000 patients in the DFW area. CareFlite was honored to provide emergency medical
services in Johnson County from October 1, 2003 to October 1, 2017. A review of the system’s
performance from the records regularly provided to the county during that time make it clear that we
have an established history of serving the county through superior patient care, quality customer service
and on-time performance with a 90% or better compliance rate. The high level of patient care is due in
part to the leadership of the company’s Medical Director who also directs a level one trauma center, has
received numerous national awards for his work in prehospital care and who is the only Emergency
Medical Service Medical Director serving on the Texas Medical Control Board. CareFlite has over 650
employees in the DFW Metroplex, led by a Board of Directors from our sponsoring facilities including
Texas Health Resources, Methodist Health Systems, Baylor Scott and White Healthcare System, JPS
Health Network, and Parkland.

A 501(c)3 sponsored by the major nonprofit and public hospital systems in the region (including Texas
Health Cleburne), the company is fully integrated into the trauma system. CareFlite has also provided
significant other community health initiatives without cost to the County or its residents. The company
operates to meet its mission of bringing help and hope to the communities we serve by providing
unequaled and compassionate care. Because CareFlite is the primary provider for Hill County and the
preferred secondary provider for both the Cities of Cleburne and Burleson, it is poised and equip to
provide additional county support when needed. CareFlite’ s values, career pathing and longevity
provide an excellent platform for retaining quality employees. CareFlite provides multiple avenues for
internal development in the form of an initial EMERGENCY MEDICAL TECHNICIAN program,
paramedic course sponsorship, and a mentor program that provides a bridge from ground services to air
medical. CareFlite actively participates in community development in the areas it serves through an
outreach program. CareFlite’s Caring-Heart Membership Program currently provides coverage for
184,000 citizens of the DFW area, 20,895 of which reside in Johnson County. People are the strength of
our organization and as such, we devote tremendous resources to provide a safe, comfortable work
environment so that our employees are focused on what they do best, patient care. We provide monthly
topics on smoking cessation, weight loss, exercise and management of other health related issues in an
effort to inspire thought and action by our employees to become stronger, healthier individuals.

CareFlite acknowledges and accepts all the requirements in the Request for Proposal 2024-303.
CareFlite’ s current system provides the basis for responding to your request. CareFlite currently
operates a fleet of 100 ambulances outfitted with state-of-the-art equipment. CareFlite’ s providers
operate utilizing advanced, evidence-based protocols that meet and exceed current industry standards.
With CareFlite’ s experience, expertise, and resources, it is uniquely positioned to meet the requirements
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of this Request for Proposal. As a non-profit organization, CareFlite puts the needs of the community
and patients ahead of financial profits and gains. It is CareFlite’ s honor and privilege to submit the
included response to the Request for Proposal for Paramedic Care and Ambulance Services for Johnson
County 2024-303.

1. Minimal Experience Qualifications

A. Emergency Operating Area

CareFlite is vested in providing Johnson County with 24 hours per day, 7 days a week service. CareFlite
does not withhold service to any individual regardless of socioeconomic status or ability to pay for
service.

As indicated by the geographical image below, CareFlite’ s span of services covers many surrounding
counties allowing for a collaborative and substantial resources pool.
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B. Financial Strength: (Refer to Appendix 2)

As evidenced in the financial statements presented in Appendix 3 and Appendix 4, CareFlite has
adequate resources to meet the financial obligations in response to the Request for Proposal 2024-303.

C. Financial Statements: (Refer to Appendix 3 and Appendix 4)

As a 501(c)3, non-for-profit entity, CareFlite is financially separate from our sponsor facilities.

1. Balance Sheet

2. Income Statement

3. Statement of Cash Flow

4. Statement of Owner Equities

CAREFLITE: JOHNSON COUNTY RFQ 2024-303 n

Confidential



D. Audit Statement: (Refer to Appendix 3 and Appendix 4)

See pages 342 and 343 in Appendix 3 and pages 362 and 363 of Appendix 4 for an opinion of the
audited financials.

E. Financial Obligations and Commitments: (Refer to Appendix 2)

F. Billing Operations:

CareFlite uses three external entities in billing; CentraSol, Diversified Healthcare Services and Golden
Hour. CareFlite has high expectations of our vendors, performs frequent audits and all three vendors
have been successful.

CentraSol is the primary vendor for ground billing and is owned and operated in Johnson County.
Diversified Healthcare Services is the agency used by CareFlite to collect funds that are over ninety
days. CareFlite has recently employed Golden Hour for the primary vendor air billing. There have been
no significant findings against CareFlite by any government agency in regards to billing practices.
CareFlite has not been sanctioned or settled in any class action lawsuits in reference to any
discrepancies.

While more fully discussed in section | below, CareFlite’s membership program currently protects
184,000 individuals and families throughout the DFW Metroplex. They are protected by the subscription
program against balanced billing if insured. If uninsured, the program reduces the transport cost by 50
percent.

G. Description of Experience:

In addition to our success operating Hill County, Kaufman County, and the City of Seagoville, CareFlite
previously operated contracts for emergency 9-1-1 services in the City of Balch Springs, Southeast
Dallas County, and the City of Ferris. In addition to 911 services, CareFlite provides interfacility care
for approximately 72,000 citizens as well as air medical services for approximately 3,600 citizens each
year. The services provided range in need from basic life support to advanced and critical care.
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H. Comparable Services:

Hill County CareFlite Emergency Medical Service Performance Metrics:
Approximately 986 square miles

Population ~ 37,329

Contract October 2009 — Present

Contact Information

Mr. Tad Duncan

President ESD #2

201 S. Qutlet Dr.

Hillsboro, Texas 76645
254-498-0222
Taduncan1574@yahoo.com

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 3,416 579 555 90%
2023 | 3,497 505 580 90%

* Response time compliance goal: 90%

CareFlite assumed 911/Emergency Medical Services of Hill County, ESD #2 in October 2009. Again,
this is a performance-based contract and the response time compliance is monitored closely. During the
last almost 15 years of serving this region, CareFlite has relocated the ambulance stations to ensure that
we are able to meet the needs of the community in a timely manner, reinforcing our commitment to
providing timely safe, high quality emergency services. CareFlite offers a solid relationship with all
volunteer departments’ providing any continuing education and assistance in obtaining First Responder
Organization accreditation. Emergency Care Attendant classes were provided to the community free of
charge to the First Responder Organization and firefighters.
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Ellis County CareFlite Emergency Medical Service Performance Metrics:

5 square miles
Population ~ 2,893

Contract October 2009 - July 2023

Contact Information

Mr. Brooks Williams

City Manager

114 S. Central St.
Ferris, Texas 75125
972-544-2100

brookswilliams@ferristexas.gov

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 880 105 NA 99%
2023 | 951 118 NA 98%

* Response time compliance goal: 90%

CareFlite provided 911/Emergency Medical Service in Ellis County ESD #5 and Ferris, Texas from
October 2009-July 2023. CareFlite provided this region with 1 M.I.C.U ambulance. This ambulance
served the City of Ferris and a small portion of Ellis County. This region additionally had the support of
CareFlite’ s resources in Southeast Dallas County if the need arises. The area of Ellis County has
developed at a slower rate than other areas in Ellis County therefore this area remains relatively rural.
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Balch Springs CareFlite Emergency Medical Service Performance Metrics:
9 square miles

Population ~ 26,947

Contract October 2009 — October 2023

Contact Information

Dr. Carrie Gordon

Balch Springs Mayor

13503 Alexander Road

Balch Springs, Texas 75181
972-286-4477
cgross@cityofbalchsprings.com

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 2,710 755 NA 97%
2023 | 3,294 650 NA 95%

* Response time compliance goal: 90%

CareFlite provided 911/Emergency Medical Service in Balch Springs, Texas from October 2009-
October 2023. CareFlite provided this region with 2 M.1.C.U ambulances. These ambulances served the
City of Balch Springs. This region additionally had the support of CareFlite’ s resources in Southeast
Dallas County when the need arose.
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Southeast Dallas County CareFlite Emergency Medical Service Performance Metrics:
63 square miles

Population ~ 2000

Contract January 11, 2012-May 2023

Contact Information

Mr. Robert De Los Santos

Southeast Dallas County Fire Marshall

509 Main St Records Building 3" floor #310
Dallas, Texas 75202

214-653-7970
Robert.delossantos@dallascounty.org

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 257 37 NA 97%
2023 | 188 19 NA 97%

* Response time compliance goal: 80%

CareFlite provided 911/Emergency Medical Service in Southeast Dallas County, Texas from January 11,
2012-May 2023. CareFlite provided this region with 1 M.I.C.U ambulance. This ambulance served the
unincorporated parts of Southeast Dallas County. This region additionally had the support of CareFlite’
s resources in Balch Springs when the need arose.
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Kaufman County:

807 square miles

Population ~ 172,366

Contract March 1, 2015-Present

Contact Information

Mr. Steve Howie

Emergency Management Coordinator
100 W. Mulberry St

Kaufman, Texas 75142

(469) 652-4040
stevehowie@kaufmancounty.net

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 11,029 1,928 1,102 90%
2023 | 11,430 2,029 479 90%

* Response time compliance goal: 90%

CareFlite has provided 911/Emergency Medical Service in Kaufman County, Texas from March 1, 2015
to present. CareFlite provides this region with 8 M.1.C.U ambulances. These ambulances serve these
cities in Kaufman County separate from Terrell and Kaufman. This region additionally has the support
of CareFlite’ s resources in the Cities of Terrell, Kaufman, Seagoville, and Dallas when the need arises.

CAREFLITE: JOHNSON COUNTY RFQ 2024-303

Confidential



City of Terrell:

23 square miles

Population ~ 20,050

Contract March 1, 2015-Present

Contact Information

Mr. Mike Sims

City Manager

201 East Nash St.

Terrell, Texas 75160
(972)-551-6600
mikesims@cityofterrell.org

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 3,315 741 112 95%
2023 | 3,794 763 85 95%

* Response time compliance goal: 90%

CareFlite has provided 911/Emergency Medical Service in the City of Terrell, Texas from March 1,
2015 to present. CareFlite provides this region with 2 M.1.C.U ambulances. These ambulances serve the
City of Terrell. This region additionally has the support of CareFlite’ s resources in Kaufman County,
the City of Kaufman, and Seagoville.
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City of Kaufman:

9.22 square miles

Population ~ 8,388

Contract March 1, 2015-Present

Contact Information

Mr. Mike Holder

City Manager

209 S. Washington
Kaufman, Texas 75142
(972) 932-2216 ext. 109
mholder@kaufmantx.org

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 1,255 259 1,885 96%
2023 | 1,292 258 1,500 93%

* Response time compliance goal: 90%

CareFlite has provided 911/Emergency Medical Service in Kaufman, Texas from March 1, 2015 to
present. CareFlite provides this region with 2 M.I1.C.U ambulances. These ambulances serve the City of
Kaufman. This region additionally has the support of CareFlite’ s resources in Kaufman County, and the
Cities of Seagoville and Terrell when the need arises.
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City of Seagoville:

19.05 square miles
Population ~ 20,050

Contract June 1, 2022-Present

Contact Information

Mr. Patrick Stallings
City Manager

702 N. Highway 175
Seagoville, Texas 75159
(972) 287-2050
pstallings@seagoville.us

Emergency Non-Emergency | Interfacility | Response
Responses Responses Compliance
2022 | 724 110 NA 94%
2023 | 2,059 329 NA 93%

* Response time compliance goal: 90%

CareFlite has provided 911/Emergency Medical Service in Seagoville, Texas from June 1, 2022 to
present. CareFlite provides this region with 2 M.1.C.U ambulances. These ambulances serve the City of
Seagoville. This region additionally had the support of CareFlite’ s resources in Kaufman County, and
the Cities of Terrell and Kaufman when the need arises.

l. Business ldentification:

Prior to December 2006, CareFlite operated under the name of North Central Texas Services doing
business as (dba) CareFlite. The name was officially changed to CareFlite in November of 2006.

J. Accreditation and Associations:

CareFlite is accredited by the Commission on Accreditation of Air Medical Services (CAAMTS) which
includes our Specialty Care Ambulances (SCT) and the Communication Center is an Accredited Center
of Excellence (ACE). CareFlite is an active member and participant of the North Central Texas Trauma
Regional Advisory Council (NCTTRAC), the Heart of Texas regional Advisory Council (HOTRAC),
the Capital Area Trauma Regional Advisory Council (CATRAC), the Governors Emergency Medical
Services and Trauma Advisory Council (GETAC). We are also members of the Texas Ambulance
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Association (TAA), the Association of Air Medical Services (AAMS), the Association of Critical Care
transport (ACCT) and participate in Every Coast Helicopter Operations (ECHQO) organization.

K. Insurance: (Refer to Appendix 11)

CareFlite meets all insurance requirements and will maintain those requirements throughout the life of
the new contract.

L. Performance Security Requirements:

In its nearly 45 years of service, CareFlite has consistently provided high quality patient care and
continuously met commitments to all communities served. Given the financial stability as demonstrated
in the financial statement, CareFlite will consistently provide high standards for patient care into the
future.

M. Outstanding/ Pending Litigation:

Please see the attached list of resolved or ongoing litigation where Careflite is a party within the past
five (5) years. There is no litigation brought against or initiated by CareFlite against any governmental
or competing ambulance service within the last five years. Please reach out for any additional
information required. (Refer to Appendix 14)

I11.  Required Criteria

CareFlite understands and accepts all the required criteria.

A. Operational Expectations:

The Proposer shall provide and manage the delivery of emergency medical services by meeting or
exceeding the requirements of this Request for Proposal and the resulting contract. The contract will be
a performance contract, not level-of-effort contract; however, the following conditions are baseline
expectations. The Proposer is highly encouraged to consider innovative methods to grow the service and
exceed performance expectations.

CareFlite understands and accepts all the required criteria.
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B. Staffing:

The Proposer is responsible for ensuring high-performance service through employing, managing,
training and other personnel functions necessary to fulfill the terms of the contract.

Staff ambulance with a minimum of one (1) paramedic and (1) emergency medical technician.
Maintain personnel certifications and ambulance provider’s license(s).

Ensure courteous, professional, and safe conduct of all personnel.

Ensure fair and safe shift schedules and employment practices.

Provide or purchase all in-service training of ambulance personnel.

Ensure clinical performance consistent with Department of State Health Services (DSHS) and
Medical Director Standards and implement reasonable changes accordingly.

oo wdE

CareFlite understands and accepts all the required criteria.

C. Equipment:

The Proposer is responsible for ensuring high-performance service through employing, managing and
maintaining all vehicular and medical equipment necessary to fulfill the terms of the contract.

1. Ambulance shall meet all requirements as set forth by the Texas Department of State Health
Services, and must have affixed thereto the appropriate certification(s).
2. Equip each ambulance with all required personnel equipment and supplies for "Mobile

Intensive Care Unit (MICU)" operations as required by the Texas Department of State Health
Services and as further specified by the Proposer’s Medical Director.

3. Ensure all motor vehicles used for the purpose of providing ambulance service hereunder,
shall be designed to transport ill, sick or injured persons in comfort and safety, and shall be
maintained in clean, sanitary, and good mechanical condition at all times, in compliance with
any applicable State or Federal standards for ambulances.

4. All ambulances must be capable of transporting at least two (2) patients restrained on a long
spine backboard, scoop stretcher, or similar movement restriction device.

5. Ensure ambulances and transport vehicles are mechanically sound and removed from service
when appropriate to mitigate critical vehicle failures.

6. Ensure all mechanical, safety, and special equipment shall be subject to inspection at any
reasonable time by representatives of the County.

7. Ensure no ambulance that has been substantially damaged or altered shall be again placed in
service until it has been adequately repaired.

8. Furnish all fuel, lubricants, repairs, and necessary supplies.
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CareFlite understands and accepts all the required criteria.

D.

Community Relations:

The Proposer is responsible for ensuring high-performance service through employing good business
practices, community partnerships and customer service to fulfill the terms of the contract.

1.
2.

3.

5.

6.

Maintain and pay for Internet presence, telephone listings and/or advertising.

Maintain and support superior working relationships with air medical transport providers,
medical first responders, law enforcement, and fire protection agencies.

Notify the County in a timely manner of all activities, issues, and policy/procedure modifications
(internal and external) that may reasonably be expected to affect (positively or negatively) the
County.

Ensure disaster readiness including strict compliance with the National Incident Management
System (NIMS).

Participate in planning, exercises, and roles as assigned in Johnson County’s Emergency
Management Plan.

Participate in monthly meetings, planning, and improvement with public safety and fire partners.

CareFlite understands and accepts all the required criteria.

E.

Communication System Requirements:

The Proposer will utilize industry standard radio communications, paging and alerting at all
times. Johnson County’s 700 megahertz trunked P25 radio system will be used for all
Emergency Medical Service system operations communications. The proposer will be
responsible for purchase, installation, repair and any replacement of the equipment. Technical
specifications including make and model for additional units to ensure compatibility with the
County’s radio system will be provided by the County.

The Proposer will provide Emergency Medical Service dispatch services, including radio
infrastructure, communications with First Responders and other emergency services. A
communications plan must be approved by the County. 9-1-1 calls shall be provided by the
Primary Service Answering Points (PSAPSs) located in Johnson County and medical first
response and fire service dispatch shall be provided by the Emergency Services District (ESD)
PSAP.

Proposer will provide capability to record all medical radio traffic and to record emergency and
non-emergency telephone calls and other communications with Proposer’s dispatch center. iste!

(LU
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Johnson County ESD uses SunGard Public Sector’s ONE Solution Computer Aided Dispatch
(CAD) (formally known as OSSI) and is transitioning to Soma Global. Proposer will be required
to have suitable interface with the Johnson County CAD system for the ambulance service. Itis
required that proposers either maintain an active license to the ESD’s CAD system with a fully
functional station in the Emergency Medical Services PSAP or maintain an interface to allow
real-time access to the ESD CAD data at their cost. Proposers shall describe how they will meet
this requirement.

CareFlite understands and accepts all the required criteria.

F.

Dispatch, Reporting, and Monitoring Operations:

The following represents the desired conditions for Emergency Medical Service dispatching when
provided by the Emergency Medical Service proposer. Proposer shall describe how these desired
conditions will be accomplished, including any exceptions or additions proposed.

1.

2.

w

10.

A third party or sub-proposer dispatching provider will not be allowed without prior approval by
Johnson County.

Proposer will receive calls for emergency ambulance service that are initially answered by a
PSAP then transferred to Proposer.

Proposer may receive calls from PSAP via telephone, radio, or other mean.

Proposer must be capable of receiving TTY/TDD communications in accordance with
Americans with Disabilities Act/Department of Justice Requirements.

Proposer will provide professional Emergency Medical Dispatch (EMD) with Medical Priority
Dispatch System (MPDS) protocols and pre-arrival instructions using International Academies of
Emergency Dispatch (IAED) certified Emergency Medical Dispatchers.

Proposer will utilize accepted dispatch quality assurance programs and follow the compliance
requirements of the IAED Accreditation Center of Excellence performance standards.

Prospers shall utilize GIS software compatible with CAPCOG mapping data in order to expedite
responses.

Proposer must use the most current map book for Johnson County as published by Johnson
County GIS and Addressing Department.

Separate dispatch and field operations supervisors (Off Truck) will be on duty at all times,
24/7/365, and will be jointly responsible for posting assignments and other adjustments to field
assignments.

A.C. E accreditation is not required, but as outlined in this section, the Proposer shall describe
how these desired conditions will be accomplished, including any exceptions or additions
proposed and the requirement is that the proposer will follow the compliance requirements of the
IAED Accreditation Center of Excellence performance Standards (F, 6). The proposer must be
able to describe how this requirement will be met.
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CareFlite understands and accepts all the required criteria.

G. Cooperation with Other Agencies:

1. Maintain good working relationships with area law enforcement agencies, fire departments,
medical first responders, medical air transport providers and other emergency services
organizations. Enter into mutually beneficial support agreements with other ambulance

providers.

2. Proposer shall provide standardized training with all medical first responder organizations with a
focus on scene management and standard work process for first responders to support
paramedics.

3. Proposer with work jointly with ESD on appropriate training requirements.

4, Proposer will develop response and scene policies and procedures (e.g., staging, fire support, and

multi-patient) in collaboration with fire and law enforcement.

CareFlite understands and accepts all the required criteria.

H. Supplies:

Medical first responders maintain their own medical supplies. In the event a medical first responder
uses medical supplies and materials on a patient to be transported by the MICU ambulance, the proposer
shall provide a 1-for-1 replacement of the supplies at the time of patient hand off. The proposer is not
required to restock first responders with supplies for materials used previous calls.

CareFlite understands and accepts all the required criteria.

l. Subscription Programs:

The proposer is allowed to establish and manage a subscription program in accordance with the rules
and regulations of the Texas Department of State Health Services.

CareFlite has a well-established subscription program covering approximately 20, 895 members in
Johnson County. Over the last 5 years, CareFlite’s membership program has saved the residents of Hill
and Kaufman Counties over $4.1 million and $2.8 million, respectively.

J. Published Charges:

The proposer may establish an ambulance charge fee schedule. The County Commissioners Court must
approve the fee schedule annually. The proposer’s fee schedule shall be posted on their website and
publicly available for review and questions.
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CareFlite understands and accepts all the required criteria. See Appendix 12

K. Customer Perception Survey:

The proposer shall have an ongoing patient experience/perception survey, to be approved by the County.
Third party vendors are preferred but in-house processes may be considered. The survey may be
distributed to all patients or a statistically significant sample each month. The proposers shall describe
how they will accomplish customer surveying.

CareFlite understands and accepts all the required criteria.

L. Continuous Improvement Methodology:

The Proposer shall integrate a continuous quality improvement methodology (e.qg., Institute for
Healthcare Improvement Approach to Quality Improvement (IHI-QI), Lean, Six Sigma) for use by all
staff to plan, improve, and control all aspects of the organization’s performance. This should include the
establishment of Key Performance Indicators that are monitored over time as a gauge of the system’s
overall level of performance to Johnson County. These should include at a minimum:

1. Clinical Indicators

2. Operation/Production Indicators

3. Medical Priority Dispatch

4. Financial Indicators

5. Workforce Indicators

6. Customer Satisfaction & Engagement Indicators
7. Safety & Risk Indicators

The Proposer should provide an explanation of its Continuous Quality Improvement methodology.

CareFlite understands and accepts all the required criteria. See Appendix 7 and Appendix 8.

M. Reporting and Review:

The following represents the desired conditions for Emergency Medical Service reporting. Proposer
shall describe how these desired conditions will be accomplished, including any exceptions or additions
proposed.

1. Proposer will provide scheduled and ad-hoc reports as requested by Johnson County to enable
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Johnson County to comprehend status of Emergency Medical Service system and achievement of
response time and performance standards.

2. Proposer will provide monthly operational reports containing data on call volume, calls outside
of time parameters, late call cause analysis, requests for exceptions, mutual aid received, mutual
aid given, unit hours, unit hour utilization, clinical care measures, number of air transports,
including detailed justification & payer mix data.

3. Performance measures shall be reported monthly and displayed using run or Shewhart statistical
process control charts.

4. Medical Priority Dispatch System (MPDS) compliance scores based on International Academy
of Emergency Dispatch (IAED) minimum expectations for case evaluation and reported
monthly.

5. Customer satisfaction metrics will be reported at least quarterly.

6. Financial reports and statements will be provided annually and as requested by Johnson County

and include payer mix.
7. Johnson County shall be able to review Computer Aided Dispatch (CAD) data on a real-time
basis and shall be provided a CAD data upload of individual case level data on a monthly basis.
8. Johnson County shall be able to request event specific data and reporting on an as needed basis.

CareFlite understands and accepts all the required criteria, unless providing the data violates the Health
Insurance Portability and Accountability Act (HIPAA) See Appendix 8 for Clinical Quality
Improvements.

N. Contract Monitoring:

The following represents the desired conditions for ongoing monitoring of Emergency Medical Service
for quality, efficiency and contract compliance. Proposer shall describe how these desired conditions
would be accomplished, including any exceptions or additions proposed.

1. Information shall be made available as described in this procurement and in the contract on a
timely and accurate basis and as described above.

2. Information provided shall be consistent with dispatch logs, run reports and other data without
prior edit or adulteration.

3. Information will be verifiable by Johnson County without undue or extensive effort.

4. Information will be accessible by Johnson County through the use of internet access, direct

software connection(s) or other state of the art retrieval technologies.
CareFlite understands and accepts all the required criteria.
0. Ambulance Operations Requirements:

1. Coverage. The Proposer will provide emergency ambulance service for the entire County of
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Johnson with the exception of the Cities of Burleson, Cleburne, Mansfield, and the Keene Fire
District. The proposer will provide mutual aid to these cities and communities contiguous to
Johnson County through State and County approved mutual aid agreements.

2. Response Time Requirements. Ambulances must be compliant with the following minimum
response time requirements. Response times are a combination of dispatch operations and field
operations. The Proposer shall be responsible for classifying all Emergency Medical Service
calls using Medical Priority Dispatch System (MPDS) Protocols and using Emergency Medical
Dispatch (EMD). Johnson County shall be involved in development and oversight of MPDS
protocols. Johnson County does not plan to limit the Proposer’s flexibility in the methods of
deployment and providing service as long as the minimum response time requirements are

achieved. st The Proposer shall place a transport capable MICU ambulance at the scene of all
requests for emergency medical services within the designated response time at a minimum of a
ninety percent (90%) rate for all emergency dispatch response requests. This rate will be

measured monthly and reported to Johnson County.
A. Priority 1 - Life Threatening Emergency Responses (MPDS Echo, Delta)

Johnson county outside of the city limits of Cleburne-Proposer must arrive at the scene within
14:59 minutes at least 90% of the time and no response shall exceed 19:59 minutes.

B. Priority 2 - Non-Life-Threatening Responses (MPDS Charlie, Bravo, Alpha, Omega)

Johnson County outside of the city limits of Cleburne-Proposer must arrive at the scene within
19:59 minutes at least 90% of the time and no response shall exceed 24:59.

C. Priority 3 Non-Emergency Responses (Alpha, Omega, no lights and siren)

Johnson County outside of the city limits of Cleburne-Proposer must arrive at the scene within
24:59 minutes at least 90% of the time and no response shall exceed 30:59 minutes

CareFlite continuously reviews historical data to evaluate the deployment of assets into areas of likely
use. Logis utilizes artificial intelligence to provide continuous real-time data analysis dynamic,
automatic resource-posting, improves response accuracy and manages resources more effectively.
Using this data, we can save dispatchers 30 to 45 seconds per call to ensure arrival of the right resources
to the right patient every time.
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The proposer shall produce a report for the service interruption describing the situation of the event,
background of the system leading up to the event, the assessment of the cause, and a recommendation
for reducing or eliminating a similar event in the future. The report will be submitted to Johnson County
with the monthly reporting.

d. Calculation of Response Times For all classifications of requests for service, the response time shall
be the elapsed time (measured to the second) from the time “call received” to the time “arrival on
scene”. The time “call received” shall be from the second the Proposer’s dispatch center is actually
notified by the PSAP. The time “arrival on scene” shall be the time a fully equipped transport capable
MICU ambulance arrives at the location of the patient or request for service and an ambulance crew
notifies the dispatch center that it is fully stopped at the location where the ambulance crew will exit to
approach the patient. First Responders and non- transport units do not constitute “arrival on scene” by
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the Proposer.

e. Upgraded, Downgraded, and Reassignment Requests
From time-to-time, special circumstances may cause changes in call priority classification. Response
time calculations for determination of compliance with contract standards will be as follows:
Upgrade: If an assignment is upgraded, prior to the arrival on scene of the MICU ambulance (e.g.,
from Priority 2 to Priority 1), the Proposer’s compliance will be calculated based on the shorter of:

1. Time elapsed from call receipt to time of upgrade plus the higher priority response time
standard, or
2. The lower priority response time standard.

f. Downgrades: If a caller or first responder on the scene reports information, which results in a
downgrade of the dispatch classification from life threatening to non-life threatening, compliance will be
calculated based on the priority 2 response time standard. If the downgrade requests occur after an
ambulance has exceeded the priority 1 response standard, the priority 1 standard will apply. All
downgrades will be reported in a monthly report including complete call details and downgrade
justification. Johnson County has the right to accept or reject downgrade justifications.

g. Reassignment Enroute: If an ambulance is reassigned enroute or turned around, prior to arrival on the
scene (e.g., to respond to a higher priority request), the Proposer’s compliance will be calculated based
on the response time standard applicable to the assigned priority of the initial response. The response
time clock will not stop until the arrival of an ALS ambulance on the scene from which the ambulance
was diverted.

h. Response Time Exemptions: The County understands that isolated instances may occur in which the
Proposer does not meet the stated performance specifications. However, a chronic failure to comply with
the response time requirements may constitute default of the contract. The Proposer shall maintain
mechanisms for reserve production capacity to increase service production should a temporary system
overload persist.

From time to time, unusual factors beyond the Proposer’s reasonable control may affect the achievement
of specified response time standards. These unusual factors are limited to those noted below.

1. Requests occurring during a period of unusually severe inclement weather conditions, unless
weather was predicted sufficiently in advance that levels of preparedness should have been
increased and such steps were not taken, when such response time compliance is either
impossible or achievable only at a great risk to Emergency Medical Service personnel and the
public.

2. In the event of Mass Casualty Incident, all ambulances responding to the Mass Casualty
Incident other than the first ambulance on the scene.
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3. Situations where the communications center receives false or inaccurate information or was
unable to obtain adequate response information.

4. Requests during a declared disaster within Johnson County and confirmed by the County, in
which the Proposer is rendering assistance. During such periods, the Proposer shall use best
efforts to maintain primary coverage, while simultaneously providing disaster assistance as
needed.

5. Request during times of unusually heavy call demand. Defined as call demand that is beyond
the upper control limit of a ¢ — chart (Shewhart Statistical Process Control Chart) derived from
the most recent 20 weeks of call demand for the given time of day and day of the week.

6. In the event the ambulance response is delayed by a train blocking the roadway with no
effectively alternative route, the ambulance will immediately communicate issue to dispatch.
Response time will be paused until roadway is cleared and ambulance resumes travel.

Equipment failure, traffic congestion, ambulance failure, dispatch error, or other causes shall not be
grounds for granting an exception to compliance with any response time standard. No other causes of
late response time shall serve to justify exemption from response time requirements. However, the
Proposer may appeal such instances to the County. Any appeals shall be filed with the County within ten
(10) days of notification of the incident.

CareFlite understands and accepts all the required criteria.

P. Safety:

Emergency Medical Service provider and patient safety is important to the County. Proposers shall have
policies and procedures to address evidence-based safety issues like injuries, motor vehicle crashes, and
fatigue. Proposers should describe their approaches to ensuring safe practices including how shift
schedule policies encourage adequate recovery.

CareFlite understands and accepts all the required criteria. CareFlite utilizes AngelTrax Mobile Video
Surveillance. CareFlite utilizes Baldwin safety and compliance system to assess crew fatigue, report
concerns, and mitigate risks. During onboarding, CareFlite trains employees on safe driving practices
by teaching EVOS and Smith Driver Training. CareFlite is a part of the Association of Critical Care
Transport, with employee representation on the board and education committee. CareFlite is also an
active member of the North Texas Air Safety Council. CareFlite’s Director of Safety is a member of
Every Coast Helicopter Operations (ECHO) organization.

Q. Transport Guidelines:

The Emergency Medical Service Medical Director in collaboration with the County will develop patient
transport policies. Ground is the primary method for ambulance transport in Johnson County. Patients
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will primarily be transported to the closest most appropriate emergency department. Ambulances may
transport more than one patient in an ambulance when appropriate.

Air medical transport from a scene shall only be used when a patient meets objective clinical criteria for
time sensitive transport and the travel time by ground exceeds the total cycle time from helicopter
request/notification to patient arrival at the trauma center. Johnson County ESD Dispatch will request
the closest, available air medical provider. The Emergency Medical Service Medical Director in
collaboration with the County will develop patient air medical transport policies. Air medical transports
will receive 100% review and be reported to the County each month.

CareFlite understands and accepts all the required criteria

R. Clinical Operations:

Johnson County wishes to provide evidence-based care reliably to the residents and visitors. Proposers
shall describe how they will provide safe and reliable clinical care. CareFlite understands and accepts all
the required criteria.

CareFlite understands and accepts all the required criteria. CareFlite has comprehensive protocols
developed by our medical director and reviewed on an annual basis.

S. Emergency Medical Services Medical Director:

The proposer will contract with a practicing emergency medicine physician to provide Emergency
Medical Service medical direction in adherence to the rules and regulations of the Texas Department of
Health Services.

CareFlite understands and accepts all the required criteria.

Johnson County Emergency Services District and the Medical First Responder agencies all practice
under the medical direction of a single Emergency Medical Service Medical Director. The proposer is
invited to explore contracting with the County Emergency Medical Service Medical Director for
uniform physician advising. If the proposer opts to not contract with the County Emergency Medical
Service Medical Director, please explain how you will maintain continuous, local medical direction in
partnership with the existing Emergency Medical Service Medical Director.

CareFlite opts to not contract with the Johnson County Emergency Medical Director.

CareFlite requests to continue our current Medical Direction through Dr. Robert Simonson. Dr. Robert
Simonson has served as the CareFlite Medical Director services for 31 years. Cumulatively, Dr.
Simonson has served as an Emergency Medical Director for over 39 years.
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Dr. Simonson has committed himself to CareFlite as Medical Director for all of ground operations. He is
dedicated to provide continued oversight of CareFlite and will maintain an open bi-directional
relationship with the existing County Medical Director. Dr. Simonson will work closely with that
individual to ensure high quality patient care for all citizens in the Johnson County region.

Dr. Simonson’s responsibilities currently include writing and reviewing all protocols, oversight of
physicians for on-line medical control and reviewing care provided by CareFlite clinical staff and
attends monthly Clinical and Quality Improvement meeting. He routinely reviews clinical care provided
by staff to ensure compliance with all Department State Health Services rules. Dr. Simonson is Board
Certified in Emergency Medicine and is an integrated instructor of the National Association Emergency
Medical Services Physicians Medical Directors Course. Dr. Simonson is on the State Medical Board and
is compliant with all expectations of an Emergency Medical Services medical director.

1. The Emergency Medical Service Medical Director should provide medical oversight to
ensure that the Proposer operates within the mainstream of the local healthcare system.

2. Ataminimum the Emergency Medical Service Medical Director should have appropriate
training, certification and licensure; expertise in Emergency Medical Service systems; and
expertise in the specific type of operation. Ideally, the Medical Director should be a fully
qualified member of the Proposers’ operational Emergency Medical Service team. If the
proposed Emergency Medical Service Medical Director has completed the National
Association of Emergency Medical Service Physicians Medical Director Course, please
provide the documentation. If he or she has not completed the program, he or she must
complete the course in the next available offering.

3. The qualified medical director and his or her designees should ensure that a local
standard of care is established and met. Such standards should coincide with all State of Texas
statues. This includes assuring that Emergency Medical Service personnel function within
their defined scopes of practice, as established by their training and certification or licensure as
outlined by Texas Department of Health Services.

4.  TItis the Proposer’s responsibility to establish mutually agreed upon compensation for the
services, availability and provision of necessary materials and resources, and liability coverage
for duties and actions performed with the Emergency Medical Service Medical Director.

5. The qualified Medical Director shall ensure that the proposer’s clinical operating
guidelines and standards of care match or exceed the protocols for ALS providers in Johnson
County.

6. Evidence-based Protocols and operating guidelines shall adhere to minimum
requirements Texas Department of Health Services. In addition, protocols and guidelines
should adhere to the guidance in peer-reviewed position statements by professional
organizations including the National Association of Emergency Medical Service Physicians
and the National Association of State Emergency Medical Service Officials and reports like
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the Institute of Medicine’s Emergency Medical Service at the Crossroads and the National
Highway Traffic Safety Administration Office of Emergency Medical Service sponsored
consensus reports (e.g. Culture of Safety).

7. The Emergency Medical Services Medical Director shall establish an objective, clinically
appropriate policy for ground and air medical transport decisions and for transport
destinations.

CareFlite understands and accepts all the required criteria.

T. Clinical Training:
The Proposer should provide details on how the following clinical standards will be ensured.

1. All response personnel shall meet the minimal education and credentialing requirements as
set forth by the Texas Department of Health Services in conjunction with the Emergency
Medical Service Medical Director.
2. Emergency Medical Technician - Paramedics shall maintain current certifications in the following
or acceptable equivalent:

a. Advanced Cardiac Life Support
b. Trauma life support certification such as:
I. Pre-hospital Trauma Life Support
ii. Basic Trauma Life Support
c. A pediatric emergency education program such as:
i.  Pediatric Advanced Life Support
1. Advanced Pediatric Life Support
3. Additional training in the following areas is desirable for all personnel:
a. Patient Safety
b. Multi-casualty / Disaster Response
c. Dealing with difficult patients
d. Infection control
e. Emergency vehicle driver operations
f. Medical/Trauma call management and paramedic assist (required for ambulance and
first response)
4.  The Proposer may require additional levels of training and qualifications.

CareFlite understands and accepts all the required criteria.
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U. Clinical Leadership:

On the scene of medical call, in absence of the Emergency Medical Service Medical Director, the
highest-ranking paramedic on the transporting MICU ambulance is responsible and the clinical leader of
patient care. In the event of a rescue, fire, extrication, or law enforcement incident involving a patient,
the clinical leader shall coordinate with the highest-ranking fire or law enforcement leader.

CareFlite understands and accepts all the required criteria.

V. Clinical Care Reliability:

The evidence-base for paramedic care is not robust. There is emerging consensus that paramedics may
make a difference in several time sensitive conditions. While outcome data remains elusive, process data
related to key processes for the core care pathways can be measured and improved. Proposers will track
and report the following measures monthly and must achieve the performance standard within twelve
(12) months of contract start.

There is little data sharing between First Responders and Emergency Medical Services unless it deals
with direct patient care or contact. It is possible to get patient outcomes from Texas Health Resources
facilities.

1. Deteriorating Patient
a. 90% of all adult patients receiving an early warning score assessment
b. 90% of patients with an early warning score of 4 or greater are transported within 10
min of MICU Ambulance arrival
c. 90% of patients with an early warning score of 4 or greater have early hospital
notification

2. ST-Elevation Myocardial Infarction (STEMI)
a. 90% of patients with non-traumatic chest pain >35 years old, treated and
transported by Emergency Medical Service who receive a pre-hospital 12 lead ECG
b. 90% of suspected STEMI patients transported to a STEMI Receiving Center, with
pre-hospital call received at Emergency Medical Service PSAP to Device (PCI) < 90 Minutes

3. Stroke
a. 90%of suspected stroke patients receive an evidence-based stroke scale assessment
(FAST, Cincinnati, LA Stroke scale)
b.  90% of suspected stroke patients receive a blood sugar assessment
c. 90% of patients arrive at the designated stroke center within three hours of symptom
onset
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4. Trauma

a. 90% of trauma patients are assessed using the CDC Field triage Decision Scheme:
The National Trauma Triage Tool

b.  90% of patients with a positive vital sign/level of consciousness, anatomy of injury,
or mechanism of injury are transported to a trauma center.

c. 90% of non-entrapped patients with a positive vital sign/level of consciousness,
anatomy of injury, or mechanism of injury should be transported within 10 min of
MICU Ambulance arrival

5. Sudden Cardiac Arrest
a.  90% of cardiac arrests identified by MPDS receive pre-arrival CPR instructions
b.  Reported only:

e Percentage of out-of-hospital cardiac arrest receiving bystander CPR

e Percentage of witnessed, out-of-hospital ventricular tachycardia/ventricular
fibrillation cardiac arrest patients with return of spontaneous circulation at
emergency department handover.

e Percentage of witnessed, out-of-hospital ventricular tachycardia/ventricular
fibrillation cardiac arrest patients discharged alive.

Clinical performance measures will be reported to the County on a monthly basis. Data will be reported
in Shewhart statistical process control charts.

CareFlite understands and accepts all the required criteria.

W. Provisions for Default and Early Termination:

This procurement will result in the award of a performance contract requiring high levels of
performance and reliability. Mere demonstration of effort, even diligent and well-intentioned effort,
shall not substitute for performance results. Determination of default will be the responsibility of
Johnson County Commissioners Court; however, an oversight committee may be appointed to monitor
contract compliance, consider performance exceptions, consider other matters as assigned and make
recommendations to Johnson County Commissioners Court. Proposer will be notified in writing if a
default condition exists, and will be given 30 days to correct. Failure to correct the default condition will
be considered a breach of contract subject to early termination of contract. Default conditions include,
but are not limited to, the following.

1. Failure of the Proposer to operate the system in a manner consistent with Federal, State and
Local laws, rules and regulations.

CAREFLITE: JOHNSON COUNTY RFQ 2024-303

Confidential



2. Intentionally supplying the County with false or misleading information with regard to
records, documents, dates or time kept for the purpose of determining Proposer’s performance
under the terms of this proposal. Upon detection of accidental/unintentional error, the County
shall be notified immediately and supplied with corrections.

3. Failure of the Proposer, its employees, its agents, or its representatives to conduct themselves
in a professional and courteous manner and including professional appearance.

4. Failure of the Proposer to provide to the County data generated in the course of operations,
including, but not limited to, patient report data, response time data, and financial data as
specified in the contract.

5. Failure of the Proposer to assist the County in its takeover after the declaration of a breach of
contract has been declared by Johnson County Commissioners Court.

6. Failure to substantially and consistently meet or exceed the various clinical standards
provided for in the contract.

7. Failure of the Proposer to maintain equipment in accordance with manufacturer or industry
maintenance practices.

8. Making an assignment for the benefit of creditors; filing a petition for bankruptcy; being
adjudicated insolvent or bankrupt; petitioning by custodian, receiver or trustee for a
substantial part of its property; or commencing any proceeding relating to it under the
bankruptcy, reorganization arrangements, readjustment of debt, dissolution or liquidation law
or statute.

9. Chronic failure of the Proposer to meet response time requirements as set forth in the
contract. Chronic failure shall be defined as failure to meet the minimum response time
requirements as noted in the contract for any part of the EOA for any two (2) of three (3)
consecutive monthly reporting periods.

10. Chronic failure of the Proposer to meet any performance requirements of the contract. Unless
where otherwise specifically indicated, chronic failure for this purpose shall be defined as
failure to meet any performance requirement three times in a six-month period.

11. Failure to furnish key personnel of quality and experience.

12. Failure to submit scheduled or ad hoc reports, or other information.

13. Failure of the Proposer to maintain insurance requirements or provide
timely notification of policy changes.

14. Any other failure of performance required in the contract which is determined to constitute an
endangerment to public health and safety, or not be in the best interest of the County.

15. Failure to maintain any type of license, permit, or certification required by law in order to
fulfill the requirements of the contract or in order to avoid fines and penalties imposed by law.

16. Persistent and repeated failures of Proposer to comply with any of the performance
requirements may be considered a condition of default.

CareFlite understands and accepts all the required criteria.
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IV.  Competitive Criteria

Organizational Profile:

The organizational profile provides proposers to describe your organization, its key influences,
capabilities, and how you operate in your competitive and evolving environment. This includes an
organizational description describing your organization’s key organizational characteristics and a
summary of your organizational summary, which provides context of your organization’s strategic
situation. This is a required, but non-scored section.

CareFlite is a Texas, nonprofit 501(c) 3 corporation governed by a Board of Directors with
representatives from our member facilities Texas Health Resources, Methodist Health System, Baylor
Health Care System, Parkland Health and Hospital System, and the JPS Health Network. CareFlite and
member facilities are nonprofit entities committed to high-quality patient care and community service.
CareFlite is the only, fully integrated medical transport company serving North Texas to include both
ground and air services. Since 1995, CareFlite has been accredited by the Commission on Accreditation
of Medical Transport Systems (CAMTS).

Established in 1979, CareFlite is the eighth oldest air medical transportation service in the nation, and
the second oldest in Texas. In 1981, CareFlite began operating a Ground Ambulance Division in Dallas
to support the helicopters and to provide non-emergency transportation to patients in area hospitals.
CareFlite has bases in the following counties: Collin, Cooke, Dallas, Erath, Hill, Johnson, Kaufman,
Parker, and Tarrant. CareFlite operates 911/Emergency Medical Services in Hill County, Kaufman
County, and the City of Seagoville. CareFlite also provides back-up 911 response for the Cities of
Cleburne and Burleson.

Today, CareFlite operates seven helicopter bases throughout the Dallas/Fort Worth Metroplex and
Burnet County. The Bell 407 along with the Bell 429 aircraft are equipped for flight under instrument
conditions (similar to the scheduled airlines). CareFlite has 12 FAA approved instrument approaches to
area hospitals throughout North Texas. These approaches permit CareFlite to transport critical patients
to the area's trauma centers and other hospitals offering specialized care during poor weather conditions.
CareFlite is the first non-governmental entity to undertake such a program in Texas. CareFlite
helicopters are based at Methodist Dallas Medical Center, Texas Health Harris Methodist Fort Worth
Hospital, McKinney National Airport, North Texas Medical Center, Whitney, the Granbury Regional
Airport, and Burnet. In addition to its helicopter Emergency Medical Service program, CareFlite also
provides a King Air (fixed wing, twin engine, pressurized, high performance turboprop) air ambulance.
This aircraft can be used for emergent transports in Texas and Oklahoma, long haul patient transfers
throughout the continental U.S., and is ideal for transplant programs needing to move patients, organs
for transplant teams without delay. Since its founding, CareFlite has transported over 1,255,000 patients
by air and ground.
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CareFlite also offers two Specialty Care Transport Mobile Intensive Care Units. Specialty Care
Transport is an ideal service for a patient who needs an interfacility transport with a higher level of
medical care than can be provided on an ALS ambulance but does not require the speed provided by
flying. The specialty care provided include services such as ECMO, neonate, bariatric, ventilator, high-
flow oxygen dependent, balloon pumps, advanced cardiac care and monitoring, and blood product
administration. Specialty Care trucks are staffed at minimum by a Critical Care Paramedic and
Emergency Medical Technician. These trucks are also staffed by a Flight Paramedic and Flight Nurse
as needed on a case-by-case basis. CareFlite has an Infectious Disease Response Unit staffed by
specially trained Paramedics and Emergency Medical Technicians that are equipped to transport
EBOLA patients. CareFlite responds to requests from hospitals, fire departments, Emergency Medical
Services agencies and law enforcement within a service area of more than 100 counties in a 150-mile
radius of the Dallas/Fort Worth Metroplex containing more than 6 million people. Other services include
an outstanding continuing education program that includes an annual continuing education conference
which is open to first responders and all health care professionals. CareFlite is pleased to have the
opportunity to respond to the Request for Proposal for Emergency Medical Ambulances.

Emergency Medical Service Medical Director

Dr. Robert Simonson provides CareFlite’ s Medical Direction. He is the chair of the Methodist Dallas
Medical Center Department of Emergency Medicine, a member of the CareFlite Dallas Medical
Advisory Board, and an Associate Professor with University of Texas Southwestern. He served for
many years as Chair of the NCTTRAC Air Medical Committee and currently serves on the Texas
Medical Board.

Dr. Simonson works collaboratively with CareFlite clinical staff and member agencies’ leaders to ensure
the Emergency Medical Service program administrative, operational, and clinical components are
cohesive and complementary, while always remaining consistent with the mission, vision, and values set
forth by CareFlite leadership.
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Emergency Medical Service medical direction involves granting authorities to authorize and accept
responsibility for the delivery of Emergency Medical Service patient care. Medical oversight ensures
that competent medical professionals render care consistent with accepted standards. Medical oversight
and direction are essential to all Emergency Medical Service systems as they help to ensure the
appropriate delivery of emergency medical care to those with medical needs.

In Texas, Emergency Medical Service providers obtain certification or licensure through the Department
of State Health Services (DSHS). However, this certification or licensure does not give permission for
the individual Emergency Medical Service provider to function without being under the supervision of a
licensed Emergency Medical Service agency and medical director. The medical director is responsible
for ensuring the patient care activities performed by Emergency Medical Service providers are
appropriate, within their scope of practice, and within operational expectations. This is accomplished
through written clinical protocol and the provision of real-time consultation with Emergency Medical
Services providers in the field, i.e., “Medical Control” via telephone or radio.

Medical Direction and Control encompasses many facets of an Emergency Medical Service agency in
which a medical director should be engaged, including education and training activities, protocol and
policy development, quality improvement activities, liaison, and corrective actions related to patient care
actions by providers through:

- Protocols

- Standing Orders

- Online Medical Direction

- Offline Medical Direction

- Provider Credentialing

- Durable Medical Equipment, Supply, and Pharmaceutical Authorization
- Emergency Medical Service Continuing Education

- Quality Improvement & Performance Measurement

- Emergency Medical Service

Online Medical Direction is the management of patient care by physicians through contact with the
Emergency Medical Service providers by radio, phone, or other communication devices. Emergency
Medical Service providers may seek online medical direction consultation to obtain orders, perform a
procedure, or administer a drug that is outside of standing written protocols. This communication allows
for direct consultation on specific or unusual patient care situations and prepares the receiving facility
for the incoming patient. Online medical control calls will be processed through the CareFlite
Communications Center for linkage with physician medical control.

Offline Medical Direction involves the development, dissemination, and enforcement of written instruc-
tion. Through offline medical direction, the Emergency Medical Service provider acts as an agent of the
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medical director. Offline medical direction includes the administrative promulgation and enforcement of
accepted standards for out-of-hospital care, including protocols and standing orders.

Offline medical direction can be accomplished through both prospective and retrospective methods.
Prospective methods include, but are not limited to, training, provider testing and certification, protocol
development, operational policy and procedures development, and legislative activities [CareFlite
Medical Director, Robert Simonson, sits on the Texas Board of Medical Examiners and is a strong
advocate for Emergency Medical Services and pre-hospital care]. Retrospective activities include, but
are not limited to, medical audit and review of care, process improvement and clinical quality
management, direction of remedial education, and limitation of patient care functions.

Emergency Medical Service Provider Continuing Education Program Development: The medical
director must be involved in the development and approval of all agency-based continuing education
initiatives to ensure the accuracy and validity of the courses” medical content. To address individual
areas of concerns or agency trends, the medical director should incorporate findings from the agency’s
clinical quality improvement initiatives into the continuing education program. There should be a
seamless transition from the agency’s quality efforts to its education programs. Continuing education
should be designed to meet three main objectives:

1. Provide exposure to current trends and evidence-based advances in patient care.
2. Review areas of patient assessment and management that are not frequently used.
3. Meet certification or licensure renewal & transition requirements of the provider.

Quality Management: QI may be prospective, concurrent, or retrospective in nature. Emergency
Medical Service providers and supervisors should be held accountable for the procedures that the
medical director and agency leadership have put in place. Emergency Medical Service providers and
other end users need to be involved in the process. QI activities should not be designed to be punitive in
nature for individual providers but instead be focused on organizational improvements and conducted to
educate providers and ultimately enhance patient care delivery. CareFlite conducts internal quality
review of patient care on all 911 responses, all Advance Life Support responses (both 911 and
interfacility), all critical care responses, and 10% of all interfacility Basic Life Support responses.

Performance Measures: Agency evaluation using performance measures can be imperative in the
overall quality and effectiveness assessment of an Emergency Medical Service agency, particularly if
the performance measure has been validated by peer-reviewed and evidence-based literature. A
performance measure is a quantifiable criterion that relates to program quality. Internally, these
indicators can be used as a quality evaluation and planning tool to determine and track agency activities
as well as monitor efficacy of written protocol and standing orders. Externally, the indicators can be
used as comparative and objective measures across different agencies [regional, state, and national]. An
ideal measure is one that is not only quantifiable, but one that has been shown to make differences in
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patient outcomes. It should be noted that a regional clinically relevant “best practices” approach should
be used related to performance measures until true evidence is accumulated.

Emergency Medical Service Research Emergency Medical Services is in its relative infancy as an
industry and as a method of delivering health-care services. Research activities in Emergency Medical
Services are progressing, but have historically been recognized as one of the weaknesses in refining
patient care and systems design in Emergency Medical Service. Several Emergency Medical Services
research initiatives related to medications, equipment, Agency Oversight and treatment modalities are
underway and have the potential to influence the Emergency Medical Services patient care delivery
arena. CareFlite is partnering with LSU to pursue a whole blood initiative. Additionally, CareFlite is
preparing to work the with Lites institute on a Ketamine pain study.

Medical Control

CareFlite provides medical control for all CareFlite Provider License Registered First Responder
Organizations.

First Responders

Since 2007, CareFlite and the DFW Hospital Council have jointly sponsored the only region wide
program honoring Great First Responders. Now the HEART awards, CareFlite recognizes outstanding
area first responders each year at its Emergency Care Update Conference. Nominated by peers, the
award recipients are chosen by CareFlite” s Advisory Council. This is a clear indication of our
commitment to First Responders and the agencies they represent.

HEART award winners are unsung heroes who respond day and night, in all kinds of weather, to life
threatening situations without hesitation or delay. A first responder can be a firefighter, an Emergency
Medical Technician, a police officer, or a communications specialist in a first responder agency. They
can be a paid professional in an urban department or a volunteer in a small, rural community. They all
have a few things in common. They care about their fellow citizens and are willing to respond to all
kinds of emergencies including some horrific situations. They are usually the first ones on the scene.
They must make quick decisions, often in seconds, that can determine whether someone will survive a
terrible accident. They must take care of the patient, protect the public and summon help. Sometimes at
night. Sometimes awful weather. And sometimes alone. But even if they are alone, they are backed up
by a team of people that are ready, on a moment’s notice, to bring additional resources. They assess
your situation and proceed to give you as much aid and comfort as they can. These are First Responders.
These are our community’s first line of defense against the tragic events that occur in our communities
all too often.
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HEART awards honor a group of first responders who are the best in North Texas. Unsung heroes.
Unrecognized heroes. We honor them for:

. Going above and beyond the call of duty as a first responder.

. Commitment of the highest level of emergency care in the field.

. Demonstrating professionalism and setting the standard for your peers in life threatening
situations.

o Putting service before self and making our communities better places to live.

We also recognize their families for the support and encouragement they offer the first responder in their
family. A father, mother, a husband, a bother, a sister. Without the family support, these award winners
and all first responders would find their mission difficult if not impossible.

Education and Training of Clinical Personal

CareFlite is well known for providing Emergency Medical Service education and has provided
Emergency Care Attendant classes throughout Hill, Bosque, and Kaufman counties. Annually,
CareFlite offers a two-day Emergency Care Update Conference with the latest clinical and safety
offerings. Hosted since 1982, CareFlite’s conference offers continuing education classes delivered by
prominent local and national educators.

CareFlite dedicated the state-of-the-art Mabee Emergency Medical Service Training Center in
Grand Prairie in 2012. Many personnel from numerous local ambulance services and hospitals come to
CareFlite for training. The Mabee Emergency Medical Service Training Center has 5 patient simulators.
Individual rooms have been specifically outfitted to accommodate the specialized training. CareFlite
offers an initial Emergency Medical Technician course that provides employment to non-certified
individuals. These academy recruits feed into the CareFlite ground system after passing the National
Registry Exam at the conclusion of their course. CareFlite’s pass rate for both their Emergency Medical
Responder and Emergency Medical Technician courses surpass national average pass rates. (See Chart
Below for Statistics) CareFlite recently purchased a 66,000 square foot facility in Irving that will house
a new training center complete with hospital, air, and ground simulation capabilities.

CareFlite Program State All Programs

Passing Below Passing Passing Below Passing Passing Below Passing

Level

Count | Percent | Count | Percent | Count | Percent | Count | Percent | Count | Percent | Count

Percent
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EMR

24 3 11% 821 424 34% 12,031 4,467 27%

EMT

103 5 5% 12,230 3,919 24% | 151,388 39,976 [ 21%

Dispatch Center Operations

The CareFlite Communications Center is the only center in the area that has been awarded the National
Academy of Emergency Dispatch designation under ACE and uses state of the art technologies and the
latest in deployment strategies to anticipate the current and future needs of our customers. The
Communication Center Director and Quality Assurance Manager hold CareFlite’s IAED Recertification,
just received, for the next three years. (See Appendix 6) Measurable standards are monitored daily,
weekly and monthly in order to ensure courteous service, prompt and efficient mobilization of resources,
and appropriate initiation of care through the use of Emergency Medical Dispatch protocols on every
911 call. The tables below illustrate examples of these standards.

CareFlite uses the Medical Priority Dispatch™ system and specifically the PRO QUAITY
ASSURANCE computer model to prioritize calls, provide pre-arrival instructions and dispatch life
support to all emergency medical related calls. By using a priority system, CareFlite ensures that the best
asset available is sent to the call, and the proper response level is chosen minimizing liability, and
maximizing the effectiveness of the system and its assets. These measures translate to better response
times, more satisfied patients and family members, improved safety for responders and lowers system
costs.

Computer Aided Dispatch:

CareFlite uses Logis IDS as our Computer Aided Dispatch under VLI Technology as our vendor. Logis
IDS is a unique product as it is specifically designed for the Emergency Medical Service industry.
Through the use of Logis, CareFlite’s Communication Specialists have real time information on the
location of all the companies’ assets via the Automated Vehicle Location (AVL) system and the benefit
of field enabled status updates through the Logis IDS mobile application.

CareFlite utilizes a software from VLI Technology called Vanguard EMERGENCY MEDICAL
SERVICE Anyware, which gives CareFlite partners access to information such as CareFlite vehicles
within assigned areas, county levels, and call information. Dispatch centers and fire departments can be
given access to Vanguard upon request.

Staff and Training
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Our current staff is comprised of 28 Communications Specialists who are EMD (Emergency Medical
Dispatch) certified, 4 full time supervisors, a full time Manager, and a full time Director who is also
certified as an EMD-Q and Certified Flight Controller. Several Communications Specialists are also
certified as Emergency Medical Technicians and Paramedics who actively participate in field
operations.

Newly hired employees are required to complete approximately 12 - 16 weeks of competency-based
training in areas such as customer service, medical terminology, Emergency Medical Service operations,
policies & procedures, telephony and CAD operations, deployment strategies, EMD certification, flight
following procedures and basic flight dispatching. An additional 10-12 weeks of training is required to
obtain certification as a Certified Flight Communicator (CFC) and function as a full flight dispatcher.

Completion of continuing education is required monthly and topics are based on Emergency Medical
Dispatch curriculum and areas of improvement identified by performance indicators. A wide variety of
additional training opportunities are available to employees outside of mandatory CE’s.

Communication Center Management

CareFlite’s Communications Center is managed by a Director, Manager and Shift

Supervisors. Workflow is designed for maximum efficiency and 911 calls are answered by Emergency
Medical Dispatch Trained personnel only so as not to delay call triage or pre arrival instructions. Our
current protocols are designed by Medical Priority Dispatch Inc. and are designed to be most effective
with personnel who are not certified or medically trained. As previously mentioned CareFlite uses a
sophisticated Computer Aided Dispatch system and associated software applications to provide a high
level of service.

CareFlite recognizes the importance of allocating the proper resource the first time and spends much
time and effort monitoring customer service and compliance standards. Over 15% of emergency calls
are reviewed through the use of EMD-Q for compliance to protocols and driving education and feedback
to employees for improvement. This center also is responsible for reporting data to field operations
regarding volumes and response time reliability as well as reporting departmental compliance to Key
Performance Indicators.

Communications Center performance is reported daily, weekly and monthly to the management group
for discussion and participates in company Quality Management and Safety Committee processes. The
Communications Center is managed to a level required by the National Academy of Emergency Medical
Dispatchers and we have recertified our center as a “Center of Excellence” (ACE) in quality patient
care.

These standards must be met 90% of the time or better:
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. Crew Unit Response Time
Call Type Dispatched Acknowledges Responding Standard
PP . ) . Specific to
911 (Priority 1-3) 59 30 59 priority/contract
Ground
Interfacility:
Emergency EIFT 1:59 :30 4:59 30 min or < from call
Urgent 1:59 :30 4:59 90 min or < from call
Non-Urgent Negotiated :30 4:50 Schedule(rjn'glnme +-15
Air Response
Rotor Scene :59 :30 VFR 8 min ETA +/- 1:59 (2)
Rotor Interfacility :59 :30 VFR 8 min ETA +/- 1:59 (2)
Fixed Wing:
Scheduled n/a :30 Scheduled ETA +/- 29:59
Emergent :59 :30 29:59:00 ETA +/- 29:59

Monthly Reporting

CareFlite is accustomed to meeting response time requirements and is very successful in meeting
demand because of the strict attention paid to performance. Response time compliance is measured and
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reported daily, weekly and monthly. Reports are completely customizable which means there are nearly
endless formats available for data and information is readily accessible at all times

A. Organizational Environment:

1) Emergency Medical Service Offerings:

For greater than 44 years, CareFlite has been providing Emergency Medical Services and support to first
responder agencies. From 2003 to 2017, CareFlite had the privilege of serving as Johnson County’s
primary 911/Emergency Medical Service. The coverage area for which CareFlite served was roughly
734 square miles with a population of approximately 167,000 citizens.

Johnson County CareFlite Emergency Medical Services will include:
- 24-hour Paramedic Supervisor Oversight

- 7 Mobile Intensive Care Unit (M.1.C.U.) Ambulances

- 1 Operations Manager

- 1 Associate Operations Manager

As part of CareFlite’s responsibility to the Johnson County community, we provided emergency ground
ambulance transports, transport of patients from the hospital as well as transport of residents from long
term nursing facilities. This was done consistently without diminishing our abilities to exceed
compliance expectations when responding to emergency calls. While this expectation was an agreement-
based performance metrics; the CareFlite leadership and team believed this was their responsibility to
the community.

Our organization holistically is well respected and appreciated across the Dallas Fort Worth Region. Our
mere scope of influence allows us to provide continuous improvement initiatives to better serve our
ever-growing community.

Process improvement initiatives, transparency with performance metrics and involvement of community
members within the CareFlite organization will continue to prove that our services within the
community are highly valued.

Historical performance metrics and patient satisfaction indicators accurately depict CareFlite’s future
and ongoing performance. The following performance metrics provide a descriptive affirmation
solidifying the expectation of our organization in meeting the need of the patients and communities we
serve.

2) Mission, Vision, Values:

MISSION
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To bring help and hope to the communities we serve by providing unequaled and compassionate care.

VISION
Building a highly competent, resilient, and resourceful team that puts the needs of others ahead of their
own to save more lives.

OUR CORE VALUES
One Team, Incomparable Quality, Safety Culture, Unequaled Integrity, Caring Hearts

CareFlite’s organization core competencies and expectations of all team members are quality assurance,
customer service, innovation, and continuous professional development. These competencies are the
backbone on which our mission, vision and values are built. These activities and initiatives instill and
continuously reinforce how CareFlite brings help and hope to the communities we serve.

3) Workforce Profile:

CareFlite has approximately 450 ground team members in the DFW Metroplex and surrounding
communities. The organization’s oversight is directed in collaboration with a Board of Directors from
dedicated sponsoring facilities including: Texas Health Resources, Methodist Health Systems, Baylor
Scott and White Healthcare System, JPS Health Network, and Parkland.

CareFlite’s core values, dedication in career advancement and longevity as evidenced by our years of
service to the community provide a concrete foundation for retaining quality, high performing team
members. The people that encompass our team are the strength of our organization and as such, we
devote tremendous resources to provide a safe, comfortable work environment ensuring that our
employees are focused on what they do best, patient care. CareFlite’s staffing challenges mirror that of
Emergency Medical Services throughout the nation. CareFlite has, within recent years, implemented
two initiatives to drive recruitment and advancement. First is the aforementioned initial Emergency
Medical Technician program and the second is a CareFlite sponsored cohort of students enrolled in the
University of Texas at Dallas paramedic program. Both serve to attract and keep talented and qualified
individuals as a part of the CareFlite team.

To promote employee satisfaction and support the needs of our team, CareFlite as an organization
strongly encourages work-life balance. To help promote the healthy behaviors of our team, CareFlite
encourages that team member’s use 80 hours of paid time off annually. CareFlite, additionally, has an
organizational wellness program. CareFlite’s wellness initiative is a multi-faceted program that includes
many different avenues for participation to include but not limited to wellness screenings, healthy living
programs, and employee assistance programs.

CareFlite, as a healthcare organization, requires initial physical ability testing as a hiring screening tool
to ensure our employees are fit for duty and to avoid injury. CareFlite also participates in programs
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provided by the American Heart Association, and National Association of Emergency Medical
Technicians.

Educational Requirements include:

e Completion of a policy/procedure review such as CareFlite’s company structure, mission,
vision, values, Employee handbook policies, Health Insurance Portability and
Accountability Act, billing compliance, harassment, infection control, managing stress,
conflict resolution, communicating effectively, protocols, navigation, system design and
resources, clinical quality, operational quality

e Complete all annual required training including Hazardous materials, National Incident
Management 100, 200, 700, 800 (as applicable), and Fire Safety

e Three weeks of classroom training including patient handling, Blood Borne Pathogens,
driver's training, documentation class, equipment and protocol training, hands-on
scenario training with Human Patient Simulation and defensive driving.

e Required card courses to include Advanced Cardiac Life Support (as applicable to
certification level), Pre-Hospital Trauma Life Support, Basic Life Support, Pediatric
Advanced Life Support (as applicable to certification level), and, Neonate Resuscitation
Program (ass applicable to certification level).

e Field Training Officer training (release is competency based as demonstrated by
proficiency with protocols, equipment, skills, operations)

e Protocol testing with a minimum passing score of 80

Field Training/ Evaluations:

Emergency Medical Technician basic field training and evaluation consists of approximately 160-200
hours of objective based training conducted by a Field Training Officer. Emergency Medical
Technician paramedic field training and evaluation consists of approximately 240-320 hours of objective
based training conducted by a Field Training Officer. Once objectives are met and by the Field Training
Officer’s recommendation and all performance documentation is reviewed by CareFlite’s Education
Coordinator verifying satisfactory completion.

CareFlite Ground does not have any bargaining unit or unions.

CareFlite has a Designated Infection Control Officer, and required physical ability testing. To ensure
consistent and high-quality screening, CareFlite contracts with third party Occumed for all pre-
employment fitness testing. For safety, CareFlite has chosen to purchase Horton ambulances due to
numerous enhanced features such as: patient compartment 4-point retractable harness seat-belts, seat-
belt airbags, enhanced shock absorption in patient compartment seating, and air bag equipped action
wall. Additionally, CareFlite is in the process of completing installation of Stryker Power Pro 2 auto-
load systems in all ground units. To further enhance safety, CareFlite utilizes AngelTrax in vehicle
mobile surveillance systems which allows real-time monitoring of driver behavior and policy adherence.
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CareFlite employees are encouraged to monitor activity levels and, per policy, utilize a Baldwin risk
assessment when fatigue may place them in an unsafe state.

4) Assets:

Grand Prairie Hanger and Mabee Training Center, Northern Corporate location and training center,
simulation mannequins adult, pediatric, and obstetric, simulation training ambulance, AngelTrax, Zoll
cardiac monitoring, Lifeline ARM chest compression device, i-view video laryngoscopy devices,
Stryker Power Pro 2 auto-load system, Hamilton ventilators, Baxter Spectrum IQ Infusion System, Type
I ambulances (Frazer and Horton), Type Il ambulances (Sprinter, Transit), Type Il ambulances (AEV,
Horton, Crestline), Specialty Units (ECMO, Bariatric, Balloon-Pump, and Neonatal capable), and
Supervisor response Tahoe.

5) Regulatory Requirements:

CareFlite participates in associations/accrediting bodies such as the Commission on Accreditation of
Medical Transport systems. Best practice implementation occurs through attending local, state and
national conferences and meetings with Regional Advisory Committees in North Central Texas, Heart of
Texas, and Texas Capital Area for clinical operating guidelines.

B. Organizational Relationships:

1) Organizational Structure
CareFlite’s organizational and governance systems are relatively linear. Leadership and
management structures utilizing this methodology support organizational transparency that
allows us as an organization to respond to opportunities timely. This focus on transparency
promotes employee engagement in process improvement initiatives, ultimately allowing
CareFlite to delivery high quality patient care continuously. The CareFlite team and informal
leadership have direct access to all senior leadership to include open and welcomed dialogue
with all levels of senior leadership to include the CEO. This structure not only promotes bi-
directional communication to meet the needs of the organization as well as the patients we serve
but also maintains administrative costs.

Reporting structure and communication expectation with governance boards, and keys stakeholders
takes place through CareFlite’s Board of Directors.

2) Patients, Other Customers, Stakeholders:

At CareFlite all patients encountered, family members, fire department personnel, hospital staff and our
Board of Directors are our customer and stakeholders. We pride ourselves at CareFlite in the
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deployment of highly trained individuals, professionalism and innovative patient care. (see Appendix
13)

3) Suppliers and Partners:

Key suppliers and partners that support the need of CareFlite include Baylor Scott and White, Texas

Health Resources, John Peter Smith, Parkland and Methodist Health Systems. These stakeholders are
vital to success of the delivery of CareFlite that provides. Due to the intensive nature of our services; it
is the expectation that services are rendered timely. Costumer service of these key suppliers and partners
are imperative to the safe delivery of care.

To enhance the competitiveness of CareFlite, we strive to utilize the newest most evidenced based
products. CareFlite utilizes AngelTrax, Lifeline ARM chest compression device, i-view video
laryngoscopy devices, Stryker Power Pro 2 auto-load system, Hamilton ventilators, Baxter Spectrum 1Q
Infusion System, and Type | ambulances (Frazer and Horton) to ensure delivery of quality care.

Key supply chain requirements include having local and national vendors to replenish stock in a timely
manner or when an emergency occurs.

Related to the organizational maintenance of ambulances, CareFlite has full time Fleet Maintenance
Management team dedicated solely to ground operations. All ambulance vehicles are inspected on a
daily basis. Daily inspections include: all fluid levels, tires, brakes, safety features, adequacy of lighting
and visual damage assessment. Support Services personnel, Field Supervisors or Managers, complete
weekly inspections. These inspections provide a more comprehensive assessment of the aforementioned
items and also additional items such as shocks, suspension, belts, tire wear patterns, batteries, etc.
CareFlite has adopted a specific weekly vehicle checklist provided by our insurer, VFIS Inc.

Multiple vendors perform preventative maintenance and repairs. These designated vendors are required
to complete documentation of specific items each time a vehicle is seen. Vendors are required to submit
evidence of insurance with a minimum of $1,000,000.00 liability coverage. Main Street Elite, Kris
Brown Chevrolet and Cleburne Ford currently provide maintenance services for our fleet of vehicles in
the Johnson and Hill County areas. Preventative maintenance is performed according to OEM standards
or better and parts wear is tracked through the use of an in-house database to determine replacement
intervals prior to failure. This database in conjunction with daily inspections has proven to be the most
effective way to ensure our transport vehicles are in pristine condition.

Vehicles are scheduled for replacement every 5 years or 300,000 miles. Vehicles over 200,00 miles are
predominantly used as “reserve” ambulances and not front-line vehicles. Mileage and maintenance costs
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are not the only determinants of vehicle fitness. Critical failures and out of service time are also
considered.

Organizational Situation:

A. Competitive Environment:
1) Competitive Position:

CareFlite Ground Operation Area
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Helicopter Emergency Medical Services Operations Area

CareFlite has a large geographical footprint across Dallas/Fort Worth and surrounding areas. CareFlite
additionally provides air medical transport in Burnet, Texas and immediate surrounding areas. The
CareFlite organization has over 650 total employees that span from direct caregivers; which include
Emergency Medical Technicians, Paramedics, Registered Nurses and an array of ancillary support staff.
The CareFlite organization values the importance of all CareFlite team members as they all support the
same organizational mission and vision. Our organizational size is considered to be a high-capacity
Emergency Medical Service system as comparable to other organizations.

CareFlite as an organization provides complete modalities for emergency transportation. We
continuously look for opportunities to expand our services to better support the needs of our community.
This is evidenced by a multitude of designated CareFlite ground ambulance stations as well as our
dedication to providing air transportation in strategically placed locations across of span of service to
provide prompt transport as requested by the communities we serve.

CareFlite has a reputation in the community for being trustworthy and setting the highest standards of
emergency medical services in the area while staying committed to the overall health of the community.
Due to the longevity of our services, CareFlite is a brand name amongst many community members.
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CareFlite leads the Emergency Medical Services competition as an organization that values innovation
and providing high quality patient care to all they serve.

Key competitors include American Medical Response, Acadian, Allegiance, and City Ambulance.

Key collaborators include but are not limited to our member facilities; Texas Health Resources,
Methodist Health System, Baylor Health Care System, Parkland Health and Hospital System, and the
John Peter Smith Health Network.

2) Competitive Changes:

To overcome and surpass competitive situations, CareFlite creates opportunities for expansion and
allows for innovation to propel the organization forward through growth of the ground and air service
districts.

Strategic advantages include multidisciplinary organization. Some other strategic advantages that
CareFlite employs are early mentoring practices and team building through coaching and professional
development.

3) Comparative Data:

Key sources utilized by the CareFlite organization for comparative and competitive data include
consultants for audits clinically, financially and operationally. CareFlite values the importance of quality
improvement and continuous improvement initiatives to guide the services we provide. The utilization
of both statistical and quantitative data from both within emergency medicine and through the analysis
of other success business we continue to grow as an organization.

B. Strategic Context:

Strategic advantages and initiatives in emergency medical services (EMS) can greatly enhance the
effectiveness and efficiency of response, ultimately leading to improved patient outcomes. CareFlite
utilizes the following:

Integrated Communication Systems: Implementing advanced communication systems that allow
seamless coordination between EMERGENCY MEDICAL SERVICE providers, hospitals, and other
first responders significantly reduce response times and ensure appropriate resource allocation.

Community Engagement and Education: Developing community outreach programs to educate the
public about basic first aid, CPR, and when to call for emergency assistance can help reduce the burden
on CareFlite and First Responder Organizations by empowering individuals to handle minor
emergencies and recognize when professional help is needed.
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Data-Driven Decision Making: Utilizing data analytics and predictive modeling to identify trends,
hotspots, and high-risk populations can enable CareFlite to allocate resources more effectively, optimize
deployment strategies, and proactively address emerging health concerns.

Training and Continuous Professional Development: Investing in ongoing training and professional
development programs for CareFlite personnel ensures that they stay abreast of the latest medical
advancements, protocols, and techniques, enhancing their ability to deliver high-quality care in diverse
emergency situations.

Collaboration with Other Healthcare Providers: Building strong partnerships with hospitals and first
responder organizations can facilitate seamless transitions of care, enhance information sharing, and
promote a patient-driven approach.

Resource Optimization and Efficiency: Employing strategies such as dynamic deployment models and
unit-based triage can help optimize resource utilization, reduce ambulance turnaround times, and
minimize response delays during peak demand periods.

Disaster Preparedness and Resilience: Developing comprehensive disaster response plans, conducting
regular drills and simulations, and establishing mutual aid agreements with neighboring jurisdictions
enhance the ability of CareFlite to effectively manage large-scale emergencies and ensure continuity of
care under challenging circumstances.

Quality Improvement and Performance Measurement: Implementing robust quality assurance and
performance improvement programs allows CareFlite to monitor key performance indicators, identify
areas for improvement, and benchmark their performance against national standards, ultimately driving
continuous quality enhancement.

By strategically focusing on these initiatives, CareFlite not only enhances its operational efficiency and
effectiveness but also plays a pivotal role in improving public health outcomes and strengthening
community resilience.

CareFlite’s key strategic challenges include the continuous growth of the non-profit organization of air
and ground to the communities of North Texas.

The advantages of the organization’s strategic plan in regard to Emergency Medical Services include
maximizing quality assurance, customer service, innovation, and continuous professional development.

Operational advantages at CareFlite include the ability to adjust to the changes in the healthcare
environment, driven by the Patient Protection and Affordable Care Act, and other statutory, regulatory
and economic changes. The responsibility of CareFlite in regard to the community is a key focus in the
organization’s strategic plan. Workforce advantages include using multiple employees not only part of
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the CareFlite family but also residents in Johnson County. Monthly hiring of employees typically is
restrained to county residents if applicable.

C. Performance Improvement Systems:

Elements of CareFlite’s strategic plan in relation to performance improvement systems successfully
providing customer service excellence, by giving the patient and the county the best quality of care at
the lowest possible price due to being non for profit.

Our current process improvement initiatives are evaluating triggers that assist in the response times,
compliance, patient focus and safety standards along with key performance indicators. As triggers are
met, CareFlite aims to increase each point to the highest level of performance. CareFlite utilizes the A3
problem solving practice which is a dynamic way of thinking that organizes and synthesizes data in a
clear and objective manner to achieve the established goal.

Summary of Competitive Criteria:
1) Leadership

1.1 Senior Leadership
a. Vision, Values, and Mission

1. Vision and Values - CareFlite senior leaders set the mission and vision of the organization through
strategic planning processes. The strategic planning committee is composed of the Board of
Directors, CareFlite’s CEO, Vice-Presidents and Directors. Based upon the core values of CareFlite,
the senior leadership in collaboration with frontline team members set a foundation and a standard of
care under which we practice. The CareFlite senior leadership is committed to organizational
sustainability through living out the defined mission, vision, and values in every facet of the
organization.

2. Promoting Legal and Ethical Behavior - CareFlite senior leadership demonstrates their commitment
to legal and ethical behavior through their actions by setting the tone at the top, establishing clear
policies and procedures, providing adequate training and resources, promoting transparency and
accountability, leading by ethical decision-making, complying with legal and regulatory
requirements, addressing ethical concerns and misconduct, and encouraging ethical leadership
throughout the organization.

3. Creating a Successful Organization - Senior leaders play a crucial role in ensuring that CareFlite is
successful both in the present and in the future. The loyalty and investment of senior leadership to
not only the patients we serve, but also the personnel that composes the entire CareFlite Team is the
foundation of the organization. The cornerstone of a successful organization is its mission, vision
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and values. This is reflected within the organization’s strategic plan to sustain success and continue
to exceed the expectations of the communities we serve.

b. Communication and Organizational Performance

1. The senior leaders of CareFlite communicate with the entire organization through multiple
modalities. The senior leadership team utilizes weekly meetings with department directors who then
hold routine meetings with staff to disseminate pertinent information to the teams. For information
to a specific workforce group, senior leadership relies on leadership over that particular sector to
disseminate. Senior leadership has constant bi-directional communication amongst all middle
leadership within the organization assessing for appropriate utilization of resources. Senior
leadership engages the entire CareFlite team through varied and innovative methods.
Communicating with and engaging the entire workforce, as well as key customers and partners, is
essential for CareFlite leadership to foster alignment, collaboration, and a sense of shared purpose.

2. Focus and Action - Action orientation is an essential behavior in a senior leader. CareFlite senior
leaders serve as role models within the organization. They are committed to provide the organization
with transformational guidance that supports the mission, vision and values of the organization.
CareFlite’s senior leadership contribute to immediate success and long-term viability through
communication of strategic vision and direction, adaptability and innovation, talent development and
succession planning, customer-centric focus, financial stability and resilience, ethical leadership,
strategic partnerships, continuous learning and improvement, and long-term planning.

1.2 Governance and Societal Responsibilities
a. Organizational Governance

1. Governance System - The organizational governance system of CareFlite consists of senior
leadership, internal and external corporate compliance. CareFlite ensures responsible governance by
establishing structures, processes, and practices that promote transparency, accountability, integrity,
and compliance with laws and regulations. This governance system is responsible for key aspects of
the CareFlite organization to include accountability of organization, transparency of organizational
performance, effectiveness of organizational processes, compliance of organizational expectations,
and continuous assessment of the organizational strategic plan. This is done through an annual
Strategic Planning Committee that is comprised of the CareFlite Board of Directors, Chief Executive
Officer, Vice Presidents and Directors. The organizational governance structure meets CareFlite’s
Key Performance Indicators. The purpose of the organization structure is to fulfill societal
responsibilities of CareFlite to the communities we serve.

2. Performance Evaluation - Evaluating the performance of senior leaders is crucial for ensuring
effective leadership, driving organizational success, and fostering continuous improvement. One
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way in which CareFlite evaluates senior leadership performance is through annual performance
evaluations. Additionally, CareFlite utilizes an annual employee survey which allows for
constructive improvement opportunities to facilitate continuous growth of leaders and ever-evolving
healthcare environment. The performance improvement process is transparent and includes key
actions to include establishment of clear expectations and objectives, definition of key competencies
and behaviors, setting SMART goals, collecting feedback from multiple sources, assessing results
and achievements, review of leadership behaviors and competencies, and consideration of
stakeholder perspectives.

Legal and Ethical Behaviors

Legal, Regulatory, and Accreditation Compliance - CareFlite addresses concerns about our patient
care and operations through employee surveys and corporate compliance. CareFlite plans to solicit
direct customer feedback through satisfaction surveys completed by transported patients.

Ethical Behavior - CareFlite promotes and ensures ethical behavior through annual compliance
training, open door policy and the ability to report any illegal or unethical behaviors through an
anonymous compliance hotline that is answered and investigated through outside counsel.
Additionally, through leadership modeling, CareFlite has established a code of conduct and provides
leadership training, integrates ethics into performance evaluations, provides clear policies and
guidelines, and regularly reviews and updates ethical policies.

Societal Responsibilities

Societal Wellbeing - CareFlite consistently goes beyond compliance orientation to meet the needs of
the citizens in our current 911 districts. CareFlite intends to promote citizen well-being through
community outreach and education programs, partnerships with local organizations, recognizing
societal impacts on health, partnering in public health initiatives, and quality improvement data
analysis. CareFlite is vested in the continued support and expansion of initiatives within the
community.

Community Support - CareFlite will actively support and strengthen the Johnson County community
through providing ambulance coverage at community events at no charge, attending Career Days at
the schools who request our services, and participation in events such as Shattered Dreams.
Additionally, CareFlite will provide medical resources beyond current conditions, improve response
times, and deliver a quality of care that surpasses our competitors.

2) Strategic Planning

2.1 Strategy Development
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a. Strategy Development Process

1. Strategic Planning Process - The CareFlite strategic planning process consists of at the least one
annual meeting involving the Board of Directors, Chief Executive Officer and senior leadership.
CareFlite’s strategic planning is crucial in establishing clear goals, allocate resources effectively, and
adapt to changing needs and priorities. Direction of strategic planning includes conducting
situational and market analysis, review of adherence to mission, vision and values, setting strategic
goals and objectives, developing strategies and action plans, monitoring and evaluating progress, and
adapting and adjusting as needed.

2. Innovation - Essential to strategic development is an organization’s ability to have focus on customer
driven excellence, build operational capabilities, ensuring continuous assessment of organizational
processes to propel improvement initiatives. CareFlite incorporates innovation into the strategy
development process to stay competitive and adapt to changing market dynamics. At CareFlite, we
encourage a culture of innovation and organizational transformation by consistent evaluation of
current practices and strategizing avenues for change. This evaluation process allows for continual
assessment of the environment and constant analysis for organizational sustainability.

3. Strategy Considerations - CareFlite’s organizational data, with a focus on compliance, is analyzed on
a daily, weekly, and monthly basis to identify trends and opportunities for improvement. CareFlite
conducts a daily briefing to review staffing and consideration of resource allocation to best benefit
the customers we serve. Additionally, CareFlite conducts review of and data collection for clinical
practice guidelines and regularly reviews such with the medical director and clinical leadership.
Follow up actions occur through weekly senior leadership meetings, unless immediate attention is
required. Implementation of processes occurs through management staff and monthly crew staff
meetings. The alignment between the organization and executives occurs by at least one annual
strategic planning meeting. Alignment of key work systems and key work processes takes place
through bi-weekly management meetings. Alignment of the work unit and job level occur through
monthly supervisor meetings and daily interaction between field staff and supervisory team.

4. Work Systems and Core Competencies - CareFlite’s key work systems are what enable us to provide
unmatched quality in an effective and expeditious manner. CareFlite recently implemented a new
computer aided dispatch system, Logis, which utilizes Al to improve effectiveness and efficiency.

In order to maintain, track, and service our vehicles and equipment, CareFlite utilizes Manager Plus,
an all-in-one asset management system. Additionally, CareFlite recently implemented a new
charting software, Image Trend which allows for automatic and timely review of clinical
performance as well as versatile data reporting utilized to improve overall patient care. CareFlite
incorporates these key systems and their performance into strategic planning to ensure delivery of
services in the most efficient way possible.
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b. Strategic Objectives

1. Key Strategic Objectives - CareFlite strategic objectives stimulate and incorporate innovation
through Key Performance Indicators which include: response compliance, time on task, out of
service time, and alliance with (Ground and Air Medical Quality in Transport) GAMUT metrics.
These performance measures are reviewed monthly to allow for dynamic, real-time modifications to
processes and procedures that will drive the overall success of the organization.

2. Strategic Objective Considerations - Through constant organizational review of strategic initiatives,
CareFlite ensures a balance and equity in competing internal needs first by allowing prioritization of
objectives. CareFlite is also able to evaluate resources and allocation as well as mitigate risks and
anticipate changes in industry landscape. This allows CareFlite to effectively manage and enhance
all facets of the organization in a strategic way that satisfies the needs of all stakeholders.

2.2 Strategy Implementation
a. Action Plan Development and Deployment

1. Action Plans - CareFlite’s action plan for both immediate execution and long-term cultivation and
development is to increase the quality of patient care delivered to the citizens of Johnson County and
increase efficiency through evaluation of response times. In the long-term, CareFlite plans to focus
on continuous employee development contributing to employee satisfaction and retention.

2. Action Plan Implementation - CareFlite will increase the quality of patient care through on-going
quality review of patient care documentation and the evaluation of data gathered as a result.
CareFlite will utilize data to drive changes in patient treatment protocols and procedures. CareFlite
will evaluate response data as a tool to recognize the need for and outcome of any alterations made
to resource deployment and posting. CareFlite is committed to providing ongoing professional
development in the form of internal education, sponsoring external education and training, and
providing pathways for internal career advancement.

3. Resource Allocation - CareFlite is a non-profit organization with a key leadership structure that
exemplifies attention to fiscal responsibility through its lean composition. CareFlite’s Board of
Director supported commitment to fiscal longevity is evidenced in its investment in quality
equipment and fleet and asset replacement schedule. Through ongoing evaluation of current
programs and practices, CareFlite will ensure the longevity of its action plans by employing a
collaborative strategic planning approach. By engaging all stakeholders in the assessment and
planning process, CareFlite gains a global evaluation perspective that allows for shared
responsibility and accountability to the action plan success.
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4.

3)

Workforce Plans - CareFlite has a clinical team dedicated to a focus on clinical guidelines that make
us an industry leader in patient care. CareFlite’s Director of Business Operations focuses on global
response data and engages CareFlite’s leadership team in the evaluation of that data and the
development of improvement strategies. CareFlite’s entire leadership team is engaged in the
professional development of all staff and actively finds ways to mentor and grow others as a part of
longevity strategies and succession planning. CareFlite’s Emergency Medical Technician program
ensures long-term recruitment and development to aid in sustaining CareFlite’s qualified workforce.

Performance Measures - CareFlite will utilize its dispatch platform, Logis, to provide dynamic
response and performance data for evaluation. Data from this system is available in real-time to the
leadership team. CareFlite will use Image Trend, its charting software, to provide data for patient
care quality metrics. Successful employee development will be measured through responses to
employee surveys, analysis of employee tenure and turnover rates.

Performance Projects - CareFlite projects that it will meet or surpass response times as defined
within the contract. Through continuous quality improvement efforts, CareFlite will succeed in
improving patient care as evidenced by measurable achievements such as early hospital notification
on 90% or better of patients with an early warning score of 4 or greater, 90% or better of patient with
non-traumatic chest >35, receiving a pre-hospital 12-lead ECG, and 90% or better of suspected
stroke patients receiving a pre-hospital blood sugar assessment, to name just a few. With ongoing
professional development, CareFlite projects an increase in employee engagement and longevity as
well as a decrease in turnover rate.

Action Plan Modification

As an emergency service company, we are very agile in accommodating short term crisis and will
add resources necessary to continue to meet the requirements of our contract. CareFlite is poised to
pivot as required in order to maintain focus on response compliance, patient care and employee
development.

Customer Focus

CareFlite’s goal is to provide the citizens it serves with a high-quality Emergency Medical Services
System, where providers work together seamlessly to meet each other’s and the customer’s needs.
To meet this goal CareFlite has a comprehensive internal continuous quality improvement plan in
place.

3.1 Voice of the Customer - We will utilize customer surveys via phone call follow-up, postcards,
and compliments/complaints by anonymous reporting to out sourced compliance services.
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a)
1)

2)

Listening to Patients and Other Customers

Current Patients and other Customers - CareFlite interacts with patients daily via transport. Any
request or need is immediately addressed to achieve customer satisfaction. CareFlite will solicit the
feedback of patients, customers and partners in care to evaluate performance and create action plans
as needed. CareFlite performs ongoing review of patient care documentation, incoming 911 calls,
and video monitoring data to evaluate performance and assess the need for change.

Potential Patients and other Customers - Another way to reach out to potential customers is through
community outreach programs such as community cardiopulmonary resuscitation, public relations
with school districts, routine encounters with hospital partners and collaboration with local fire
departments in community development endeavors.

b. Determination of Patient and Customer Satisfaction and Engagement

1)

2)

Satisfaction, Dissatisfaction and Engagement - CareFlite has a policy and obligation to resolve any
complaint or concern immediately and ensures resolution is achieved at the lowest level of
management. (See Appendix 10) regardless of the source.

Satisfaction Relative to Competitors - Throughout the tenure in Johnson County, we consistently
were present at county meetings, hospital meetings, and regional advisory council meetings in the
area. All education that CareFlite hosts is open to all providers including competitors. CareFlite
will initiate a customer satisfaction survey, distributed to transported patients, as an additional means
of gathering patient feedback. We welcome feedback regardless of the source.

3.2 Customer Engagement - CareFlite has built its reputation with customers by being open, honest and
transparent.

a.

1)

2)

3)

Service Offerings and Patient and Other Customer Support

Service Offerings - Service offerings are based off the needs and request of the community, first
responders and surrounding facilities.

Patient and Other Customer Support - Patient support is offered through the supervisor that works

24-hour shifts, our dispatch center that operates 24 hours a day, the company website, and
membership program.

Patient and Other Customer Segmentation - Customer groups and market segments are determined
by populations that require prehospital healthcare and transportation. Additionally, CareFlite will
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review call demand analysis to identify opportunities for change. CareFlite is open to consideration
of additional service lines that benefit the community at large.

b. Patient and Other Customer Relationships-

1) Relationship Management - Relationships are built by involvement in our community, through
community outreach and community education.

2) Complaint Management - CareFlite manages complaints by listening with an open mind to
determine the root cause, effectively communicating throughout the leadership team and giving the
patient a time and date, they should expect to receive a resolution. Once a resolution has been
reached, CareFlite’s practice is to be precise and honest, leaving no room for patient or customer
negative perception aiming for customer satisfaction. (See Appendix ?)

4) Measurement, Analysis, and Knowledge Management

4.1 Measurements, Analysis, and Improvement of Organizational Performance — CareFlite measures and
analyzes Key Performance Indicators: compliance reports, employee surveys, customer surveys, and
Clinical Quality Improvement.

a. Performance Measurement

1) Performance Measures -The data will provide the information for best practices for the ongoing
assessments and adjust annual Key Performance Indicators in the areas the company needs
improvement. CareFlite data collection and evaluation allows for timely recognition of and response
to customer needs.

2) Comparative Data - CareFlite would use a comparable service comparison from all organizations of
similar size as indicated through North Central Texas and the Heart of Texas Trauma Regional
Advisory Councils to build industry standards that CareFlite would incorporate to meet or exceed the
standards. CareFlite will use state and national standards by which to benchmark success.

3) Patient and Other Customer Data — CareFlite would use patient and customer data to identify
processes and results that represent best practices for patient care and performance. CareFlite will
solicit feedback from partnering fire departments, hospital providers and community leaders to
identify opportunities for improvement.

4) Measurement Agility — CareFlite has proven the ability to respond to rapid or unexpected internal or
external changes by providing service to areas of the same size and population of Johnson County
through collection of appropriate data, adaptation to short timelines and avoiding any measurable
performance issues.
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b. Performance Analysis and Review — Performance reviews are measured by remaining in

C.

1)

2)

3)

compliance with contract obligations and Key Performance Indicators.
Performance Improvement

Best Practices —CareFlite will share the data that details what has been successful and what pitfalls
were discovered and adjusted to conform to contractual requirements.

Future Performance — CareFlite projects future performance through analysis of current compliance
trends, community growth, hospital system changes, and best practices.

Continuous Improvement and Innovation -CareFlite will use the data from 4b to adjust posting
assignments and/or system status management. CareFlite may also use this data to adjust deployment
plans to meet or exceed contractual obligations, modify resources, and adjust patient treatment
protocols.

4.2 Knowledge Management, Information, and Information technology- By effectively managing
organizational knowledge assets, information, and IT infrastructure, CareFlite can enhance operational
efficiency, support informed decision-making, and ultimately improve patient care outcomes.

a.

1)

2)

1)

Organizational Knowledge

Knowledge Management - CareFlite will manage organizational knowledge to ensure appropriate
resources are allocated to the correct patient, in a timely manner. CareFlite has a commitment to
transparency which facilitates information sharing amongst all stakeholders. This encourages
individuals at all levels of the organization to participate in the dissemination of valuable
information.

Organizational Learning - CareFlite will utilize the organizational values and missions through Just
Culture processes which enable a learning environment conducive to change into a positive outcome.
CareFlite utilizes a multi-faceted communication approach that allows for broad distribution of
material across all personnel and learning types. CareFlite employs Ninth Brain, an online learning
management system, patient care report software Image Trend, payroll platform ADP, monthly
newsletters, employee staff meetings, onboarding, and in-person educational offerings to provide
education, informational updates and training to all members of the CareFlite team.

Data, Information, and Information Technology

Data and Information Quality - CareFlite ensures the quality of data through established policies,
protocols, and procedures.
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2) Data and Information Security - CareFlite ensures the security of privileged information with the
assistance of a Director of Corporate Compliance using standard operating guidelines and a robust
identity and security access and authentication system. CareFlite’s Information Technology
department constantly evaluates industry trends in data protection and software encryption to ensure
we meet or exceed standards.

3) Data and Information Availability - CareFlite has a Custodian of Records and a Compliance Officer
who address the limited availability and security of all protected data information.

4) Hardware and Software Properties - CareFlite operates a fully functional Information Technology
department that oversees all software updates and the continuation of service through maintenance
and upkeep of pertinent equipment.

5) Emergency Availability - CareFlite has a continuous Information Technology employee on call daily
to address immediate hardware and software concerns. CareFlite provides access to triplicate paper
resources to ensure completion of documentation during times of equipment failure. CareFlite’s
patient care documentation software constantly saves data to a storage cloud in order to complete
documentation once failures have been mitigated. CareFlite currently has a location and plan to
provide back-up communications support to ensure uninterrupted service. In addition, CareFlite is in
the process of expanding its current dispatch capacity through the construction of a new center that
will increase the level of capabilities and efficiencies of the current location.

5) Workforce Focus —

5.1 Workforce Environment— CareFlite has an open-door policy, and follows the core values set forth by
the corporation.

a. Workforce Capacity and Capability

1) Capability and Capacity - CareFlite consistently evaluates its capacity and demand, adjusting its
recruitment strategies accordingly.

2) New Workforce members - CareFlite utilizes multiple employment website platforms to advertise
current openings with details that include pay rates and benefits, including Indeed, Glassdoor,
Monster, Careers Page, Zip Recruiter, and Link Up. CareFlite operates an internal Emergency
Medical Technician program that provides a pathway for non-certified individuals to become
certified and directly enter the workforce as a CareFlite employee. CareFlite holds hiring fairs, is
active in the community at a variety of public relations events, and actively recruits graduates from
local paramedic programs. The placement of new employees is determined by the open needs of the
divisions. CareFlite offers a competitive wage and benefits packages, flexible schedule and
opportunities to further their career goals with education.
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3)

4)

1)

2)

Work Accomplishments - CareFlite manages the workforce through Just Culture, positive
reinforcement and non-punitive clinical quality improvement. CareFlite organizes its internal
reporting structure with a focus on span of control to ensure that appropriate oversight occurs at
every level.

Workforce Change Management - CareFlite fosters an environment that encourages fellowship,
community and belonging. This creates an engaging culture that leads to job satisfaction and long-
term retention. CareFlite has a history of adding additional units/resources to meet the demands and
growing needs of the community.

Workforce Climate

Workforce Environment - CareFlite has a comprehensive benefits package that includes numerous
resources for mental health, wellness, financial health, and other health-centered benefits.
CareFlite’s insurance benefits offer discounted access to a “doctor on demand,” which provides
employees with affordable access to health care around the clock. CareFlite has partnerships with
multiple fitness centers to offer membership at reduced rates in order to promote self-care and
wellness. CareFlite’s new Irving location will offer 24-hour access to an on-site fitness center and
we are currently exploring potential for providing fitness equipment at ancillary bases.

Workforce Benefits and Policies - CareFlite utilizes Human Resources for employee benefits,
updating policies, and offering additional benefits such as employee discounts, paid time off, paid
time off cash out and the ability to use paid time off to offset the cost of benefits.

5.2 Workforce Engagement - CareFlite offers an annual performance evaluation that is directly linked to
a merit increase. Senior management leads by example by projecting the expectations and ensuring the
employees understand performance measures. CareFlite also conducts yearly employee satisfaction
surveys to engage the workforce in affecting change within the organization.

a.

1)

2)

Workforce engagement and performance

Organizational Culture - CareFlite has an open-door policy which ensures non punitive
communication to increase morale which leads to a high performing engaged workforce. CareFlite
employees are provided multiple avenues to report concerns either in person or anonymously.
CareFlite employees are encouraged to openly share their ideas, accolades and concerns in an effort
to improve overall quality of the organization and build a collaborative culture.

Drivers of Engagement - CareFlite determines key drivers of engagement through employee
participation in the annual survey. CareFlite utilizes this employee listening strategy to identify key
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3)

4)

1)

2)

3)

challenges and opportunities to increase employee satisfaction. The feedback from this survey is
crucial in helping CareFlite adapt to the needs of its workforce.

Assessment of Engagement - CareFlite assess workforce engagement by the willingness of our
employees to offer staffing support, volunteer for nonpaid opportunities and volunteer to instruct or
train new employees. CareFlite team member participation surpassed 75% in the 2023 engagement
survey.

Performance Management - CareFlite employs multiple strategies aimed at supporting high
performance and workforce engagement including clear performance expectations, continuous
employee development and feedback, employee recognition program, encouragement of work-life
balance and transparency. Through this comprehensive workforce management system CareFlite
endeavors to enhance the quality of care given to the citizens we serve.

Workforce and Leader Development

Learning and Development Systems - CareFlite provides a supportive role for employees to grow
within the organization. Each year since 1982 and free to employees, CareFlite hosts an Emergency
Care Update Conference which provides clinically focused, industry-leading training for nurses,
paramedics, emergency medical technicians and other first responders. In 2022, CareFlite hosted its
inaugural Leadership Summit, offered to internal leadership team members, which focuses on leader
resources, resiliency, safety culture, communication, and tools to build a stronger team. On personal
development, CareFlite offers tuition reimbursement up to $4500 per year for full time employees
and $1000 per year for part time employees. CareFlite offers, free to employees, ample educational
courses within a four-year time span to meet the required number of hours needed for paramedic and
emergency medical technician certification renewal as outlined by the Department of State Health
Services.

Learning and Development Effectiveness - CareFlite measures learning and development success by
achievement of clinical performance benchmarks, operational key performance indicators, safety
metrics, and increased employee retention.

Career Progression - CareFlite will manage career progression through growth and leadership
opportunities. CareFlite is a unique program that can offer many avenues for tenured employees.
(For example- leadership roles, education roles, specialty care, communications and air medical)
CareFlite offers professional development courses and sponsors employees to attend conferences
that provide opportunities for growth. CareFlite takes an integrated approach to clinical
management by partnering emergency medical technicians, ground paramedics, flight paramedics
and nurses on practice committees which fosters collaborative learning. Additionally, CareFlite
offers a mentorship program that creates a pathway for providers to learn from experienced peers in
order to advance within the company.
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6)

Operations Focus

6.1 Work Processes - CareFlite offers many levels of service from Wheelchair van, 911 emergency

1)

2)

1)

2)

3)

4)

ambulance service, non-emergent ambulance service, Specialty Care Transport, bariatric transport,
rotor wing and fixed wing transports. Each of these transport modes requires a variably different
work process. Each work process requirement pertains to the type of transport needed by the patient,
but all work force requirements have a focus on one team, incomparable quality, safety culture,
unequaled integrity, and caring hearts.

Service and Process Design

Service and Process Requirements - CareFlite determines key services and requirements dependent
on contractual obligations, patient care requirements and patient/crew safety.

Design Concepts - CareFlite will consider their suppliers, partners and contract requirements to carry
out the overall design of work process.

Process Management

Process Implementation - CareFlite designs its work processes around safe, urgent and quality
delivery of patient care. By managing key factors CareFlite ensures a smooth work process with
patients, vendors and collaborators alike.

Patient Expectations and Preferences - CareFlite offers many modes of transport, and puts the
patient’s expectations and safety first and foremost. CareFlite will offer the most cost-effective
appropriate transport to non-emergent patients, and will use the closest most appropriate destination
for emergent patients. While CareFlite always tries to accommodate the patient’s preference, the
condition of the patient’s health will be a factor in destination considerations.

Support Processes - CareFlite will determine its key support processes based on contractual
requirements. Additionally, CareFlite will seek opportunities for process improvement by analyzing
various performance benchmarks from preventative maintenance to on-scene times and creating
solutions to address identified gaps.

Service and Process Improvement - CareFlite will use Quality Assurance and Quality Improvement
practices as well as Key Performance Indicators to ensure consistent performance, adherence to our
core competencies, and in turn these practices will reduce variability. CareFlite employs a root cause
analysis approach in problem solving for identified barriers to success.

Innovation Management - CareFlite will manage innovations by being open to new products and
services, weighing the outcomes on patient care and cost comparison. CareFlite employs
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transformational leadership philosophies, encouraging its leaders and employees to routinely look
for ways to innovate and push beyond industry standards.

6.2 Operational Effectiveness - CareFlite has a lean management structure to include a 24 hour on duty

1)

supervisor for each area of operations, an Associate Operations Manager and Operations Manager
who may have oversight of multiple operations, and a Vice President responsible for the
management and oversight of its entire ground operations. The on-duty supervisor is responsible for
employees on his/her shift at the time and will answer any and all customer inquiries. The on-duty
supervisor is responsible for getting resolution to any issues/inquiries that may occur during their
shift, and will report the findings of any investigation to the Associate Operations Manager and
Operations Manager. If, by chance the on-duty supervisor cannot get back to the customer with a
resolution within his/her shift or less than 24 hours, the issue or inquiry must be passed on to the
Operations Manager for resolution and he/she will contact the customer and assure customer is
satisfied with the resolution, or given the information to pass the inquiry up the chain of command.

Process Efficiency and Effectiveness - CareFlite uses an inventory control, asset management
system and employee scheduling system to produce reports for medical supply usage, fleet and
equipment out of service times, and unscheduled overtime. Using these reports, the Operations
Manager will impose a work process to ensure any overages or oversights will be dealt with urgently
to keep the operations within expense budget adherence.

Supply-Chain Management - CareFlite uses Manager Plus to manage daily medical supply usage
and utilizes a multi-bid system to secure the highest quality and most cost-effective medical
supplies. CareFlite manages inventory through monthly cycle-counts and ensures proper utilization
of equipment by utilizing a service identification system. CareFlite utilizes a centralized purchasing
model to ensure efficient ordering, a reduction in waste and bulk purchase pricing and maintains
strong working partnership with its vendors. CareFlite employs a product standardization strategy to
simplify inventory management and reduce supply costs. A most recent example of this is
CareFlite’s switch to a singular ambulance vendor in Horton, working toward a future organizational
goal of uniformity of fleet.

Safety and Emergency Preparedness

Safety - CareFlite utilizes AngelTrax Mobile Video Surveillance Solutions to ensure its employees
operate all CareFlite vehicles in a safe manner. CareFlite’s Director of Safety works closely with the
Operations manager to ensure compliance with driving and patient handling standards and
opportunities for crew education and improvement. There is also an area in the daily crew check
sheet to report safety concerns to the on-duty supervisor who has the authority to make a decision on
the removal of the ambulance from service until the safety issue is resolved.
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2) Emergency Preparedness - CareFlite requires attendance to annual safety training and MCI drills for
all field employees, supervisor and management. CareFlite has multiple medical supply warehouses
throughout its operations areas to allow access to medical supplies that may be needed for an MClI,
or declared disaster. (See Appendix 1)

7) Results

7.1 Health Care and Process Results - CareFlite is proud to be an industry leader in Emergency Medical
Services. CareFlite’s goal is to provide the citizens it serves with a high-quality Emergency Medical
Service system where providers work together seamlessly to meet each customer’s needs. To support
this goal, CareFlite has a comprehensive internal Continuous Quality Improvement (CQI) program in
place. Our goals align with the counties goals in wanting to:

Improve and enhance Emergency Medical Service to internal and external customers
Implement ongoing programs to evaluate the systems needs and changes

Publish findings and changes using reports and study formats

Monitor and evaluate the quality of our Emergency Medical Service using other tools,
communication, and incident reports.

Constantly figuring out what customers want (both internal and external) and delivering it expeditiously
is what creates growth and it requires speed and efficiency in just about everything we do. To
accomplish this, we have adopted a ‘Just Culture,” and use techniques that reflect the principles of a
High-Reliability Organization [HRO]. Just Culture is an organized, coordinated, fair, multi-disciplinary
approach, for investigating any internal or external customer concerns/satisfaction, personnel concerns,
system issues, and clinical concerns, and improving patient care /outcome and services. This also allows
us to identify areas of improvement, implement and evaluate changes that may be needed, and to
promote serving ALL customers of Johnson County to the highest standards achievable.

Using the techniques and practices of a High Reliability Organization and using a Just Culture
Program allows us to:

» Define the border between unacceptable behavior and honest error.

« Implement a non-punitive reporting and quality improvement system

* Embrace the concept of a “Learning Organization”

« Allows staff and management to communicate openly and often regarding safety.

« Allows our organization to have a deep commitment to analyzing and correcting mishaps

« Allows people at all levels to understand the hazards and risks of their operations

« Allows for a thorough investigative process with clear follow up and close the loop principles

« Identify strength and weaknesses through a Root Cause Analysis (RCA)

 Establish trend files

» Establish a self-reporting system to include “near misses” and provide a mechanism for feedback
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1)

2)

Emergency Medical Services Care and Customer-Focused Service Results - From 2003 to 2017,
CareFlite averaged a 4.5 out of 5 customer satisfaction score over the previous 12-month period in
Johnson County. CareFlite has gained loyalty to its customer base in Johnson County, which is
proven in its 20,895 subscribers to the membership program.

Work Process Effectiveness Results

Process Effectiveness and Efficiency- CareFlite has consistently met or exceeded the contract
compliance standards within each 911 district that we serve and have served. CareFlite is committed
to evaluating its operations (posting plan, available resources, etc.) in order to make changes when
necessary to support efficient and timely care.

Emergency Preparedness - Recently (2022) we updated our Emergency Operations Plan. (Appendix
1) We have also ensured that all employees of CareFlite are compliant in NIMS 100, 200, 700 and
800 (as applicable).

Supply Chain Results - CareFlite has reduced the number of critical equipment failures by
implementing key mitigation strategies to include a robust preventative maintenance program and
asset tracking. Additionally, CareFlite has made capital investments in industry leading, dependable
and lasting equipment such as Horton ambulances, Hamilton ventilators, Lifeline ARM compression
device, King Vision laryngoscopes, and Baxter IV pumps, to name a few.

7.2 Customer Focused Results - CareFlite’s customer focus success is evidenced in CareFlite’s customer
satisfaction scores, successful response time compliance, industry leading reputation, and community
presence.

a.

1)

2)

Patient and Other Customer Focused Results

Patient and Other Customer Satisfaction - CareFlite will implement a feedback system to get
customer satisfaction scores. All patients transported will be given a preaddressed and postmarked
postcard to answer five questions about their care and service provided by CareFlite.

Patient and Other Customer Engagement - CareFlite utilizes a customer care email address for
patients and the general public to engage with CareFlite leadership. CareFlite also participates in
customer engagement through our social media outlets and provides transparent reporting with its
direct customers and partners.

7.3 Workforce Focused Results- CareFlite’s focus on workforce engagement and development is
displayed by our workforce retention, compliance with training and certification requirements, and
workforce wellness initiatives.
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a.

1)

2)

3)

4)

Workforce - CareFlite has focused our results in many 911 entities that have shown to be successful.

Workforce Capability and Capacity - CareFlite has the capacity to operate multiple comparable 911
areas and the capacity to do so without placing a strain on current resources.

Workforce Climate - Appendix 8 Confidential Employee Survey (Confidential Information
Envelope) CareFlite offers a workforce climate that exhibits shared beliefs and values that
contributes to the overall attitude and perceptions of its collective workforce. This environment is
shaped through employee engagement, transparent and effective communication, positive team
relationships, and opportunities for growth and development.

Workforce Engagement - CareFlite finds positive ways to engage with and incentivize employees by
implementation of a recognition platform, Awardco, an annual employee engagement survey, and
EMERGENCY MEDICAL SERVICE Week celebratory activities. CareFlite’s leadership engage
their team members in quarterly conversations and maintain an open-door policy. Other routes for
employees to participate in activities outside of their normal job duties include through CareFlite’s
clinical practice committee, staff meetings, as Field Training Officers or Station Leads and through
the mentorship program. Consistently providing positive reinforcement and soliciting ancillary
participation, cultivates an engaged workforce.

Workforce Development - Successful workforce development is exhibited in several ways
throughout CareFlite. First, as evidenced by employee survey results, CareFlite has a positive
organizational culture that contributes to overall job satisfaction of its key stakeholders. CareFlite
demonstrates exceptional organization performance in the volume of partnerships and customer
bases that is it able to successfully maintain and cultivate. Additionally, CareFlite’s clinical
personnel provide superior patient care as evidenced in customer satisfaction, long-standing and
continued partnership with key facilities, and a track record of successful patient outcomes.
CareFlite has a peer support team that is made up of a group of employees who give their personnel
time to provide assistance for members of their team who may be in need of emotional support;
highlighting CareFlite’s culture of adaptability and resilience.

7.4 Leadership and Governance Results - Effective leadership and governance contribute to overall
organizational quality, sustainability, and delivery of high-quality emergency medical care through risk
management, fiscal responsibility, leadership development, strategic planning, accountability, and
transparency.

a.

1)

Leadership, Governance, and Societal Responsibility Results

Leadership - CareFlite has very little turnover in senior leadership of the company. Many key
members of the senior leadership team have dedicated 15 to 20+ years of service to CareFlite and as
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2)

3)

4)

5)

b)

such, have developed a sense of trust and partnership within the company. The Chief Executive
Officer leads by example and is highly engaged with the employees, provides regular, internal
communication highlighting issues and successes within the company, has an open-door policy and
sets a servant leadership example for other management to follow. Leadership has a duty to respond
promptly including all good and bad. Chief Executive Officer is active in communicating in the
organization’s customers and patients. Management is empowered to make decisions in the best
interests of CareFlite and the patient.

Governance - CareFlite is a 501 (c) 3 organization governed by a board of directors comprised of
representatives of CareFlite’s sponsoring hospitals. There are oversight committees including
compliance, business practices, and human resources and as a result of the governance and
leadership is the absence of government sanctions and lawsuits. CareFlite works closely with its
legal team to ensure adherence to employment governance and regulations.

Law, Regulation and Accreditation - CareFlite is accredited through the Commission on
Accreditation of Medical Transport Systems, International Accreditation of Emergency Medical
Dispatching, Accreditation as a “Center of Excellence”, and highly respected by state and federal
authorities. CareFlite holds itself to the highest standard.

Ethics - CareFlite has policies and procedures many consider industry leading and for example, our
social media policy has been cited in numerous national publications. CareFlite has a fulltime
certified Compliance Officer, Custodian of Records and a very active compliance program.
Everyone in the organization is held to the highest standard of ethical behavior. CareFlite maintains
both internal and external reporting systems including a 24-hour hotline.

Society - As a prehospital care provider, CareFlite plays a crucial role in supporting the communities
it serves. We promote public awareness through outreach education, school career days, and events
that promote health and wellness throughout the community. CareFlite partners with local fire
departments and hospitals to participate in disaster management and preparedness exercises.
CareFlite has a dedicated resource in its Director of Strategic Initiatives and Government Relations
who advocates for initiatives that promote public health, improved access to emergency medical care
and addresses issues impacting communities at large.

Strategy Implementation Results-CareFlite measures its success in achieving organizational

strategy and action plans through performance metrics and key performance indicators such as response
time compliance, quality of patient care delivered and employee development and retention.

7.5 Financial and Market Results- See Appendix 3 and 4

a.

Financial and Market Results

CAREFLITE: JOHNSON COUNTY RFQ 2024-303 E

Confidential



1) Financial Performance - CareFlite promotes a culture of fiscal responsibility in the
acknowledgement that financial performance is crucial for organizational sustainability. CareFlite
measures financial performance through revenue growth, financial stability, cost control and budget
adherence, financial transparency and long-term fiduciary planning.

2) Marketplace Performance - CareFlite’s marketplace performance is evidenced in its ability to meet
the needs of the community, compete competitively in the market, and strategically and sustainably
grow its operations. CareFlite judges marketplace performance by evaluating response times,
customer satisfaction, service ability, market share and successful customer partnerships.
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V. Appendices
1. Multiple Patient and Mass Casualty Guideline
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2. Letter From Chief Financial Officer
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3. Financial Statements and Report of Independent Certified Public Accounts 2022
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4, Financial Statements and Report of Independent Certified Public Accounts 2023
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5. Employee Survey
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6. ACE Accreditation
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7. Ground CQJ Process -10.1.5
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8. Quality Management Improvement Plan 10.1.2
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9. Open Door Policy Compliant Resolution HB17
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10. Customer Relations-Complaint Resolution 1.1.17
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11. Certificate of Insurance
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12. Fee Schedule

A0425 ALS Mileage 40.00
A0427 ALS-1 Emergency 2,100.00
A0426 ALS-1, non-Emergency 1,600.00
A0433 ALS-2 3,100.00
A0425 BLS Mileage 40.00
A0429 BLS Emergency 1,600.00
A0428 BLS, Non-Emergency 1,100.00
A0425 Critical Care Ground Mileage 85.00
A0434 Critical Care Ground 9,000.00
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13.  Organization Chart
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14.  Outstanding/Pending Litigation

CareFlite Legal Matters (2019-2024)

Medical Air Services Association, Inc. v.
CareFlite

Dismissed with prejudice

Federal:

State of Texas:

CareFlite v. New Lifecare Hospitals of North
Texas

Stayed for Defendant’s Bankruptcy

CareFlite v. Camelot Sports & Entertainment,
LLC

Case Closed

CareFlite v. Country View Nursing and
Rehabilitation

Release and Satisfaction of Judgement

CareFlite v. Gruenepointe 1 Kaufman, LLC

Default Judgement Granted

CareFlite v. Gruenepointe 1 Kemp, LLC

Default Judgement Granted

CareFlite v. Texas Workforce Commission, et Case Closed
al

Christi L. Fischer v. Rodney D. Hall, et al Case Closed
T.S., et al v. CareFlite Case Closed

Salvador Saldivar v. Henry Johnson, et al

Nonsuit with Prejudice

CareFlite v. Onpointe Management, LLC et al

Nonsuit with Prejudice

Ambulance-East, Inc., et al

Willie G. Taylor, Jr. et al v. CareFlite, et al Case Closed
CareFlite v. Navarro Hospital LP Nonsuit with Prejudice
Willie G. Taylor, et al v. CareFlite, et al Case Closed
James Swartz v. The CareFlite Active
Matthew Sarchi v. CareFlite Ground Case Closed

Peggy J. Flowers v. CareFlite, et al

Nonsuit Without Prejudice

Juan Hector Moreno, Jr. v. CareFlite, et al

Active- Jury Trial Set 8/24
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VI.  Price Proposal

VII. Required Forms
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