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Northwest EMS named 2020 EMS Agency of the Year!

It was an honor to have been recognized by the
Pennsylvania Department of Health and the
Pennsylvania Emergency Health Services Council as
the 2020 EMS Agency of the Year!

Reward criteria includes demonstration of the
development and growth of quality prehospital care,
a consistent pattern of delivering timely care, and
supporting an environment of professional develop-
ment for providers. We pride ourselves on the
positive community impact we have through not
only our 911 emergency response services, but also
on the positive impact of our many outreach,
education and health and safety initiatives.

Left to Right: Captain Michelle Shaffer, Captain Terry Hynicker,
Community Outreach Manager Lori Shenk, Executive Director Scott
Kingsboro, Senator Ryan Aument, Compliance Manager Suzette
Kreider, Operations Manager Edna Kline

THE PENNSYLVANIA DEPARTMENT OF HEALTH
AND
PENNSYLVANIA EMERGENCY HEALTH SERVICES COUNCIL

Honors

Northwest Emergency Madic:
With The

2020 EMS AGENCY OF THE YEAR AWARD

Presented October 1
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It was also an honor to have been
recognized for this achievement by
Senator Ryan Aument who presented
our management team with a Senate
Citation!
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At Northwest EMS, we believe it is a privilege to serve the communities in which we
live and work. We are grateful to the municipalities and businesses for your support to
help us close the gap between our operating expenses and the payments we receive
for our services.

As we reflect on 2020, the payment structure for EMS under the current government
and private insurance reimbursement system continues to be a challenge. However,
our biggest challenge of 2020 was the COVID-19 pandemic. We all made decisions with
limited knowledge and our best judgement to igate these turbulent waters. We are
grateful that we had few COVID-19 cases among our staff and that they are all back
and working without complications. We also are thankful for receiving the Paycheck
Protection Program (PPP) funding and some other COVID-19 grants to help with the
revenue challenges of 2020.

We continue to facilitate group meetings with representatives of all municipalities we
serve with the intent of educating them about the EMS revenue and staffing crisis in
Pennsylvania and how it is affecting our area. | appreciate each one who has attended
these meetings and | am pleased to share that every municipality has agreed to contin-
ue helping support NWEMS. Thank you!

We look forward to 2021 and beyond when we will continue to refine our services as
we pursue our mission of providing high-quality emergency medical care to each mu-
nicipality we serve. We also will continue to be proactive in the rapidly changing land-
scape of healthcare and seek what is best for the people we serve.

We are providing you with this annual report for your records and information, and we
welcome any inquires you may have about our services. We once again thank you for
your support of Northwest EMS.

Sincerely,

Dale Ressler,

Chairman

Northwest EMS Board of Directors




Northwest EMS is a not-for-profit 501(c)(3) corporation with oversight provided by a 14-member
Board of Directors. Our board members are local community leaders who offer a wide variety of
professional business experience. Each board member voluntarily offers his/her expertise to the cor-
porate management and oversight of the operation of Northwest EMS.

2020 Board of Directors:

Dale Ressler, Chairman
Robert Enck, Vice Chairman
Bill Prazenica, Treasurer
Greg Gobrecht, Secretary
Jay Bell

Kathy Burkhart

Kevin Dolan

Nancy Florey

James Leaming, MD FACEP
Wayne Martin, EdD

Julian Richter

Matt Shenk

Scott Kingsboro

Owner, Dream Maker Bath & Kitchen

Retired, Susquehanna Bank/BB&T

Retired, Chief Financial Officer, Masonic Villages

Codes Compliance, Elizabethtown Borough

Retired, Senior System Engineer/SME

Retired, Quality Assurance Director, Pharmaloz Manufacturing, Inc.
Attorney, Nikolaus & Hohenadel, LLP

Vice President of Human Resources at Pennsylvania College of Health Sciences
Director, John R. Dietz Emergency Ctr, Holy Spirit Hospital/Geisinger Affiliate
Retired Superintendent, Northern Lebanon School District

Communications Specialist, TeachBeyond Global

Public Safety Trainer, APCO International

Executive Director, Northwest EMS (non-voting member)

In addition to their role on the corporate board, each board member is asked to serve on at least one
working committee. Committees include the Finance & Properties Committee, the Personnel Com-
mittee, the Long-Range Planning Committee, the Municipality Committee and the Public Relations
Committee. During 2020, our Board Of Directors conducted their quarterly meetings on a virtual
platform, therefore; we do not have a current picture to share with you for this report.

Northwest EMS Inc. Mission Statement:

To improve the quality of life within our service area by providing 24-hour basic and advanced
life support coverage and offering educational programs relating to emergency health services.

OUR CORE VALUES:

O TRUST is the cornerstone of all relationships and we will continuously strive to build and earn trust both within
the unit and community we serve

O  COMMITMENT — Committed to the community we serve. In all things, we do what we say we are going to do

O INTEGRITY — Adherence to high principles and professional standards. We do what we say we will do, the right

thing, not the easy thing

O PARTNERSHIP — Teamwork is of the utmost importance in all that we do, in both our interaction with the com-

munity and with each other

COURAGE - Having the courage to do what is right, even in the face of personal or professional adversity
ACCOUNTABILITY — Being responsible for our actions
QUALITY — Commitment to provide quality services through positive change and continuous improvement

TEAMWORK — Achieving more by working together than we can achieve as individuals

O
O
O
O  PROFESSIONALISM — Following the highest standards of ethical conduct
O
O

COMMUNICATION — Communicating expectations to employees or volunteers, and providing honest and timely

feedback on performance

O EMPOWERMENT — Developing and retaining individuals who continually excel in their performance; we will
empower people to successfully accomplish goals

0  COMMUNITY — To be caring and compassionate to those who we serve and to strive to make the place we live
and work or volunteer better for all

O RESPECT — To respect each other and those we serve

O  STAFF — The members of our organization are valued as our most vital asset




2020 By The Numbers

Population Served 63,285 Population in BLS primary response area
(Based on 2010 census) 64,563 Population in ALS primary response area
Square Miles 173.07 Square miles represent primary response area in Lancaster County
Municipalities 12 Townships Clay Twp Elizabethtown Borough
3 Boroughs Conoy Twp Man.heim Borough
Primary response area in a municipality may E. Donegal Twp Marietta Borough
include all, or only portions of, the municipality. W. Donegal Twp
Elizabeth Twp
Mount Joy Twp
Penn Twp
Rapho Twp
Conewago Twp (Dauphin County)
Heidelberg Twp (Lebanon County)
Londonderry Twp (Dauphin County)
S. Londonderry Twp (Lebanon County)
# of Stations 4 Elizabethtown, Manheim, Maytown & Brickerville
# of Licensed Vehicles 12 10 Ambulances
2 Squads
Special Use Vehicles 2 1 Car for travel/training use
1 Cub Cadet/Utility Vehicle
Services ® Emergency Response (Basic and Advanced Life Support)
® Non-Emergency Basic Life Support Transports
® Stand-By Services
® Education, Prevention, and Outreach Services
Staff 41 Full Time Staff 34 Part Time Staff 7 Volunteer Staff
Operating Budget $ 3,942,748.00
Amount Sent To Collection $ 469,165.37
911 Dispatched Calls 7,394

Number of Patients Cared For — 7,444

West Donegal Twp * 1,232
i *
*Indicates municipalities that Elizabethtown Borough L
supported NWEMS with a financial contribution Mount Joy Twp * 720
to annual operating costs in 2020
Penn Twp * + 692
+Indicates municipalities that have committed to East Donegal Twp * 646
a Pledge to our Campaign To Save Lives, capital
*
fundraising campaign toward construction of our Rapho Twp * + 504
new station in Manheim Manheim Borough * + 406
Conoy Twp * 220
Clay Twp * 218
Marietta Borough * 215
Elizabeth Twp * 178
Londonderry Twp (Dauphin Co) 109
Conewago Twp (Dauphin Co) * 86
Heidelberg Twp (Lebanon Co) 26
South Londonderry Twp (Lebanon Co) 13
Other Locations 1,088
Total patients cared for 7,394

Average Response Time

1:42 Minutes from Dispatch to Response

8:02 from Response to On-Scene

Subscription Membership

43.8% of the community purchased a Subscription Membership for 2020




This page portrays the decline in emergency dispatches in Lancaster County for all disciplines, as well as
the dispatch totals specific to Northwest EMS.

This decal was designed by a Pennsylvania EMS provider and printed as car magnets and stickers as a way to
encourage fellow EMS providers who were daily treating ad transporting COVID-19 positive patients with
little knowledge of the risk we might be putting ourselves and our families in.

TOGETHER

ANNUAL STATISTICS Lancaster County-Wide Communications 2020 Year End Agency Tofals

Year EMS Dispatches Flre Dispatches Police Dispatches Total Dispatches 911 Calls

2011 74,864 27,079 205,128 397,071 236,810
2012 76,501 23,158 301,113 400,772 240,195
2013 75,975 23,149 301,772 400,896 233,994
2014 76,886 24,285 305,906 407,077 245,293
2015 74,066 23,783 308,159 406,008 231,151
2016 82,458 24,470 315,728 422,656 225,302
2017 85,265 23,886 330,540 439,691 215,369
2018 84,09 25,773 335,497 445,361 214,528
2019 83,013 24,232 338,370 445,615 216,511
2020 78,824 20,876 278,898 378,598 205,229
2020 2019 2018 2017 2016 2015
7,394 7,843 7,532 7,415 8,550 6,958

We attribute the decline in call volume in 2020 to be just one of the impacts of COVID-19 and the stay-at-
home/work-from-home orders, and business closures.

The follow chart shows the decline in call volume during those months when health department orders
were most restrictive:

March 2020 March 2019 March 2018 March 2017 March 2016 March 2015

547 674 660 712 690 721

April 2020 April 2019 April 2018 April 2017 April 2016 April 2015

448 683 545 679 652 691

May 2020 May 2019 May 2018  May2017  May2016  May 2015

538 691 601 678 712 694




At the onset of COVID-19, acquiring sufficient quantity of PPE for daily operations
became our highest priority, along with establishing operational practices to best
treat our patients while ensuring our own health and safety. The Pennsylvania Bu-
reau of EMS and Department of Health provided protocol updates and guidance for
EMS and our hospitals diligently worked to identify all COVID-19 positive patients
transported by ambulances as quickly as possible so that the EMS agency could be notified and take
the appropriate protective or quarantine action for the EMS worker. To the best of our knowledge,
Northwest EMS transported 270 COVID-19 positive patients during 2020 and we are happy to report
that our work place practices and PPE worked as designed! The impact of COVID-19 on our EMS provid-
ers was minimal with only a few providers testing positive. Even more importantly, we are happy to
report that all of them returned to work following appropriate quarantine!

TOGETHER

Item Used Number of Patients Total Used
Ballistic Vest 128 200
Eye Protection 1159 2103
Face Shield 125 172
Face Shield (Reuse) 22 30
Gloves 4606 10012
Gown 448 836
Gown (Reuse) 8 11
Mask-N95 912 1568
Mask-N95 (Reuse) 2345 3945
Mask-Surgical (Non-Fitted) 2804 5139
Mask-Surgical (Reuse, Non-Fitted) 121 192
None 184 324
Other (Not Listed) 193 288
Reflective Vest 3 7

Total PPE Items Used 24,827

This chart reflects the PPE as documented by our providers for each patient care encounter*

* We are not able to report on PPE used if the provider did not record the use and therefore, this is a conservative account.

PPE was initially in short supply due to nation-wide demand, however, the Lancaster County Emergen-
cy Management Agency was very helpful to EMS (and all emergency response agencies) with distribu-
tion of PPE as it became available from PEMA and FEMA stockpiles. Additionally, we are thankful for
the availability of various grants and funding to address the unexpected need to purchase PPE in quan-
tities we did not anticipate when we approved our 2020 Budget.

Some of the support funding and supplies received include:

e PPE Loan

e 1st round of CARES funding

e 3rd round of CARES funding

e Lancaster County Commissioners grant specifically for COVID-19 impact
e PA State Fire and EMS grant

e FEMA grant to purchase an electrostatic decon sprayer

In addition, we were the recipient of many generous donations of PPE purchased and donated to us
from community members, businesses and civic groups, as well as financial donations toward our
operating costs.




Adequate compensation for services rendered is critical for any business to operate. These graphs depict
the increasing trend of patients who permit their ambulance bill to remain unpaid, creating a significant
loss of revenue for Northwest EMS. When you couple that with inadequate insurance reimbursement, the
rising cost of supplies, equipment and fuel, as well as a dwindling workforce, the result is a recipe for disas-
ter.

Across the Commonwealth EMS agencies are shuttering their doors at an alarming rate due to the inability
to secure operating revenue. In an effort to avert such a crisis for Northwest EMS, we have taken a very pro
-active approach by hosting informational meetings with our municipal leaders. These meetings are an op-
portunity for us to provide detailed financial information to community leaders and develop strategic plans
for financial sustainability.

While 2020 realized a decrease in the amount of dollars and patients sent to Collections, we believe that is
attributed to the sharp decrease in call volume as related to COVID-19 and the stay at home orders.

Amount Sent to Collections

£700,000.00

£600,000.00

£500,000.00
£400,000.00
£300,000.00 |
5200,000.00 |
£100,000.00 ‘

50.00
2010 2011 2012 2013 2014 2015 2016 2017 2018 2018 2020
m Collection Amount 5226,213.24 5323,733.01 | 536632612 543846380 553505533 5523720040 | 542532670 559222899 550961760 3565023275 5460,165.37

Number of Patients Sent to Collections

500
B00
T00
600
500
A0
300
200
100

2010 2011 2012 2013 2014 2015 2016 2017 2018 2015 2020

u Patient Count 334 433 473 626 T 704 621 848 718 E51 395

We know that the cost of emergency ambulance treatment
and transportation services can be unexpected and costly,
therefore; we offer a Subscription Membership program to resi-
dents and businesses to help offset their out-of-pocked costs.

Patients who are sent to Collections, as noted above, are typi-
cally those that did not take advantage of the benefit of having
a Subscription Membership.




STAFF CREDENTIALS

Northwest EMS is licensed by the Pennsylvania Department of Health, Bureau of EMS, as both a Basic (BLS)
and an Advanced (ALS) Life Support provider.

BLS services are provided by EMT’s and Advanced EMT’s who provide basic care Wﬂ%ﬂ%

and treatment within the scope of practice as defined by their certification level.

BLS skills include performing CPR, stabilizing fractures, controlling bleeding, simple

airway management, administration of some medications and other similar skills. '% = @5
& &
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ALS services are provided by a Paramedic who can provide more advanced care and
& treatment, including cardiac monitoring, IV interventions, advanced airway manage-
? ment and other advanced skills.

EMT’s, Advanced EMT’s and Paramedics are trained at a National Standard and perform their skills sets in ac-
cordance with a set of Pennsylvania State Protocols for their level of certification.

Certification levels for EMS providers in Pennsylvania include:

e Emergency Medical Responder (EMR) e Paramedic (EMT-P/NREMTP
e Emergency Medical Technician (EMT) e Pre-Hospital RN
e Advanced EMT (A-EMT) e Physicians

PREPARED FOR PEDIATRICS

Northwest EMS is a Master Level EMS For Children provider, meeting or
exceeds the minimum ambulance licensure requirement set forth by the
Pennsylvania Department of Health, Bureau of EMS. Participation in the

program is voluntary. PEDIATRICS

As a Master Level provider, we must:
1. Demonstrate that our ambulances are equipped with additional pediatric equipment and devic-
es above what is normally required
2. Show proof that all providers have submitted to the Pennsylvania Childline background check

process*

3. Show proof that all providers have successfully completed at least 4 credits of pediatric-related
continuing education, annually

4. Provide a minimum number of education and prevention education or outreach opportunities in
their communities that focus on the health, welfare and safety of children

*Fully compliant with all State and Federal Background checks as mandated by Act 15, the Child Abuse Clear-
ance legislation




stations.

Northwest EMS provides emergency services to more than 200 square miles of service
area in Lancaster, Dauphin and Lebanon Counties. We do so by operating from four

=  Harrisburg Hershey
Camp Hill ~.4
Vo)

York

al

lizabethtown

Lebanon Reading (3

Ephrata
1z

(z2)

New Holland

Oxford

Pottsy
E
Coatesville
od
@

Funding for operations comes from insurance reimbursement, donations, and the support of the municipali-

ties we serve, as well as from grant money received from State and Federal grants.
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At minimum, all stations are staffed 24/7 with either a MICU (Mobile Intensive Care Unit), an Intermediate

Unit or a BLS Ambulance and, at times of high call volume, we may place several additional units in service.
Nearly all of our management staff are EMS certified as either EMT’s or Paramedic, allowing us to add units
to cover dispatches when call demand is high. At no point do we close a station or fail to staff it.

Daily shift management is overseen by a shift supervisor or Captain.



Lancaster County-Wide Communications (LCWC) dispatches all fire, police
and EMS calls in Lancaster County.

Medical calls in Lancaster County are prioritized as Class 1, Class 2, or Class 3 according to
National Emergency Dispatch Standard.

Class 1

Class 1 Emergencies are those calls where the caller has indicated that the victim, or patient, is suffering a life-
threatening situation. Class 1 emergencies require the dispatch of a paramedic and response by the EMS crew
would include the use of lights and sirens.

Class 2

Class 2 Emergencies are those calls where the caller has indicated to the 911 dispatcher that the victim, or pa-
tient, is in an emergency situation, but that their condition does not appear to be life-threatening or require
ALS interventions. Response by the EMS crew would still include the use of lights and sirens.

Class 3

Class 3 Emergencies are those calls where the caller indicates to the 911 dispatcher that the victim, or patient,
is in need of an ambulance, but their condition is stable. Response to Class 3 calls does not require the use of
lights and sirens.

Depending on the scope and scale of an incident, such as is typical in a disaster response, Unified Command
may be necessary to manage the multiple agency response. During those incidents the Lancaster County
Emergency Operations Center may be activated and the mobile Field Communications Unit (FCU) may be dis-
patched to support communications, information sharing, and interoperability. In the images below, the FCU
served as a command post for a responder safety event.




EDUCATION & PREVENTION SERVICES

Northwest EMS provides a variety of prevention and education services to the community, schools, busi-
nesses, scout groups, and others. We want to be seen as a trusted resource for health, safety, and preven-
tion information. Some examples of what we provide include:

American Heart Association CPR®

Basic First Aid

Scout Badge or similar merit achievements
Hands Only CPR®

Stop The Bleed® hemorrhage control education
Farm & Home Safety

Poisoning/Chemical Look-Alike Dangers
Medication Safe Storage and Disposal education
Cribs For Kids Safe Sleep® education

Concussion Awareness and Prevention education
Distracted Driving Awareness

Fall Risk & Prevention education

* & & O o o
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2020 was a challenging year for our outreach and education programs, however, with some modifications
we were able to provide a few in-person education opportunities and presentations, as well as provide
modify some of our outreach using a virtual format.

We look forward to fully resuming our outreach education and welcome you to contact to learn how we
can assist you, your family and your business with prevention and safety education!

The day AFTER a tragedy
is not the day to learn vou could have saved someone’s life!

To learn more, contact our Community Outreach Manager by emailing Ishenk@nwems86.org or by call-
ing (717) 371-8282.

Northeest ENIS Juniar Academy

The Northwest EMS Junior Academy is another unique opportunity for us to positively impact our commu-
nity with education. The Junior Academy is an opportunity for individuals ages 14 — 21 to learn the basic
first aid skills required to work on as an EMS provider, but it those skills that will also make them confident
leaders in the community.

Due to COVID-19 concerns we ceased all Junior Academy activities, in March of 2020, including ambulance
ride-alongs. While we are disappointed that we were limited in what we were able to accomplish with our
Junior Academy 2020, we hope to resume normal operations of the program in the future. Additionally, we
anticipate announcing exciting information in the near future about our new Emergency Medical Technician
(EMT) training institute that we will be offering to high school students.




OUTREACH EVENTS

Outreach events are opportunities to positively impact the communities we serve. While 2020 proved to be
challenging for events and gatherings, we were fortunate to have been able to host all of our outreach events in
2020! If you would like to learn more about any of our Outreach events, please contact our Community Out-
reach Manager, Lori Shenk, at Ishenk@nwems86.org, or by calling our Manheim station at 717-665-2904.

FEBRUARY FOOD DRIVE:

In January of 2020, as we were getting ready to kick off our Annual February Food Drive, the Central Pennsylvania Food
Bank was estimating that 50,760 individuals in Lancaster County were Food Insecure (about 1 in 9), including 19,040
children (about 1 in 7). (Feeding America: Map the Meal Gap) "

We accepted donations to the food drive at our Eliz-
abethtown station and at our Manheim station and
with the help of our community, we estimate that our
collection brought in just under 700 Ibs of food!

All donations were delivered, locally, to food banks
located in our geographic response area.
(Elizabethtown Community Cupboard, Manheim
Central Food Bank and the Conoy East Donegal
Christian Food Bank).

small toys.

For more information about the Teal Pumpkin Project® visit https://www.foodallergy.org/

New in 2020, was our participation in a Trunk-Or-Treat event in
the Elizabethtown area in collaboration with Elizabethtown Police
Department, Northwest Regional Police Department, and the
Elizabethtown Fire Company. The event was held in the parking |
lot of he Northwest Regional Police Department (8855 Elizabeth-
town Rd).

At this event we handed out traditional candy items to participants.
We anticipate the Trunk-Or-Treat event to become an annual, collaborative event.

U S MARINE CORPS TOYS FOR TOTS® collection:

New to our annual Toys For Tots® collection efforts in 2020, was our par-
ticipation in the first annual Santa Parade in Manheim. Organized by the
Manheim Lions Club, the Santa Parade included the Manheim Fire Com-
pany and the Manheim Police Department, as well as Howie The Open
Cab fire engine, a now privately-owned fire engine retired from the Man-
heim Fire Company.

During the nearly three hour parade, Howie escorted Santa and Mrs.
Clause throughout several miles of Manheim Borough and Penn Township,
stopping along the way for families to donate toys for our Toys For Tots®
collection.




COMPANY HISTORY

Northwest EMS is a regional EMS agency made up of several community ambulance services that wanted to
be able to provide the highest level of care available while still functioning with a small-town feel. The mer-
ger of those community ambulances to become a part of Northwest EMS, Inc., allows us to more efficiently
and effectively serve the community.

As a regional EMS services, we operate from four stations, covering more than 200 square miles in Lancaster,
Lebanon and Dauphin Counties. We are the primary ambulance service for more than 64,000 residents and
the communities we serve are a mixture of rural, agricultural, urban and industrial areas.
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2000

The first merger occurred in 2000, when the Elizabethtown Fire Company Ambulance and the Northwest Advanced Life Support
Unit joined forces to become Northwest EMS, Inc.

2004

In 2004 Bainbridge Fire Company Ambulance and the Maytown-East Donegal Township Ambulance joined Northwest EMS.

2013

In 2013, the Manheim Veterans Memorial Ambulance Association (in Manheim Borough) merged their operations to become a part
of Northwest EMS.

2016

In 2016, the Brickerville Fire Company merged their ambulance services with Northwest EMS.

“SERVING OUR COMMUNITY ONE PATIENT AT A TIME”



We appreciate you taking time to read our 2020 Annual Report.

We hope that it has provided insight into our operations and that you recognize our value in the
communities we serve.

When 2020 presented our communities with stay-at-home orders and other restrictions, Northwest EMS part-
nered with our local police and fire department services to conduct drive-by celebration parades. These are
just a few of the images from the six weeks and more than 40 parades we participated in.

While 2020 challenged our daily operational practice and temporarily halted in-person education and
events, we want you to know that we rose to the occasion and met those challenges with perseverance and
a commitment to continue to serve our community as if each resident and patient was our own family
members.
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