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“Center of Excellence” Designation brings County and Gilroy 
to Agreement for 9-1-1 Emergency Medical Dispatch Services  
 
SAN JOSE, CALIF.—Beginning this week, the County of Santa Clara will provide life-saving 

emergency medical dispatch services to residents of Gilroy as part of a collaborative agreement between 

County Communications and the City of Gilroy’s Public Safety Communications Center.  

 
“This new agreement is a win-win,” said Jeff Clett, Gilroy Fire Chief.  “The Emergency Medical 

Dispatch services provided by County Communications are a perfect complement to the emergency 

dispatch services provided by the Gilroy Public Safety Communications Center.  It will improve patient 

outcomes and enable us to more efficiently and effectively manage our EMS resources.”  

 
When a caller in the City of Gilroy calls 9-1-1 in an emergency medical situation, immediately 

emergency responders are dispatched.  Now, in addition, the City’s Public Safety Communicators can 

press a single button to set up a three-way conference call with the 9-1-1 caller and the County 

Emergency Medical Dispatcher (EMD). The County EMD will ask the 9-1-1 caller a series of questions 

to assess the medical situation. The EMD can then provide instruction about most known emergency 

medical situations.  Some examples are CPR, rescue breathing, the Heimlich maneuver, controlling 

major bleeding, treating shock, and emergency childbirth.  These instructions allow the caller or 

bystander to take action until the emergency responders arrive. 

 
“The first few minutes after a medical 9-1-1 call can be crucial when someone’s life or health is at stake,” 

said Dueane Williams, Director of Communications, who oversees the County of Santa Clara’s 

emergency dispatch center. “Knowing what to do until professional help arrives can mean the difference 

between life and death.” 

-more- 
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The County Communications Center was the first county 9-1-1 dispatch center in the state to receive 

national recognition as an accredited emergency medical dispatch (EMD) “Center of Excellence.”   

County Communications handles more than 1,000 calls per day. The added service to Gilroy is expected 

to increase calls by approximately five calls per day or 1,788 calls per year.   

 
The prized accreditation from the National Academies of Emergency Dispatch is based on a rigorous review 

of performance of EMD centers and requires that the centers meet 20 specific points (see fact sheet) designed 

to ensure compliance with the EMD protocol and the implementation of a comprehensive quality 

management program. 

 
“We know that the County’s ‘Center of Excellence’ Accreditation means that we will receive  high- 

quality reliable EMD services,” said Geoff Cady, Gilroy’s Fire EMS Analyst.  “We’ve structured our 

agreement so the County will have to continue to meet these strict performance standards.” 

 
The agreement calls for County Communications to answer calls within three rings, use certified 

Emergency Medical Dispatchers and use the EMD protocol approved by the National Academy of 

Emergency Medical Dispatch.  The agreement will be in effect for at least 12 months, as the City of 

Gilroy Public Safety Communications Center completes its implementation of a new Computer Aided 

Dispatch System and Records Management System.   

 
"Contracting for Emergency Medical Dispatch services from the County gives us the ability to 

immediately enhance service to our citizens while we upgrade our 911 center, as well as, permit us to 

evaluate internal options,” said Tom Springer, Mayor, City of Gilroy. 

 
“I’m pleased that Gilroy and the County have reached an agreement,” said Supervisor Don Gage, 

District 1.  “It makes sense for the City and the County to work together to make use of this important 

resource.” 
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