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Santa Clara County 9-1-1 Medical Dispatch 
Achieves “Center of Excellence” Re-accreditation 

 

SAN JOSE, CALIF.— Santa Clara County  9-1-1 Communications has been awarded 

re-accreditation as an Emergency Medical Dispatch  “Center of Excellence” from the 

National Academies of Emergency Medical Dispatch.  The Santa Clara County 

Communications is one of eight emergency communications centers in California, and 

was the 68th in the world, to be awarded this distinction. The County was first accredited 

in February 2002. 
 

 “Santa Clara County medical dispatchers have performed at the highest level since the 

team was first accredited in 2002,” said Supervisor Liz Kniss, Chair of the Santa Clara 

County Board of Supervisors.  

 

Well-trained emergency medical dispatchers are the first critical component of an 

effective emergency medical services team. When someone in need of medical assistance 

dials 9-1-1 from anywhere within the area served by County Communications dispatch 

services, that person will receive immediate assistance from an emergency medical 

dispatcher following standardized medical protocols.  
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This system allows the caller to receive medical instruction, ranging from first aid to life-

saving, beginning at the time the 9-1-1 call is answered, and enables the dispatcher to 

continuously update and evaluate the situation for the responding fire and paramedic 

units. The emergency medical dispatcher 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 County fulfilled the “20 points of Accreditation” requirements used as a guide for 

Emergency Medical Response agencies to become officially recognized as a “Center of 

Excellence.”  The certification includes requirements such as: a current Medical Priority 

Dispatch System™ (MPDS) licensing of each EMD position; current Academy 

certification of all personnel authorized to process emergency calls; and evaluation of 

monthly cases that reflect dispatch center scores that are at, or above, the required levels. 

 

Since County Communications was first accredited in 2002, County medical dispatchers 

have continued to develop expertise with the accreditation program, including training of 

new protocol to enhance the program and providing a higher level of medical instruction 

to callers.  Additionally, the “Center of Excellence” designation drew interest from the 

City of Gilroy which signed an agreement in February 2003, so that Santa Clara County 

Communications could provide medical dispatch services to residents of Gilroy. 

 

“We will continue to be one of the few centers in the country providing a higher level of 

pre-arrival instruction to callers before emergency responders arrive on site,” said Dueane 

Williams, Communications Director.  “Those critical few minutes are lifesaving.” 

 
The National Academies of Emergency Dispatch, established in 1988, was formed to set 

standards for all aspects of emergency medical dispatch, and to make sure that residents 

needing emergency or health services receive access to the appropriate resources.  
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