
Figure 1: Sample Call Flow for Standard EMD Calls versus 
Pandemic Flu Calls  

Standard EMD Call Flow Pandemic Flu Call Flow
(using local Pan Flu protocols)

1. Telephone answered at 9-1-1 PSAP Telephone answered at 9-1-1 PSAP

2. EMD call taker obtains address, call back phone number, and 
chief complaint

EMD call taker obtains address, call back phone number, and 
chief complaint 1

3. EMD queries caller with standard questions using existing EMD
process

EMD queries caller with standard questions using existing EMD
process

4. EMD call taker assigns an incident type code to case For those callers meeting predetermined criteria (established 
with local EMS authorities) EMD call taker queries caller using
PAN FLU SPECIFIC PROTOCOL QUESTIONS (developed by
State and/or local EMS and public health authorities in advance) 

then assigns an incident type code to case

5. EMS units are selected for response based on
pre-determined response schemes for standard EMS operations

EMS or alternative units are selected for response OR call taker
transfers caller to alternative call center  based on pre-

determined PAN FLU EMS DISPATCH PROTOCOLS (modified
response developed by State and/or local EMS and public health

authorities in advance)

6. EMS units are alerted and respond to the scene EMS units are alerted and respond to the scene ONLY on
designated incident types from PAN FLU EMS DISPATCH

PROTOCOLS

7. EMD call taker provides standard pre-arrival or post-dispatch
instructions while EMS units respond

EMD call taker provides standard pre-arrival or post-dispatch
instructions, or modified PAN FLU POST-DISPATCH

INSTRUCTIONS (developed by State and/or local EMS and 
public health authorities in advance)

8. EMS units arrive at scene EMS units arrive at scene ONLY on designated incident types
from PAN FLU EMS DISPATCH PROTOCOLS

9. Patient is transported to hospital or ED or other appropriate
destination via ambulance

Patient is transported ONLY on designated incident types from
PAN FLU EMS OPERATING PROTOCOLS
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(1) At different points in the Pandemic Flu Call Flow process, an EMD call taker may transfer a call to an alternative call
center (e.g, poison control centers, nurse advice lines, health care call centers) based on pre-determined Pan Flu EMS
Dispatch Protocols. PSAPs should also plan to accept incoming calls from alternative call centers. A community’s
mitigation strategy may include call takers instructing callers on social distancing, home care or other care options.
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This chart is for illustrative purposes only, to be modified to locally adopted protocols as need.
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