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Message from the Chief 
As I reflect on the past year, I still have feelings of disbelief that we 

experienced a second year of the COVID-19 pandemic.  However, I also think 

about all the activities, innovation, flexibility and resilience I have witnessed 

from all levels of Hamilton Paramedic Service staff, especially those on the 

front line, to adapt to and help mitigate this global health crisis.         

In 2021, paramedics responded to an increasing number of emergency calls 

with the added pressures of dealing with potential COVID-19 positive patients, 

donning additional personal protective equipment, enhanced cleaning procedures, daily screening and 

rising wait times in offload delay.  As health care services are being overwhelmed and people are unable 

to get the care they need in a timely manner, they turn to calling 911 as their only option.     

In 2021, our Community Paramedics took on an expanded role in the united fight against COVID-19 with 

HamiltonΩǎ Public Health Services.  In addition to conducting assessments and providing aftercare at 

vaccination clinics, they also assisted in administering vaccines at clinics, congregate settings and in the 

homes of resident who were immobile.    

Staff in all areas of the Hamilton Paramedic Service have risen to the challenges brought about by the 

pandemic.  Logistics technicians, support staff, supervisors, data technicians and mangers collectively 

have achieved optimal performance in a less than optimal circumstances.  For example, our schedulers 

were successful in covering more than 98 percent of shifts as we dealt with a shortage of paramedics 

who were self-isolating.  I was impressed, but not surprised, by the number of staff who accepted extra 

shifts to support each other during these difficult times.    

Despite another challenging year, paramedics continued to undergo training to develop new skills and 

enhance existing ones; they initiated a number of charitable events to collect food, toys and raise 

money for local community organizations; and they excelled at delivering quality care to those in need.  

This 2021 Annual Report provides just a glimpse of some of these activities.  

In 2021, we received additional funds to expand our Mobile Integrated Health program to deliver 

preventative care to the community, add an ambulance to our fleet and increase resources to better 

equip us in providing excellent service during these unprecedented times.     

I want to thank Mayor Eisenberger, members of Council and the Senior Leadership Team for their 

unwavering support.  I am also grateful to General Manager Angela Burden and Medical Officer of 

Health Dr. Elizabeth Richardson for their leadership and partnership as we navigate the challenges of an 

increasingly busy service amidst a global pandemic.  

Most importantly, I want to express my gratitude and pride in staff who continue to answer the call to 

action with compassion and determination even though they have endured excessive hardships 

throughout the pandemic.  They are inspiring.      

 

Michael Sanderson, Chief 

Hamilton Paramedic Service 
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Service Overview  

HPS Services 
The Hamilton Paramedic Service (HPS) is the designated 

sole provider of paramedic services for the City of 

Hamilton serving over 536,000 residents in addition to 

those who come to Hamilton to work, play and learn.       

 

Operating out of 18 stations in urban and rural areas of 

the city, HPS provides pre-hospital advanced medical 

care, trauma care and the transport of patients from 

emergency incidents to health care facilities.   

 

In addition, HPS provides a range of programs and 

services to promote the health of the community and 

proactively mitigate the demand on ambulance 

transports to hospitals.  These include: 

¶ Seniors Clinics    

¶ Home Visits  

¶ Flu Immunization Clinics  

¶ Remote Patient Monitoring   

¶ Social Navigator Program   

¶ Flu Response for Emergency Department Diversion   

¶ High Intensity Supports at Home   

¶ Emergency Department Diversion Withdrawal Management Program  

¶ Palliative Outreach Support   

¶ Neonatal Intensive Care   

¶ Public Access Defibrillators  

¶ Community and Stakeholder Engagement  

¶ Public Education  

¶ Continuing Education Classes for Hamilton Paramedics  

¶ Media and Awareness campaigns  

¶ Fundraising to Support Local Charities 

 

During 2021, HPS continued to carry out additional activities in response to the COVID-19 pandemic, 

including:  

¶ COVID-19 swabbing  

¶ Mobile COVID-19 testing clinics 

¶ Vaccine administration for homebound residents 

¶ Respirator fit-testing for City of Hamilton employees 

¶ Additional measures for COVID-19 positive patients to prevent exposure and transmission  
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HPS Finances  
In 2021, HPS had an overall operating budget of $63,318,012 however, 50% of the costs were covered 

by funding from the province.  The allocation of funds per each cost category and percentage of the 

overall budget is as follows: 

 

Cost Category 2021 $ % 

Employee Related Cost 52,610,123 83 

Municipal Recoveries (excludes CA Shop Labour) 4,666,118 7 

Material and Supply 2,776,959 4 

Contractual/Consulting/Financial 1,743,441 3 

Vehicle Expenses  1,184,818 2 

Building and Ground 336,553 1 

Total 63,318,012 100 

 

 

HPS achieves cost effectiveness in operating vehicles through partnerships within the City of Hamilton.  

With corporate fuel purchasing arrangements and utilizing the Hamilton Fire Department vehicle 

maintenance services, HPS realizes cost efficiencies without jeopardizing quality service.   

The response costs breakdown for 2021 is as follows:   

 

Response Category 2021 Total  

Kilometres Travelled 1,987,029 

Cost per Response $696.63 

Cost of Materials & Supplies per Response $30.55 

Vehicle Cost per kilometre $.82 

 

Hamilton Paramedic Service
2021 Operating Costs

Employee Related Cost

Municipal Recoveries (excludes
CA Shop Labour)

Material and Supply

Contractual/Consulting/Financial

Vehicle Expenses

Building and Ground
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HPS Structure  
As an integral part of the health care system, It{ ƘŜƭǇǎ ǘƻ ǇǊƻƳƻǘŜ ǘƘŜ ƘŜŀƭǘƘ ŀƴŘ ǎŀŦŜǘȅ ƻŦ IŀƳƛƭǘƻƴΩǎ 

residents and visitors through prevention, response and follow-up activities.  HPS achieves this best 

through being situated within the Healthy and Safe Communities Department which enables 

collaboration with other divisions focused on similar outcomes for the community such as PHS, the 

Hamilton Fire Department and Long-Term Care facilities.   

Reporting to the General Manager of the Healthy and Safe Communities Department, the Paramedic 

Chief is responsible to lead the planning and operationalization of HPS which is comprised of four 

sections: 

¶ Office of the Chief 

o Responsible for strategic vision, direction, and planning 

¶ Operations Section 

o Responsible for providing oversight of deployment and resource utilization 

¶ Logistics Section 

o Responsible for providing support to all sections through procurement and asset 

management 

¶ Performance and Development Section 

o Responsible for ensuring regulatory compliance, quality improvement, continuing education 

and training  

A total of 358 full-time equivalent (FTE) positions made up the HPS workforce in 2021.  Approximately 

89% of staff are paramedics with 19% of those Advanced Care Paramedics.  While paramedics provide 

direct frontline services to the community, supervisors, administration and support staff, and 

management provide a variety of supportive and regulatory functions to meet Ministry of Health (MOH) 

mandates. HPSΩǎ workforce breaks down as follows:  

     

Position 
FTEs 

Full-time  Part-time  

Total Paramedics  
Primary Care  
Advanced Care  

293 
234 
59  

25 
24 
1  

Supervisors 21 - 

Administration & 
Support Staff  10  - 

Management 9  - 
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Performance Overview 

At a Glance:  Events, Responses, Transports 
Prior to the onset of the global pandemic, HPS experienced an increase in service demands each year. 

While demand decreased slightly at the start of the pandemic in March 2020, it has since increased to 

levels significantly higher than 2019.  In 2021, demand for service increased overall by approximately 

four percent from 2019 which has been forecasted as the annual increase. 

The following graph shows the total number of events, responses and transports respectively, each year 

from 2016 to 2021.     

 

Events 
An event is generated every time 911 is called for paramedic assistance 

through dispatch, the Central Ambulance Communications Centre (CACC).   

In 2021, HPS experienced a larger number of 911 events than in previous years 

with 75,815 events, an average of 208 events per day.   

64,675
67,712 68,236 70,656 67,864

75,815
79,150

83,928 84,160
87,037 84,731

90,892

49,610 49,763 51,763 53,248
48,412

52,143

0

10,000

20,000

30,000

40,000

50,000

60,000

70,000

80,000

90,000

100,000

2016 2017 2018 2019 2020 2021

Hamilton Paramedic Service
Events, Responses, Transports

Events Responses Transports

75,815 

EVENTS 



 

9 | P a g e 
 

 

Responses 
Responses are the number of paramedic vehicles that are sent to an event.  

This number is usually higher than the number of events as there is usually 

more than one vehicle required to manage an emergency incident.  For 

example, in the event of a motor vehicle collisions or a complex 

medical/traumatic emergency, multiple paramedic vehicles may be 

assigned to respond.   

In 2021, HPS had a total of 90,892 responses with a daily average of 249 

responses, a level higher than has been experienced in previous years.   
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Transports  
Transports refers to the number of times patients are transported to 

hospitals by ambulance.  This number is typically lower than the number of 

events, as some patients decline transport to the hospital or are found not 

to require hospital services as determined through an assessment 

conducted by the paramedics. 

The number of transports to hospitals in 2021 was well above the total 

number for 2020 as expected due to the decline in demand for service during the first three months of 

the pandemic.  However, transports for 2021 were just slightly below those in 2019 yet surpasses years 

prior to 2019.  

HPS carried out a total of 52,143 transports in 2021, with a daily average of 143 transports.  
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Top 10 Patient Problems 
2021 

% of 
Responses 

Fall 14 

Dyspnea (shortness of breath) 14 

Unknown  8 

Abdominal/Pelvic/Perineal/Rectal Pain 6 

Unconscious 5 

Unwell 5 

Ischemic 4 

Behaviour/Psychiatric  3 

Active Seizure 3 

Motor Vehicle Accident 3 

Patient Problems 
The table to the left shows the top 

ten reasons an ambulance was 

dispatched for medical assistance 

in 2021.   

52,143 

TRANSPORTS 
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Response Time Compliance 
The Ambulance Act of Ontario requires that every paramedic operator in Ontario is responsible to 

establish and publicly report on response time performance.  The City of Hamilton and the MOH 

approved target response times based on the Canadian Triage and Acuity Scale (CTAS).  CTAS is a triage 

system that prioritizes patient care by severity of the injury or illness.  HPS is expected to achieve the 

target times in each CTAS category at least 75% of the time.  

In 2021, HPS again met or surpassed the standard for achieving the target times for each CTAS category 

despite the significant increase in demand for service over previous years.    

 

CTAS Category Acuity Level Target Time Standard % of Time 
Target Time to be 

Achieved 

% of Time HPS 
Achieved Target 

Time 

Vital Signs Absent  VSA Confirmed 6 minutes 75 82 

1 Resuscitation  8 minutes 75 75 

2 Emergent 10 minutes  75 84 

3 Urgent 15 minutes  75 92 

4 Less Urgent 20 minutes  75 97 

5 Non-Urgent 25 minutes  75 99 

 

The graph below shows that as with previous years HPS achieved and exceeded the response time 

standard of 75%, as indicated by the red line, in each CTAS category in 2021.   
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In 2021, the response time to calls dispatched as a life-threatening (Code 4) emergency at the 90th 

percentile was 11 minutes and 56 second, an increase from 2020 of 39 seconds.  This reflects the time 

period from when dispatch assigns the call to paramedics until paramedics arrive on scene.   

Offload Delay  
An offload delay occurs when the hospital does not accept responsibility for the care of the patient from 

paramedics within 30 minutes of their arrival to the Emergency Department.  The MOH recommends 

that transfer of care (TOC) of patients occurs within 30 minutes 90% of the time.  Paramedics are 

required to remain with and care for the patient until the hospital is ready to accept the responsibility. 

As a result of a variety of system pressures, hospitals in Hamilton continue to struggle to meet the target 

of accepting the patient within 30 minutes of paramedic arrival.  Thus, the City of Hamilton and hospitals 

have implemented interim targets of transfer of care to hospital within 60 minutes 90% of the time and 

within 120 minutes 100% of the time.   

In 2021, delays in offloading patients increased significantly from 2020.  Just 18% of patients were 

transferred from paramedics to the hospital in 30 minutes or less, compared to 47% in 2020.  Transfer of 

care within 60 minutes occurred 66% of the time, falling short of the interim target of 90% of the time.  

Hospitals took over the care of patients from paramedics within 120 minutes 89% of the time, short of 

the target of 100% of the time.    

The graph below shows the percentage of time patients were transferred to the care of hospitals within 

30, 60 and 120 minutes for each year since 2016. 
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In 2021, paramedics spent a total of 32,075 hours in excess of 30 

minutes waiting in Emergency Departments to transfer care of their 

patients to the hospital.  As illustrated in the graph below, this total is 

greater than previous years including pre-pandemic total hours in 

2019. 

 

 

The frequency of offload delays longer than the interim target of 60 minutes 90% of the time also 

increased in 2021 to levels higher than before the pandemic as shown in the following chart. 

Frequency of Offload Delays 

Duration in Hours 2018 2019 2020 2021 

1-2 12,127 12,782 9,135 12,105 

2-3 3,018 3,590 2,120 3,584 

3-4 1,058 1,308 772 1,530 

4-5 328 429 205 645 

5-6 103 146 63 223 

6 + 46 54 25 126 

 

There were 126 offload delays lasting more than 6 hours in 2021 which is more than double the previous 

largest amount in 2019.  Similarly, the frequency of offload delays lasting between 3 to 4, 4 to 5, and 5 

to 6 hours in 2021 surpassed the totals from previous years.          

23,055

26,942 27,512

30,549

20,997

32,075

0

5,000

10,000

15,000

20,000

25,000

30,000

35,000

2016 2017 2,018 2019 2020 2021

Hamilton Paramedic Service
Total Hours in Offload Delay > 30 mins 

32,075 hours 

in offload 

delay >30 

mins 



 

14 | P a g e 
 

Source:  The Hamilton Spectator, Cathie Coward 

 

Code Zero Events 
Long offload delays, particularly when there are 10 or more delays longer than 

2 hours in one day, continue to be the major cause of code zero events.  When 

a code zero event occurs, ambulances from neighboring municipalities are 

assigned to respond to emergency calls in Hamilton.  

In 2021, there were a total of 97 code zero events that lasted an hour on 

average.  The graph below shows the number of code zero events from 2016 to 

2021 and the average number of code zeros per month each year.   
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COVID-19 Response 
COVID-19 Patients 

With the onset of the pandemic, the MOH provided paramedics and dispatchers assessment criteria to 

determine whether a patient who requires an ambulance should be treated as COVID-19 positive.  

Dispatchers utilize a COVID-19 screening tool and communicate results to the responding paramedics.  

Paramedics also perform an evaluation once on scene and if there is a suspected case of COVID-19 

additional precautions are taken, and the receiving hospital is notified in advance of arrival.      

In 2021, Hamilton paramedics identified a total of 9,766 patients as suspected COVID-19 positive.  While 

these patients may not have actually had the virus, which must be confirmed through laboratory testing, 

paramedics have to take extra measures to mitigate the risk of exposure and transmission.  These 

additional activities add to the complexity of the call and increase the time it takes to complete the call.  

This added time on a call can affect the number of ambulances available during peak periods.     

COVID-19 Testing  

In 2021, in collaboration with Hamilton Public Health Services and regional base hospital, community 

paramedics carried out COVID-19 testing within the community at congregate settings such as 

retirement homes, long term care residents, group homes, hospices and shelters.   

As well, testing was done at some CityHousing Hamilton buildings, Hamilton Street Railway (HSR), 

community centres, detention centre, local businesses and for international students.  When required 

by Public Health Services, paramedics conducted testing at a number of areas in the city where 

outbreaks occurred.  Paramedics also conducted testing for first responders and public health nurses at 

a temporary clinic in the paramedic administration building.   

Community paramedics also initiated mobile COVID-19 assessments utilizing a Hamilton Street Railway 

(HSR) bus converted into a clinic to target sectors of the city with high numbers of positive cases.   

In total, the COVID-19 Swabbing Team conducted 14,319 tests in 2021. 
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COVID-19 Vaccinations 

The involvement of paramedics in supporting Hamilton Public Health ServicesΩ vaccine deployment plan 

intensified in 2021.  In 2021, 80 paramedics were trained to administer COVID-19 vaccines.  Paramedics 

administered vaccines in congregate care settings such as retirement homes, group homes, long-term 

care residences and shelters.  Hamilton paramedics also delivered vaccinations to people in larger 

temporary clinics such as those took place at recreation centres, community centres, municipal centres 

and schools as identified by public health.  

 

 

In addition, HPS established an immunization clinic for police, fire and paramedic services staff and 

public health nurses at the City of Hamilton.  During the latter part of 2021, paramedics in the return-to-

work program ran a clinic to administer third doses of the COVID-19 vaccine and influenza vaccinations 

to first responders and nurses.  An inflatable medical shelter was erected on the premises of the HPS 

administrative building and fully equipped to deliver vaccines and aftercare to City staff.         
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COVID-19 Vaccination After Care  

Paramedics also continued to support Public Health Services in 2021 by providing aftercare at fixed mass 

vaccination clinics throughout the city such as the Hamilton Health Sciences Wellington site and the First 

Ontario.  One crew of paramedics each day was stationed at the site to deliver a program of aftercare 

developed by HPS paramedics to ensure people who received COVID-19 vaccinations were monitored 

for any adverse effects and assisted when necessary.   

 

COVID-19 Homebound Vaccinations 

In partnership with Hamilton Public Health Services, paramedics led an in-home vaccination program for 

people with health and mobility issues that prevent them from leaving their homes to be vaccinated at 

clinics or pharmacies.   

Paramedics are well-equipped to handle the logistics of travelling to homes, in any kind of weather, to 

provide health care so delivering COVID-19 vaccinations to homebound residents was simply an 

extension of that care.    

Starting in April 2021, two teams of paramedics were dispatched to help vaccinate the most vulnerable 

and least visible populations in the city. In total, they administered 3,994 COVID-19 vaccines.  
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Respirator Fit-Testing 

With the onset of pandemic, in addition to challenges 

acquiring an adequate supply of PPE, there were also 

challenges related to providing respirator testing.  The 

City of Hamilton as an employer is required to 

administer a fit test for employees who wear respirator 

masks such as an N95 to prevent infectious and 

hazardous agents from being inhaled.  A fit test verifies 

the mask is the right size, creating an effective seal for 

the proper level of protection. 

Contractors used by the City of Hamilton for respirator 

testing were not available due to high demand during 

the pandemic, so paramedics utilized their technology 

to assist in conducting in-house fit testing of their 

colleagues in other divisions (e.g., Hamilton Public 

Health and Long-Term Care). 

Not only did this help to fill a gap in lack of service from 

outside contractors, it was more cost efficient and led 

to more uniform testing methods across division.  

 






































