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INTRODUCTION
 
Both the Police and Fire Communications Centers are part of the State of Florida Emergency 
911 system in Hillsborough County.  The Police Communications System is a primary 
answering point.  All calls for emergency services within the city limits are received by 
Police Communications and if fire / medical related, transferred to Fire Communications. 
 
Tampa Fire Rescue’s Communications Division, per Rules and Regulations section 100.14, 
is responsible for: 
• Making the resources of Tampa Fire Rescue available to our customers, both internal and 

external, in a rapid, reliable, courteous and efficient manner; 
• Receive and dispatch alarms utilizing all available resources; 
• Alerting the proper outside entities of existing problems and the type of assistance needed 

and / or that we can provide; 
• Provide Tampa Fire Rescue with effective communications; 
• Operating the Communications Center and the other communications equipment 

according to the Federal Communications Commission and the National Fire Protection 
Associations standards; and  

• Developing and maintaining good customer relations with internal and external 
customers and responding to their needs in a courteous and respectful manner. 

 
To accomplish these responsibilities the Division has an authorized staff of 23 with a current 
strength of 20.  Each eight-hour shift has a minimum staffing level of three employees.  
However, the current practice is to have staffing levels for the day, evening and midnight 
shifts of seven, six and four, respectively. 
 
 
STATISTICS
 

FY03 FY04 % CHANGE
FIRE CALLS 10,991 11,790 7%
MEDICAL CALLS 50,844 53,267 5%  
 
Source – CAD Closed Incidents History File. 
 
 

 



 

STATEMENT OF OBJECTIVES
 

This audit was conducted in accordance with the Internal Audit Department's FY05 Audit 
Agenda.  The objectives of this audit were to ensure that: 

1. Fire Rescue Communications dispatched and units responded to emergency calls within 
established guidelines; and 

2. Assist Fire Rescue in identifying its level of compliance with the Commission on Fire 
Accreditation International, Inc.’s Accreditation Standards. 

 
 
STATEMENT OF SCOPE 
 
The audit period covered emergency call response from October 1, 2002 through September 
30, 2004.  Source documentation was obtained from Fire Rescue Administration.  Original 
records as well as copies were used as evidence and verified through physical examination. 
 
 
STATEMENT OF METHODOLOGY 
 
Government Auditing Standards require auditors to determine if computer processed data are 
sufficiently reliable to be used in the audit process.  Tampa Fire Rescue uses a Computer 
Aided Dispatch (CAD) System to record actions taken on calls received for assistance.  For 
all calls received the system records the following times: received, dispatched, en route and 
arrival.  CAD also documents comments and other relevant information for the incident.  We 
performed certain procedures to assess the reliability of the information produced by CAD.  
Based on the results of our analysis, we concluded that the information produced by the 
system was reliable. 
 
The sample size and selection were statistically generated using a desired confidence level of 
90%, expected error rate of 10% and a desired precision of +/- 10%.  Statistical sampling was 
used in order to infer the conclusions of test work performed on a sample to the population 
from which it was drawn and to obtain estimates of sampling error involved.  When 
appropriate, judgmental sampling was used to improve the overall efficiency of the audit. 
 
 
STATEMENT OF AUDITING STANDARDS
 
We conducted our audit in accordance with generally accepted government auditing 
standards.  Those standards require that we plan and perform the audit to afford a reasonable 
basis for our judgments and conclusions regarding the organization, program, activity or 
function under audit.  An audit also includes assessments of applicable internal controls and 
compliance with requirements of laws and regulations when necessary to satisfy the audit 
objectives.  We believe that our audit provides a reasonable basis for our conclusions. 
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AUDIT CONCLUSIONS
 

Based upon the test work performed and the audit findings noted below, we conclude that: 

1. Fire Rescue Communications did not always dispatch and units did not always respond to 
emergency calls within established guidelines; and  

2. Fire Rescue needs improvement in various areas to be in compliance with the 
Commission on Fire Accreditation International, Inc.’s Accreditation Standards.  Details 
provided to Management under separate memorandum. 

 
 
NOTEWORTHY ACCOMPLISHMENTS 
 
Fire Rescue Communications should be commended on obtaining the designation of an 
Accredited Center of Excellence (ACE) from the National Academies of Emergency 
Dispatch (NAED) in March 2005. 
 
While the findings discussed below may not, individually or in the aggregate, significantly 
impair the operations of Fire Rescue Communications they do present risks that can be more 
effectively controlled. 
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DISPATCH TIMES AND RESPONSE TIMES 
 
Fire Communications has a written policy that indicates calls received should be dispatched 
to the appropriate unit within two minutes (increased from 90 seconds effective July 2004).  
A statistical sample of 24 dates during the audit scope was selected.  This sample identified 
699 calls, of which 211 incidents did not meet the dispatch criteria.  A discussion with 
Management to determine if there was documentation to explain the delays revealed there 
was no current procedure that required follow-up on calls that exceed the dispatch criterion. 
 
Response Times 
On a monthly basis, an Excessive Response Times Report is produced that lists all engines 
and rescue units not arriving on scene within six or eight minutes, respectively.  A statistical 
sample of 24 dates from October 1, 2002 through September 30, 2004 was selected to 
identify those units that did not meet the response time criteria.  This sample identified 699 
calls.  In an effort to review documentation of why the responses were delayed, it was 
disclosed by Management that there is currently no procedure followed to determine or 
monitor delayed responses. 
 
Fire Rescue is currently in the process of preparing to apply for Accreditation through the 
Commission on Fire Accreditation, Inc. (CFAI).  A review of accreditation requirements 
disclosed that “the agency must establish measurable and quantifiable goals for 
responsiveness and these goals are to be reviewed annually.” 
 
An analysis of the delayed dispatch and response times shows: 

• Sample days - 24 
• Sample delayed dispatched calls – 211 
• Sample delayed dispatch calls / day – 9 (5%) 
• Sample delayed response calls - 699 
• Sample delayed response calls / day – 29 (17%) 

 
Additionally, in order to ensure policies are practical and effective, they should be monitored 
and evaluated. 
 
 
RECOMMENDATION 1 
 
Management should develop a procedure for monitoring compliance with the established 
dispatch criterion. 
 
 
AUDITEE RESPONSE 
 
Tampa Fire Rescue agrees with the recommendation and will develop and implement a 
policy by March 1, 2006 to ensure the monitoring of compliance with the established 
dispatch criteria. 
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RECOMMENDATION 2 
 
Based on CFAI requirements, a procedure should be implemented to evaluate delayed 
response. 
 
 
AUDITEE RESPONSE 
 
The Department is presently evaluating compliance with CFAI requirements and will 
develop by March 1, 2006 procedures to ensure evaluation of delayed responses. 
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ACCREDITATION STANDARDS 
 
At the request of Fire Rescue, the Internal Audit Department reviewed the Self Assessment 
Manual from the Commission on Fire Accreditation International (CFAI) to determine the 
level of compliance for the area being audited.  During this audit, it was identified that 
Category III: Goals and Objectives (Criterion 3A – Goals and Objectives) and Category IX: 
Essential Resources (Criterion 9B – Communication Systems) were applicable. 
 
For the areas identified above, we determined that the operations of Fire Rescue do not 
currently comply with all CFAI requirements.  Specific exception items were provided to 
Fire Rescue Management under a separate memorandum. 
 
 
No response is required. 
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