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A 2021 ANNUAL REPORT



* RAA continues to feel the effects of the
pandemic

* EMS continues to face a nationwide staffing
shortage of EMTs and Paramedics

* An American Ambulance Association survey
showed turnover among EMTs and Paramedics
ranges from 20% - 30% annually

* Decrease in call volume has reduced revenue

* Costs of additional medical supplies and
personal protective equipment to combat the
pandemic have been rising




Overview

* RAA initiatives and support from the City and
our Board have helped to overcome some of
these challenges while continuing to deliver
high quality patient care to our citizens

* We switched to a tiered response system

* We reduced hours for our field providers moving from a
48 hour workweek to a 42 hour workweek while
maintaining their annual pay in order to reduce stress
and provide a greater work life balance

* Employee COVID-19 bonuses paid in December
(reimbursed by the City) helped improve staff morale
and retention

* RAA continues to do in-house EMT training through its
EMS Placement Program
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Overview

. Safety and wellness remained top priorities
at RAA in 2021

* We implemented a reduction in the use of lights and
sirens in light of national data showing it increases the
safety of staff, the public and patients

* We continue to use our innovative safety program
patterned after one used by commercial aviation, using
a non-punitive, self-reporting process that enables us
to identify potential safety hazards and take corrective
action

* We partnered with South University-Richmond to add
new mental health and injury prevention resources for
our staff through monthly visits from the University’s
Clinical Mental Health and Physical Therapist Assistant
departments




* RAA continued its participation in a federally
funded study examining the use of drones to
deliver naloxone to bystanders at the scene of an
overdose. The study is in partnership with VCU'’s
College of Engineering and a drone pilot training
company

* Drone study is being led by our Operational
Medical Director Dr. Joseph Ornato who was also
recognized by the state and won the Governor’s
Award for Physician with Outstanding
Contribution to EMS

* RAA partnered with the Richmond City Health
District to deliver COVID-19 vaccines to
homebound residents
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News and Events Highlights

* RAA was re-accredited by the Commission on
Accreditation of Ambulance Services which is
considered the “gold standard” in the industry.
Agencies given the recognition often go beyond
state and local requirements

* In September RAA celebrated its 30t
Anniversary serving the City of Richmond

* In 1991 City Council adopted the ordinance to establish
RAA for the delivery of high-quality patient care
throughout the City in an equitable, efficient, and cost
effective manner

* Since its creation RAA has attracted national and
international attention for its data driven approach to EMS




‘ News and Events Highlights

* Our agency and staff continue to be
recognized for our work

* Old Dominion EMS Alliance recognized our Training
Coordinator as Outstanding Prehospital Educator and
RAA for Outstanding Contribution to EMS for Children

* The Retail Merchants Association recognized five award
winners from RAA at the 315 Annual Valor Awards

Richmond Ambulance Authority
Qutsranding Centribution to
EMS for Children
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Richmond
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Authority

Patient Satisfaction

* Since 2017, the Richmond

Ambulance Authority has used the January 93.32%
Baldrige Group as a 3™ party vendor February 99.18%
to conduct patient satisfaction March 97.71%
SUrveys in our emergency responses April 96.92%

* RAA averaged 97.7% patient May J9.46%
satisfactiorﬁJ I 295271 ; lune 07.35%
July 99.46%

August 96.95%
September 99.22%
October 98.43%
November 97.11%
December 97.40%




Our Performance

2021 Call Volume 2021 RAA SYSTEM DEMAND




Sick Person
Breathing Problem
Fall
Person Down

B Unconscious

B Psychiatric

W Traffic Crash

B Chest Pain

M Seizure

M Bleeding

Our Performance

Top 10 Emergency Response Complaints

911 Responses

4192

4259

4193

4034

4034




Financial Statements

Statements of Revenues, Expenses, and Change:
on Yearz Ended Juna 30, 2021 and 2020

Statements of Net Position
June 30, 2021 and 2020

2021
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* RAA once again
received an
“unmodified opinion”
(clean audit) from its
outside financial firm,
CliftonLarsonAllen
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* RAA continues to offer options for any
Richmond resident seeking financial
assistance for their emergency
transportation

* Lifesaver Program — Low annual fee ($49
individual, $79 family)

* Payment Plan —We added a form on our
website for those interested in a payment plan

* Financial Hardship Review — RAA provides EMS
treatment and transport to patients regardless
of their ability to pay. Our agency works with
every patient to maximize recovery from all
possible insurance carriers and realizes some
patients may be determined to be financially
unable to pay their portions of the bill.

Financial Assistance




ThankYou

ThankYou to Mayor Stoney, City Council, Members of
City Administration, our Board of Directors and the
community for your partnership and continued
support.



