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Background 

On April 9, 2015 the City Council considered a request from Allegiance Ambulance to be 
granted a second ambulance license. This Council meeting also included a period of public 
comment regarding this request. During the Council meeting there was a lengthy discussion and 
review of the ambulance services in Abilene. The general consensus was that MetroCare had 
made vast improvements during the past four years in regards to emergency ambulance 
services. However, there were many unanswered questions regarding the non-emergency 
ambulance services in Abilene. As a result, the City Council and the Mayor instructed Fire Chief 
Ken Dozier to contact users of the non-emergency ambulance services and see if a need exists 
for additional providers within the City of Abilene. The results of the review were to be presented 
to the City Council no later than the May 28th meeting. 

Procedures 

Allegiance Ambulance stated at the April 9th meeting they had received numerous letters and 
emails of support for their efforts to obtain an ambulance license. Chief Dozier asked Mr. Ricky 
Powell, President of Allegiance Ambulance, to provide copies of all correspondence they would 
like to have included in this review. (Please see Appendix A.) 

In the same manner MetroCare was asked to provide any feedback they have received 
regarding their non-emergency ambulance services. (Please see Appendix B.) Also, Chief 
Dozier requested data from MetroCare regarding the number of non-emergency responses in a 
12-month period with response times. (Please see Appendix C.) 

A questionnaire was developed in order to gather input from various medical and care facilities. 
Chief Dozier called each facility listed below to explain the need for their input regarding a study 
of non-emergency ambulance services. An email was sent to each facility along with an 
attached “Medical/Care Facility Questionnaire”. (Please see Appendix D.)  A follow up email 
was sent to those who did not return a completed questionnaire by the requested deadline. The 
following facilities were included in the requests for input:  

� Abilene Regional Medical Center 
� Care Inn of Abilene 
� Chisholm House 
� Coronado Nursing Center 
� Covenant Place of Abilene 
� Fresenius Medical Care 
� Hendrick Medical Center 
� Mesa Springs Healthcare Center 
� Northern Oaks Living and Rehabilitation 
� Reliant Abilene 
� Royal Estates 
� Silver Springs Nursing and Rehabilitation 
� Texas Oncology-Abilene 
� The Oaks at Radford Hills 
� University Place 
� Wesley Court 
� Windcrest Health and Rehabilitation 
� Wisteria Place 

 



 

Page 2 
 

Results 

• Allegiance Ambulance reported support from the following facilities: 
o Coronado Nursing Center 
o Mesa Springs Healthcare Center 
o Northern Oaks Living and Rehabilitation 
o The Oaks at Radford Hills 
o Windcrest Health and Rehabilitation 

� (Please see Appendix A) 
 

• MetroCare reported support from the following facilities: 
o Coronado Nursing Center 
o Royal Estates 
o The Oaks at Radford Hills 
o Wesley Court  

� (Please see Appendix B)  

(Note: Coronado Nursing Center and The Oaks at Radford Hills were included on both 
Allegiance Ambulance and MetroCare’s lists.) 

• Fourteen (14) questionnaires were returned. The results are summarized below. 
(Detailed summaries are included in Appendix E) 
 

o Abilene Regional Medical Center 
� Very pleased with MetroCare 
� No, does not desire additional provider/s 

o Care Inn of Abilene 
� Somewhat disappointed with MetroCare 

• Slow response 

• Price is too high 
� Yes, would prefer the option of additional providers 

o Coronado Nursing Center 
� No, does not desire additional provider/s 

o Fresenius Medical Care 
� Very pleased with MetroCare 
� No, does not desire additional provider/s 

o Hendrick Medical Center 
� Very pleased with MetroCare 
� No, does not desire additional providers 

o Mesa Springs Healthcare Center 
� Yes, would prefer the option of additional providers 

o Northern Oaks Living and Rehabilitation 
� Yes, would prefer the option of additional providers 

o Reliant Abilene 
� Somewhat disappointed in MetroCare 
� Yes, would prefer the option of additional providers 

o Royal Estates 
� Very pleased with MetroCare 
� No, does not desire additional providers 

o Silver Springs Nursing and Rehabilitation 
� No, does not desire additional providers 
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o Texas Oncology- Abilene 
� Yes, would prefer the option of additional providers 

o The Oaks at Radford Hills 
� Very pleased with MetroCare 
� Yes, would prefer the option of additional providers 

o University Place 
� No, does not desire additional providers 

o Wesley Court 
� Somewhat pleased with MetroCare 
� No, does not desire additional providers 

 
(Note: No responses were received from Chisholm House, Covenant Place of Abilene, 
Windcrest Health and Rehabilitation, or Wisteria Place.) 

Discussion 

1. MetroCare has the exclusive license for Abilene. Other ambulance companies can provide 
service only if they operate under one of the exceptions listed within our ordinance.  

2. In a 12-month period, MetroCare provided 810 non-emergency transports. Six (6) facilities 
reported “Very Pleased” or “Somewhat Pleased” with MetroCare’s services. Two (2) facilities 
reported “Somewhat Disappointed” with MetroCare’s services.  

3. When asked if there is a business need to have multiple providers 43% (6 of 14) answered 
“Yes” and 57% (8 of 14) answered “No”. The most common reason given for the need for 
additional providers was the belief that competition is good for business and should result in 
less expensive ambulance charges. (Please see Appendix E.) 

4. There has been a significant improvement by MetroCare in their non-emergency ambulance 
services since a study conducted in October, 2012. The strongest statement of this 
improvement was expressed by the largest user of the non-emergency ambulance system, 
Hendrick Medical Center. 

Recommendations 

1. Staff will continue to monitor overall EMS service levels as provided by the current licensee, 
MetroCare. 

2. MetroCare should reach out to all users, and potential users, of the ambulance system and 
focus on how they can better serve their needs. 

3. In the past few years MetroCare has demonstrated improvements in both the emergency 
and non-emergency ambulance arenas. Considering these improvements and the feedback 
received by the Medical/Care Facilities Questionnaire no additional ambulance licenses 
should be granted at this time. If the current conditions change, this topic should be 
addressed at that time.



 

Appendix A 

 

Email request from Ken Dozier to Ricky Powell requesting copies of emails in 
support of additional ambulance options. 

Email from Pamela McGrew - Mesa Springs Healthcare Center 

Email from Sammy Tumlinson - The Oaks at Radford Hills 

Email from Windcrest Health and Rehabilitation 

Email from Curtis Callaway – Coronado Nursing Center 

Email from Rhonda Burleson – Northern Oaks Living and Rehabilitation 
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Memo from MetroCare regarding feedback from skilled nursing facilities 

  







 

Appendix C 

 

Non-Emergency Logs for April 1, 2014 through March 30, 2015 

Note: Priority 7 calls are “out of town” & Priority 3 calls are “in town” 

  















































 

Appendix D 

 

Medical/Care Facility Questionnaire 

Sent to: Abilene Regional Medical Center 

Care Inn of Abilene 

Chisholm House 

Coronado Nursing Center 

Covenant Place of Abilene 

Fresenius Medical Care 

Hendrick Medical Center 

Mesa Springs Healthcare Center 

Northern Oaks Living and Rehabilitation 

Reliant Abilene 

Royal Estates 

Silver Springs Nursing and Rehabilitation 

Texas Oncology-Abilene 

The Oaks at Radford Hills 

University Place 

Wesley Court 

Windcrest Health and Rehabilitation 

Wisteria Place  
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Medical/Care Facility Questionnaire 

 

Name of Facility________________________________________________________________________ 

Date________________  

Person Completing Questionnaire_______________________________ Title______________________ 

Number of Clients/Patients Served at Facility ______________ 

1. How often is an ambulance needed for non-emergency transports to/from your facility? 

a. Never 

b. Seldom – Approximate number per month _______ 

c. Often – Approximate number per day ______ 

 

2. What modes of transportation are commonly used for non-emergency transports at your facility? 

(Circle all that apply.) 

a. Ambulance Only 

b. Wheelchair Van 

c. Personally Owned Vehicles 

d. Other ____________________________________________________________________ 

 

 

Questions Specific to MetroCare Non-Emergency Transport Services – If MetroCare is not used for non-

emergency services to/from your facility please disregard questions 3 through 6. 

3. Overall, how pleased are you with the services provided by MetroCare? Please give specific reasons 

for your answer in the provided space. Please attach additional pages if needed. 

a. Very Pleased 

b. Somewhat Pleased 

c. Somewhat Disappointed 

d. Very Disappointed 

Reasons/Comments 
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4. Once dispatched, how timely is MetroCare’s response? 

a. Very quick response (Less than 15 minutes) 

b. Quick Response (15-30 minutes) 

c. Slow Response (30-60 minutes) 

d. Very Slow Response (More than 1 hour) 

 

5. What paperwork is required of you by MetroCare when doing a non-emergency transport?  

(Circle all that are required) 

a. Physician Certification Statement (PCS) for Medicare patients 

b. Pre-Authorization Number (PAN) for Medicaid patients 

c. No paperwork is required 

d. Other – Please list 

 

6. How often is a MetroCare unit available when requested for non-emergency services? 

e. Always available 

f. Available some of the time 

g. Often unavailable 

h. Never available 

 

7. If another ambulance service has provided non-emergency transports what paperwork have they 

required? (Circle all that are required) 

i. Physician Certification Statement (PCS) for Medicare patients 

j. Pre-Authorization Number (PAN) for Medicaid patients 

k. No paperwork is required 

l. Other – Please list 

 

8. From a business perspective is there a need for multiple non-emergency ambulance providers? 

Yes 

No 

Please explain. 

 

 

9. Please list other suggestions to improve the non-emergency ambulance service in Abilene. 
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Summary of the returned questionnaires. 

 



  
 
Abilene Regional Medical Center 
Greg Grim 
Emergency Department Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility? 
Seldom, <5 per month 
 
Overall, how pleased are you with the services provided by MetroCare?  
Very Pleased 
 
Once dispatched, how timely is MetroCare’s response?  
Quick Response (15-30 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
ARMC does not generate the #’s, non-emergent, that would require multiple EMS service contracts. 
 
Other Comments:  
None 
 
  
 
Care Inn of Abilene 
Kerrie Helmuth 
Transportation Driver 
 
How often is an ambulance needed for non-emergency transports to/from your facility? 
Seldom, Maybe 1 per month 
 
Overall, how pleased are you with the services provided by MetroCare?  
Somewhat Disappointed 
Price of the transport. 
 
Once dispatched, how timely is MetroCare’s response?  
Slow Response (30-60 minutes) 
Usually scheduled beforehand 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes  
Cost for short runs is very pricey. 
 
Other Comments:  
MetroCare has always been very friendly and community minded, but I believe no one company 
should monopolize a market as this drives up prices. 
 
  



  
 
Coronado Nursing Center 
Curtis Callaway 
Administrator 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 3-4 per month 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
Our facility does not use ambulance services for non-emergency transport so there is no need for us. 
 
Other Comments:  
None 
 
  
 
Fresenius Medical Care Abilene South Dialysis 
Lisa Hill, RN 
Clinical Manager 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, >1 (maybe 1 or 2 per year) 
 
Overall, how pleased are you with the services provided by MetroCare?  
Very Pleased 
 
Once dispatched, how timely is MetroCare’s response?  
Slow Response (30-60 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
Seldom used. 
 
Other Comments:  
None 
 
  



  
 
Hendrick Medical Center 
Rita Johnson, MSN, RN, CRRN, CCM, FACHE 
Director of Case Management & Social Services 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Often, 8-10 average per day 
 
Overall, how pleased are you with the services provided by MetroCare?  
Very Pleased 
As you know, George Knupple is the COO at MetroCare. George and I have developed a great 
working relationship over the past few years. Because of this relationship, our ambulance service has 
improved immensely for the non-emergent transports. Recently George and I discussed the need for 
more trucks to help expedite the discharges and open beds for acute patients. Prior to the addition of 
the new trucks, we had to contact an out of town provider resulting in delays (MetroCare ambulances 
had to be reserved for emergent transports). Anytime I need help with an ambulance transport or if I 
have any related issues, I call George or Neal Young. They are always courteous and quickly 
respond to help resolve any issues or problems we may have. We have regular discussions to ensure 
we are all on the same page regarding customer service and provisions of high quality care. I feel like 
they are part of our team and strive to assist our patients anytime we need ambulance services. 
 
Once dispatched, how timely is MetroCare’s response?  
Quick Response (15-30 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
We were using another ambulance company a couple of years ago and the service was poor. We 
were told their ‘one call’ service would increase efficiency by reducing the number of calls needed to 
arrange the transport. The process was a mess and we rarely got good service. MetroCare is 
providing excellent service. The only times I am aware of having slower response times is when we 
have inclement weather or ice storms, which is out of their control. Having multiple services would 
only create confusion and inefficient transportation. 
 
 
Other Comments:  
George Knupple and I have had several conversations about the potential need for wheelchair vans 
rather than just ambulances as a more cost effective option for certain patients. 
 
I appreciate the opportunity to give feedback on MetroCare. I can only give kudos to George Knupple 
for being so open to my requests and working with me to improve the ambulance transportation 
services. As I said previously, I am more than pleased with the service we are being provided. We 
work as a team to get patients taken care of. I can call George anytime for anything and he is 
wonderful to work with! 
 
  



  
 
Mesa Springs Healthcare Center 
Pamela McGrew 
Executive Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 0-1 per month 
Usually arranged by the hospital 
 
Overall, how pleased are you with the services provided by MetroCare?  
No response but commented: 
The cost needs to be reasonable for family and/or facility. 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes 
Some people are unable to sit in a wheelchair and need to be transported. Our van only can 
accommodate w/c’s. 
 
Other Comments:  
None 
 
  
 
Northern Oaks Living and Rehabilitation 
Rhonda Burleson 
Administrator 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 2-3 per year 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes 
Having more than one provider would help with scheduling conflicts if they were to arise. Having more 
than one provider would allow businesses a choice in services provided. Competition is necessary in 
business. 
 
Other Comments:  
None 
 
  



  
 
Reliant Abilene 
Vickie Clemmer 
Intake Coordinator 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Often, 1-3 per day 
 
Overall, how pleased are you with the services provided by MetroCare?  
Somewhat Disappointed 
Due to the extremely high cost of doing business with them. They are 3-4 times higher than other 
non-emergent transports. 
 
Once dispatched, how timely is MetroCare’s response?  
Slow Response (30-60 minutes) 
Unless emergent 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes 
MetroCare is way too expensive for non-emergent transfers and we need more access to non-
emergent transport than one & even two carriers can handle. 
 
Other Comments:  
Thank you for including us, as this is a service we utilize on a daily basis here at Reliant. We use non-
emergent transport for follow-up appointments, test that must be run off site and for our patient 
transport to and from hospitals. 
 
  
 
Royal Estates 
Joe Frush 
Executive Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 1 per month 
 
Overall, how pleased are you with the services provided by MetroCare?  
Very Pleased 
 
Once dispatched, how timely is MetroCare’s response?  
Very quick response (Less than 15 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
Not at this time. 
 
Other Comments:  
None 
 



  
 
Silver Spring Nursing and Rehabilitation 
Chris Knapp 
Executive Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Never 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
I do support competition in the area of non-emergent transports to keep costs affordable, but from 
business perspective, we do not use non-emergency transports enough for me to say we need a 
second provider. 
 
Other Comments:  
When I have used non-emergency transports in the past, service has been slow due to paperwork 
involved such as get PAN numbers. One reason we do not use the service that MetroCare provides is 
because of the price they are asking. My suggestion is to make it affordable for all. 
 
  
 
Texas Oncology – Abilene 
Jeff Messer 
Practice Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 1 per month 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes 
We do not typically use Metro-Care for non-emergent transport. However, we have in the past had 
opportunity to treat patients at our center, but could not due to the expense and burden of scheduling 
ambulance transfers. We had to discontinue treating Abilene Regional in-patients who required 
radiation partly because we could not safely and economically transport them back and forth. 
 
Other Comments:  
None 
 
  



  
 
The Oaks at Radford Hills 
Sammy Tumlinson 
Administrator 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Often, less than daily 
 
Overall, how pleased are you with the services provided by MetroCare?  
Very Pleased 
 
Once dispatched, how timely is MetroCare’s response?  
Very quick response (Less than 15 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
Yes 
If having a choice gives us a better rate then we should have a choice. 
 
Other Comments:  
Haven’t used anyone but Metro. 
 
  
 
University Place 
Shelley Drennan 
Sales Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 1 per month 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
The majority of residents do not want to pay for transports. 
 
Other Comments:  
None 
 
  



  
 
Wesley Court 
Cheryl Harding 
Executive Director 
 
How often is an ambulance needed for non-emergency transports to/from your facility?  
Seldom, 1-2 times per year 
 
Overall, how pleased are you with the services provided by MetroCare?  
Somewhat Pleased 
 
Once dispatched, how timely is MetroCare’s response?  
Quick Response (15-30 minutes) 
 
From a business perspective is there a need for multiple non-emergency ambulance 
providers?  
No 
 
Other Comments:  
None 
 
 
 
 
 


