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About First Call Ambulance 

First Call Ambulance is a certified, veteran-owned small 

business in Nashville, Tennessee. It has become one 

of the largest medical transport services in the state. 

The company employs 350 people at its 8 stations and 

responds to more than 50,000 requests for medical 

transport services each year. While non-emergency 

ambulance transport represents the majority of First 

Call’s business, the company also provides emergency 

ambulance transportation in one Tennessee county.

The situation

In the wake of the COVID-19, businesses had to find new 

ways to operate. The novel coronavirus presented special 

challenges for First Call. Most of its employees work on the 

front lines of healthcare, but some employees could work 

from home during the crisis.

 • Business needs  

The arrival of COVID-19 demanded new protocols 

to protect patients and First Call’s paramedics, 

EMTs, dispatchers, and other personnel.   

 • Networking solution  

First Call’s foresight in upgrading and 

streamlining its technology with AT&T Business 

solutions enabled the company to move swiftly 

when the coronavirus closed many businesses.

 • Business value  

Enhanced protection for staff; improved 

collaboration among EMS crews, hospitals, and 

other care providers.  

 • Industry focus   

Medical transport 

 • Size 

350 employees respond to 50,000 calls a year 

Mobility, fleet, and IoT solutions from

of Nashville protect staff and patients
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Solution

Always a step ahead, First Call Ambulance had 

developed excellent business continuity plans. The 

company had worked with AT&T to streamline its 

technology long before the coronavirus appeared, 

replacing multiple devices with tablet computers and 

adding an array of Internet of Things (IoT) solutions to 

support the best possible patient care. The technology 

served the company well. As the virus spread, First Call 

was able to protect its dispatchers and office staff by 

having them work from home.

A plan to keep ambulances 
on the road

Unlike many ambulance services, First Call 

Ambulance of Nashville was founded to respond 

to non-emergency calls. The company typically 

transports patients who are medically stable but 

require specialized equipment and trained medical 

professionals. 

It has earned a reputation for excellence by looking 

out for the needs of the communities it serves. “Our 

philosophy is not just to transport patients from point 

A to point B, but to partner with first responders to 

serve the greater needs of the community,” said Scott 

Yates, CEO of First Call Ambulance. He encourages new 

employees to treat every patient as if it were one of 

their loved ones. 

The COVID-19 outbreak changed patient transport 

dramatically. A well-run organization, First Call had 

prepared for a number of catastrophic scenarios. “We 

didn’t plan specifically for COVID-19,” Yates said. “But 

we did plan how to react if any of our facilities were 

damaged significantly to make sure that we could keep 

our ambulances on the road and employees could 

continue to care for patients.”

Safer at home

First Call’s staff includes paramedics, EMTs and 

ambulance drivers, as well as office workers and staff 

who answer calls and dispatch the ambulances. “From 

the very beginning, First Call tried to maximize the 

number of people who could work at home, because 

we know that we are safer at home,” Yates said. “And 

we want to do our part to reduce our employees’ 

stress at the risk of taking home an infection.” 

“From the very beginning, 
First Call tried to maximize the 
number of people who could 
work at home, because we 
know that we are safer at home.”

Scott Yates
CEO, First Call Ambulance
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The company instituted a series of procedures like 

taking everyone’s temperature at the start of the 

workday to make sure that staff were well before they 

started their shifts. It implemented work-from-home 

schedules for all office workers but did not immediately 

push its dispatchers to work from home. 

“Our dispatch is very busy, and communication is 

important, so we slowly tested the possibility of 

dispatch from home,” Yates said. As it became clear 

that dispatchers were able to operate efficiently from 

home, the company gradually moved all workers from 

the dispatch center to their homes.

Efficient communication, painless 
transition

Sending so many employees out of harm’s way 

was only possible because Yates and his staff had 

the presence of mind to select a suite of flexible, 

powerful solutions from AT&T Business. “First Call 

is committed to providing great patient care in the 

communities we serve,” Yates said. “And the decision 

to use AT&T Enhanced Push to Talk (EPTT) and AT&T 

Fleet Complete gives us the confidence to provide 

great patient care without hesitation. We’re going to be 

able to communicate virtually seamlessly through any 

situation in this COVID-19 pandemic.”

First Call had transitioned from a traditional phone 

system to an IP phone system more than a year ago. 

“Because of that, we can forward all of our calls to 

any device. And AT&T Enhanced Push-to-Talk allows 

dispatchers to communicate with all our EMTs and 

paramedics,” he said. “The IP phone system and AT&T 

Enhanced Push-to-Talk have made the transition to 

working from home very painless.”

The AT&T Enhanced Push-to-Talk web dispatch 

solution is a valuable tool for dispatchers that delivers 

voice service, highly secure messaging, and location 

features. “It supports good, clear communication 

between our ambulance crews and dispatch,” Yates 

said. Dispatchers appreciate the control they get 

with the AT&T web-based console, which displays 

the location of each ambulance and enables them to 

communicate with any ambulance with just a click. 

And, as First Call discovered, these tools let dispatchers 

work as effectively from home as they had in the 

company’s dispatch centers.
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A shared commitment to safety

First Call employees have witnessed and experienced 

extreme difficulties during the pandemic. However, 

the company is committed to safety, and a number of 

its community partners such as nursing homes and 

assisted living facilities are very careful to protect their 

residents. 

“Many of them are implementing similar procedures, 

not just for their staff, but for anyone who would come 

in contact with their staff and their residents,” Yates 

said. “So our communication with all of the facilities 

that we work with has increased.”

Ambulance crews have transported many suspected 

COVID-19 patients and none have tested positive 

for the virus. “The crews have been properly trained 

and equipped to provide great patient care during 

this pandemic and will continue to answer the call 

for ambulance transportation services through this 

pandemic and beyond,” Yates said.

Increased confidence that staff 
can do their jobs

Yates appreciates the assistance his company receives 

from AT&T Business. He feels it’s put the company on 

the cutting edge of technology—which benefits the 

communities First Call serves. “That’s probably the 

most important value that AT&T has added to our 

organization,” he said. “Our team has been fantastic.” 

He added that he has not only recommended the 

solution—First Call has demonstrated its AT&T 

technology to help other organizations improve their 

effectiveness.

“The fruits of the solutions from AT&T Business are 

an increased confidence that our staff can do their 

jobs better,” he said. “And the collaboration with AT&T 

through these tough times has been wonderful.”

 

“AT&T Business solutions give 
us the confidence to provide 
great patient care without 
hesitation. We’re going to be 
able to communicate efficiently 
through any situation in this 
COVID-19 pandemic.”

Scott Yates
CEO, First Call Ambulance
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