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DURHAM PUBLIC SAFETY OVERVIEW 

Previous Public Safety Planning 

In 2014, Echlin Consulting was hired to establish a strategic direction or road map for ensuring the residents 

of Durham receive a consistent level of emergency medical services. A strengths, weaknesses, 

opportunities and threats analysis were conducted on Thursday August 14, 2014 with the Public Safety 

Chief’s Council at the Durham Town Hall. The emergency medical services system in the Town of Durham 

was the focus of the guided discussion. Members of the council were engaged in the process and truly 

professional during the discussion with an obvious desire to achieve excellence in Durham’s emergency 

medical services system. Many positive attributes were identified by the council members, with a true 

sense of caring for the community being an overwhelming theme during the entire discussion. Several of 

the issues identified as weaknesses were operational in nature and can be resolved with better 

communication between the Durham Volunteer Ambulance Corps and the Durham Volunteer Fire 

Department. 

The planning process established very high-level strategic goals designed to guide both the Durham 

Volunteer Ambulance Corps and the Durham Volunteer Fire Company in the development of their own 

department level strategic plans. During this project, it became clear that most of the objectives identified 

during this process are not being done. Many of the priorities identified during this process are still valid 

today and would improve services.  

NOTE:  To date, minimal progress has been made to implement the joint goals identified in this process.  

In 2015, the Durham Volunteer Fire Company, utilizing a graduate class from the University of New Haven 

Fire Science Department, participated in and developed a strategic plan for the fire department. The 

Durham Volunteer Fire Company has made progress and is using the plan as a roadmap to improve their 

operations. The Town should take a more active role in holding the departments accountable to the agreed 

upon goals and objectives.  

Agency Overviews  

Durham Volunteer Fire Company: The Durham Volunteer Fire Company was founded in 1931 and is 

authorized as a town service in the town charter Section 6-9.1, Section 7-314 to 7-322. The 60-member 
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department is led by a set of line and chief officers who are all fully volunteer. The department responds 

to all fire related calls, motor vehicle accidents with injuries/hazards, ice/water rescues, hazardous material 

spills, and has recently begun responding to emergency medical calls. The Durham Volunteer Fire Company 

also does public service calls such as basement pump outs. Operating out of the town’s only fire house at 

41 Main Street are two engines, one rescue/pumper, one tanker, a hose tender, a brush truck, and a utility 

truck. The company also maintains its first fire truck, a 1931 Ford Model A pumper as a parade piece. As 

incentive for their time and effort, the Town of Durham offers active firefighters a tax break on property 

taxes and a retirement LOSAP program. The Durham Volunteer Fire Company functions as its own 

independent organization, with its own by-laws and SOP’s. However, the vehicles, fire station and 

equipment are all town owned and funded. Fire officers are elected by majority vote of the present active 

members, on a yearly basis at the annual meeting, occurring on the second Tuesday of January. The fire 

company also supports a fire explorer program, chartered by the Boy Scouts of America, with 

approximately 10 members. The fire explorer program is the department’s primary means of recruitment 

and has supplied many firefighters over the programs 10 years of existence. 

Durham Volunteer Ambulance Corps: The Roberts-Strickland Post Volunteer Ambulance Corps, Inc., was 

organized in Durham in October 1949, by members of the American Legion Post No. 184, and incorporated 

in 1950. Initially, most of the Ambulance Corps members were Legionnaires. As the membership of the 

Corps gradually changed, the number of people belonging to both organizations dwindled and little 

remained in common between the Legion and the Ambulance Corps. In 1971 the two separated and the 

Corps changed its name to The Durham Volunteer Ambulance Corps. 

On November 10, 1976, the Durham Volunteer Ambulance Corps Inc. of Durham, CT and the Town of 

Durham entered into an agreement authorized at a special town meeting of the Town of Durham on July 

26, 1976. The DVAC existed previously but needed to enter into an official agreement with the Town of 

Durham for the workers to be covered by workmen's compensation insurance. 

NOTE: The DVAC Board provided this historical perspective, however written verification of these facts 

could not be made. 

The Durham EMS systems protects the roughly 7,388 residents in the 23.7 square miles of the Town of 

Durham.  In addition to the thousands of single-family homes and businesses, DVAC provides coverage to 
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many multi-family dwellings as well as assisted living facilities and miles of the state and local highway 

systems. 

The Middlesex Hospital Paramedics provide paramedic level service under its Primary Service Area 

Designation contract for $1.00 per capita, or $7,388,00 in the current fiscal year, to supplement the Basic 

Life Support staffing provided by DVAC. DVAC operates 3 shifts per day with a manpower level of (21) 

members on the roster, (14) of whom are reported as active and (7) who regularly respond and/or cover 

shifts.   

Durham Ambulance operates one town owned ambulance outlined later in this report. 

Pursuant to State of Connecticut Office of Emergency Medical Services Regulation: 19a-179-4 the Primary 

Service Area designations for the Town are as follows: 

Supplemental F/R  Connecticut State Police (Statewide) 

    Durham Volunteer Fire Company Certification # 038SFR 

First Responder  Durham Volunteer Ambulance Corps # C038FR 

Basic Ambulance         Durham Volunteer Ambulance EMS Certification # C038B1 

Advanced Life Support  Middlesex Hospital Paramedic License # L083P1 

The Valley Shore Emergency Communications, Inc. is designated as the primary coordinator for day-to-day 

EMS and ambulance dispatch for the Town of Durham. Valley Shore is also the Regional coordinating point 

for mutual aid response requests.   

Hunters Ambulance Service of Middletown, as well as regional Town based ambulance services, 

supplement EMS operations by responding to emergency calls when Durham ambulances either cannot 

respond or need additional resources. This is provided as a part of South-Central Regional Emergency 

Medical Services Council, Inc. Region 2 EMS Mutual Aid Agreement. 

The DVAC provides medical support to community events including coverages at Durham Fair.  
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There currently exist written and executed Paramedic Intercept agreements with both Hunters Ambulance 

and Middlesex Hospital. These agreements outline how these ALS calls will be bundle billed to users of the 

service. 

A variety of additional EMS services have been added which include a high number of community service 

calls in the form of lift assists at both private residences and assisted living facilities within the community.  

It appears there is now debate over the capabilities of DVAC to fulfill their primary EMS mission, with an 

increasing call volume and decreased staffing levels.  

PUBLIC SAFETY STRATEGIC RECOMMENDATIONS  

Joint Public Safety 

• There is an imminent public safety risk with 17% of ambulance requests not met in the first 6 

months of 2019. The Town must move quickly to restructure the staffing model for DVAC. The 

Town should develop a relationship with an EMS Staffing agency for weekday coverage from 

6am to 6pm and a volunteer stipend model for nights and weekends. We recommend utilizing a 

$50.00 per call stipend for any EMS or Fire member who agrees to cover a defined period on the 

schedule in 6-hour blocks. (see Appendix C for full budget analysis of EMS staffing model) 

• Opportunity for agency collaboration – The Town of Durham Volunteer Ambulance Corps and r 

Durham Volunteer Fire Company must work in unison to make both organizations more 

effective and sustainable. Consider the appointment of an Administrative Director of Fire and 

Emergency Medical Services who will coordinate with the First Selectmen’s Office, Volunteer 

Fire Chief, and Volunteer EMS Chief for planning and directing department members and staff 

toward the goals and objectives of both Fire and EMS agencies. Tasks to include managing the 

budget, coordinating all non-emergency issues. (see sample job description on Appendix E) 

• The Town of Durham Volunteer Ambulance Corps and Durham Volunteer Fire Company should 

collaborate in a joint recruitment and retention committee to identify and establish clear 

recruitment and retention goals, strategies, and guidelines (including concrete guidelines and 

goals for dual membership). Recommendations should be forwarded to the Chief’s Council for 

review and then to the individual department memberships for adoption. (As recommended in 
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the 2014 Town of Durham Emergency Medical Services Strengths, Weaknesses, Opportunities, 

and Threats Analysis  

• Length of Service Award programs for Fire and EMS Departments should be reviewed by the 

Administering Board and standards for qualification for the benefit including required 

documentation should be approved by the board. The priority for awarding points in the 

program should focus on response and training.  

• The current Joint Chiefs Council is an effective means of making operational and planning 

decisions in the best interest of public safety, however a lack of consistent follow through by 

this group has hampered progress.  

• Leadership from both the Durham Volunteer Fire Company and the ambulance service need to 

meet immediately to eliminate barriers that restrict members from both organizations from 

staffing a full ambulance crew. This meeting should be attended by the First Selectman to ensure 

both organizations fully commit to the elimination of barriers, including:  

o Lack of joint training and intra agency communication 

o Inconsistent application of policies for joint membership  

o Hostile relationship between the two agencies 

• The Town of Durham should establish a written service agreement with both agencies under a 

joint governance model. This model outlines the duties and responsibilities of each agency in an 

official policy statement, which should include separation of powers between policy-making 

function of the boards of directors or other elected officials and the executive and administrative 

responsibilities of those who carry out those policies. The Towns ‘Chief Executive or either chief 

officer should provide staff leadership in developing policy proposals for the legal authority 

having jurisdiction to take policy action, they are responsible to report to a governing board or 

other high-ranking individual for the execution of policy and keeps the higher authority informed 

on matters affecting their agency. 

• While detailed facility assessments were not completed as part of this project, the following 

observations were made while visiting both locations: 

o Durham Volunteer Ambulance Corps facility is outdated, and the crew quarters 

condition is a barrier to staffing the station. This facility should be replaced or 

remodeled to accommodate both overnight and regular crew staffing.   
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o Durham Volunteer Fire Company facility is in relatively good condition but will require 

general maintenance. This facility would benefit from additional space to support 

preventive maintenance operations for self-contained breathing apparatus.  

• The Fire and EMS Chiefs should establish a needs assessment of what dispatch protocols are 

necessary for each agency to perform at its highest level (including, but not limited to, EMS 

and fire dispatching protocols, accuracy of dispatching times, call handling accuracy, radio 

equipment infrastructure, etc.). These efforts should be guided by currently accepted national 

standards of dispatch services including those promulgated by NFPA 1221 Standard for the 

Installation, Maintenance, and Use of Emergency Services Communications Systems, 2019 

Edition - Chapter 7 Operations 

o Alarm answering time 

o Alarm processing time 

o Unit designation for each emergency response unit (ERU) dispatched 

o Time of dispatch acknowledgment by each ERU responding 

o Enroute time of each ERU 

o Time of arrival of each ERU at the scene 

o Time of patient contact, if applicable 

o Time each ERU is returned to servicei 

The departments should clearly communicate those needs to the current dispatching agency 

and ultimately include such details in a written contract with an effective provision for 

oversight.  

NOTE: The Town is a voting member of the Valley Shore Emergency Communications Inc., 

Board of Directors.  

Durham Volunteer Fire Company  

• The Durham Volunteer Fire Company should create a recruitment and retention standing 

committee. The committee membership should consist at minimum of duel membership 

personnel, junior members, members with less than 5 years’ service and a senior officer. The 

membership committee should promote EMS certification to all prospective members and 

promote duel membership in the ambulance service.  
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• The Durham Volunteer Fire Company should amend membership by-laws to allow members to 

reside outside the town borders to retain active members who cannot afford housing in the 

Town of Durham. 

• The Durham Volunteer Fire Company should participate in a medical quality assurance 

program by appointing a medical officer within the Durham Volunteer Fire Company to serve 

as the point person for Q/A with Durham Volunteer Ambulance, third party QA agency, and 

Middlesex Hospital.  

• The Durham Volunteer Fire Company should expand the use of Incident Command to routine 

incidents such as medical emergencies and continue training focus on CONN-OSHA 

requirements. A greater emphasis should be made to develop relationships with mutual 

partners from adjacent towns.  

• The Durham Volunteer Fire Company should contact Insurance Service Organization and 

request a consultation on evaluation of “alternate water supply” to determine if the current 

water supply locations will yield a more favorable Public Fire Protection Rating. 

• Following the installation of the public water supply, The Durham Volunteer Fire Company 

should contact Insurance Service Organization for an upgrade to the Public Fire Protection 

Rating. 

 

Durham Volunteer Ambulance Corps 

• The ambulance service should implement a college live-in and volunteer program with 

Quinnipiac University. All Quinnipiac Physician Assistant students are required to be certified 

EMTs by their sophomore undergraduate year.  Seek out opportunities to allow them to cover 

shifts on a volunteer basis and create a dormitory live-in option for students. This will require a 

reconfiguration of the current living quarters to accommodate overnight crews. 

• Durham Volunteer Ambulance Corps should work with the Regional School District to host EMR 

and/or EMT certification classes at the high school as part of the educational curriculum. This is 

a process of attracting new volunteer members, a ‘grow-your-own’ program. 
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• Durham Volunteer Ambulance Corps, after accepting a new member into the organization and 

throughout their tenure with DVAC, needs to mentor the member and make clear that the 

member volunteered to join, and the rest of their activities are mandatory. 

• Durham Volunteer Ambulance Corps should institute an internal control system for weekly 

payroll.  The current systems allow the Payroll clerk to enter time and attendance for all staff 

including her own time sheet without an independent verification of accuracy.  

• Durham Volunteer Ambulance Corps volunteers must commit to a minimum of three shifts per 

month (18 hours) to remain a member in good standing. To accommodate student members and 

others with situational issues, some leeway should be built into the system so that 72 hours per 

quarter also qualifies. 

• Durham Volunteer Ambulance Corps should initiate a bundle-billing agreement with each 

outside agency that provides paramedic services in the community. This will avoid patients 

receiving bills from the paramedic service providers in addition to those from Durham Volunteer 

Ambulance Corps.  

• In 2004 the Town and DVAC made a conscious decision to not balance bill any of its transported 

patients. This action reduces the service’s ability to recover additional revenue. This practice in 

2018-19 resulted in a revenue loss of over $16,000.00 and should be reconsidered.    

• Durham Volunteer Ambulance Corps should initiate a relationship with a third-party vendor to 

conduct retrospective patient care quality audits on a minimum of 25% of BLS EMS patent care 

interventions, on a yearly basis. This will assure the highest level of patient care delivery to the 

patients being treated. Based on these reviews, ongoing training programs for staff can be 

developed based on specific deficiencies identified, thus reducing liability for the service and 

the Town. Even with your internal QA reviews it is prudent to have an additional outside and 

unbiased team of medical experts conduct at least a sampling of your patient care reports to 

track trends and protocol compliance. We recommend Girard and Associates,  

http://girardassoc.com/ (the rate for this service is approximately $2.50 per call reviewed) 

• We recommend that the Durham Volunteer Ambulance Corps pursue an Ambulance Lease 

Program for the acquisition of new vehicles. This program should be implemented to supplant 

current budgetary funds for the acquisition of vehicles with a defined monthly budgetary cost . 

Currently available lease programs would allow for the replacement of vehicles with little or 

http://girardassoc.com/
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no up-front capital costs as well as assuring a fixed monthly payment. Using Lease Purchase 

Financing means you can own the truck by making payments during the term of the 

operational lease. Leasing a truck is not the same as leasing a car. When you lease a passenger 

car you must return it at the end of your lease, but a lease purchase finance is more like 

financing a car. You make payments and you own it after your last payment. Lease purchase 

financing can be flexible in terms of payments. Payments can be deferred or broken up into 

monthly, quarterly, semi-annually and annually. Deferring payment means you can budget for 

them come next year. You can also lease purchase finance with nothing down, which helps get 

you that truck faster in times of economic difficulties. The interest rates are also lower because 

ambulance services have a tax-exempt status. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

14 | P a g e    Town of Durham Public Safety Strategic Plan 2019  

 

 

 

Recruitment, Retention and Management of Personnel  

Durham Volunteer Fire Company  

While the department has been able to maintain its membership to meet the service demands, they are 

susceptible to the same recruitment and retention pressures facing the entire nation with volunteerism. 

The Durham Volunteer Fire Company has identified the recruitment of younger personnel as challenging. 

Their concerns are made more urgent as existing members age. Members of the department identified the 

cost of living in the community as a challenge to attracting and keeping younger members.  

Total Members: 48 

 EMTs – 16   EMRs – 9   EMS Instructor – 1 

 Fire Instructors – 7 Core Rescue Cert – 10 Pump Operators – 26 

 Fire Police – 5  Fire I Cert – 44  Fire II Cert – 14   

Emergency Medical Services represent 41% of the departments call volume during 2018 with 71% occurring 

during the day when volunteers are least available. Some Durham Volunteer Fire Company members 

expressed frustration with Durham Volunteer Ambulance’s amount of missed calls causing additional 

workload for the fire personnel as the medical supplemental first responders. Durham Volunteer Fire 

Company members who are also part of the ambulance corps expressed frustration with ambulance corps 

leadership.  

Overall, the Durham Volunteer Fire Company members were satisfied with the Durham Volunteer Fire 

Company leadership; this was a continued theme from the findings in the strategic plan from 2015. This is 

significant because nationwide the main reason for retention issues is poor leadership. This does not seem 

to be an issue in the Durham Volunteer Fire Department.   

In 2015, the strategic plan identified a generational gap in the department. During the SWOT review with 

the Durham Volunteer Fire Company personnel this seemed to have been reduced but it still may be a 

factor in recruiting and retaining new members. The primary feeder of younger members comes from the 
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junior program. Officers and senior firefighters remain challenged on how to bridge the generational gap. 

In addition to generational gap in the department, younger members may not be able to afford housing in 

town forcing them to move to neighboring towns. Durham Volunteer Fire Companyby-laws do not allow 

members to live outside the town limits. By-law changes in the Durham Volunteer Fire Company are 

difficult to make and very time consuming. Making changes to update the by-laws was identified as a 

priority in the Durham Volunteer Fire Company strategic plan, but little progress is being made.  

Durham Volunteer Ambulance Corps 

The status of recruitment and retention in the ambulance corps is concerning. Members indicate that they 

are down to seven active members who regularly get the ambulance out to calls. One member of the 

organization is so heavily depended upon, that if her participation were to be eliminated, the ambulance 

service would likely go into failure. Efforts to recruit new members have been attempted but failed to 

retain any significant numbers of new members.  

The most likely source of immediate help is to utilize Durham Volunteer Fire Company personnel who are 

trained EMTs or EMRs. There are currently a small number of duel members (members of both the Durham 

Volunteer Fire Company and ambulance service). The relationship between the Durham Volunteer Fire 

Company and the ambulance service has broken down to the point where these duel members feel caught 

in the middle. They are criticized by members of both organizations resulting in minimal numbers of people 

wanting to belong to both organizations. There are no formal policies or practices in place to allow the 

Durham Volunteer Fire Company to help staff the ambulance. The Durham Volunteer Fire Company 

functions only in a first responder mode currently.  Leadership in both organizations has failed to address 

these issues; however, membership decline in the ambulance service has reached a critical state and it is 

incumbent on the ambulance service leadership to take any reasonable steps to immediately improve 

ambulance-staffing coverage.  

The intake criteria for new volunteers is well defined and established.  The process of application and some 

of the time frames are also well defined. Based on the current guidelines the applicant applies, the process 

appears to move this application forward in a judicious manner. Once officially accepted, the candidate 

interview is scheduled and conducted with the Board of Directors.  
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Once selected, the candidate is scheduled for a pre-employment drug screening and fingerprinting as part 

of a background check. The candidate background check includes a review of driver history. Once selected, 

the applicant must ride as an observer on four (4) EMS calls. In our opinion, the interview process works in 

a fair and efficient manner.  

Some members feel that the leadership team is doing an ok job running the service. It should be noted that 

there must be a level of accountability for performance of the organization’s leaders. 

Leadership is the life blood of every EMS organization. The provision of high quality, high performance 

Emergency Medical Services is more than just getting personnel to a patient in a timely fashion. The EMS 

leader faces several challenges daily to keep the EMS system from slipping into failure. These 

responsibilities must be executed while always being mindful of conducting oneself in a moral and ethical 

manner each day. EMS leaders must have impeccable credentials and be well respected by their peers. 

They must bring a wealth of experience to their positions.  

Internal communications are a big area of concern for us as we look at the organization. Communication 

between volunteers, and even members of the Leadership Team are often viewed as being ineffective. 

Every one of the Officers and other mid-management positions are compensated as stipend employees.  

Chief     $250.00 per month 

Deputy Chief    $200.00 each per month 

Treasurer    $400.00 per month 

Training Officer   $50.00 per month (Currently filled by Chief) 

Secretary    $50.00 per month 

Equipment Officer   $50.00 

Supply Officer   $50.00 

Billing/Scheduling/Payroll   $250.00 per month 

   Total: $1,300 per month  
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Authors Note:  Our team has made multiple inquires to the leadership team of DVAC including a Freedom 

of Information request for a complete accounting of staff salaries. To date it has only been partially 

responded to. 

Most members we spoke to during interviews believe in the organization and wants it to succeed. However, 

all have full time jobs or other obligations and DVAC often gets shortchanged and takes a back seat…this 

simply can’t continue when DVAC has pledged to protect the public health and safety. 

We live in a highly regulated and litigious environment with significant oversight and penalty potential from 

State EMS, Medicare, Medicaid, OSHA and the CT Labor Department. The organization AND the officers 

have too much to lose if a mistake is made due to a failure or inability to supervise properly. 

Additionally, the Board of Directors holds all the power of the agency. We are told that the will of 

membership is often not considered in decision making.  This has had a detrimental effect on the 

organization’s recruitment efforts. 

DVAC Agency By-laws 

The agency by-laws have recently been updated in 2018 and adopted. The agency should set a goal of 

updating these by-laws every 3 to 5 years in several years. The election of leadership positions is still 

required every other year. This practice reduces the continuity of the agency leadership team when it is 

subject to change every other year. It makes it nearly impossible to begin long term agency planning 

when the players change nearly every year. It also allows for derailment of elections based on popularity. 

RECOMMENDATIONS: 

The Treasurer shall be responsible for the fiscal operations of the agency. He or she must be bonded for a 

minimum of $100,000.  

Duties of the Treasurer include: 

• Maintain records of all donations made to the Corps both monetary and non-monetary. 

• Preparation and presentation of both monthly & yearly fiscal reports. 

• Prepare annual financial status reports. 

• Work in concert with the President and Board of Directors on all fiscal matters.  

• Agency checks shall be signed by any two of the following: President, Vice-President, or Treasurer.  
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• The Treasurer shall maintain all applicable records in accordance with state and federal laws and 

regulations. 

• Creation of one annual budget for both the BOD and Operations to follow with input and 

approval from both groups and monthly update of budget vs. actual spending. 

 

Volunteer field staff is paid an hourly stipend based on the schedule below.  

Probationary Rate   $1.00 per hours on call 

EMT Rate    $2.00 per hour 

EMT/Driver   $2.50 per hour 

In addition, whenever staff respond to a call, they are paid a minimum of (3) hours for each with pay ranges 

between $12.85 thru $18.50 per hour based on seniority.  

It is also important to note that we were unable to review individual time sheets to determine the breakout 

of hours and tasks. 

Currently the organization has set up policies that in today’s time intensive climate serve to prohibit the 

participation of many community-based members.  One of the most commonly voiced concerns is the 

requirement for EMS professional with experience in other services to have to comply with cumbersome 

entry requirements including weeks of required ride time. These include dual requirements for driver 

education. In addition, the inability of joint members who are currently certified as EMTs to deliver 

emergency care without having to do additional DVAC non-federally required training programs. This 

practice suppresses the ability to utilize already trained personnel. 

Most of our recommendations are going to be concentrated in this section since our review has revealed 

that the organization is in good shape once the crews are dispatched to a call for service and the units are 

rolling.  The biggest areas of problems are assuring that staff is available to answer the ever-increasing call 

volume. 

Management of Personnel Policies 

The Durham Volunteer Durham Volunteer Fire Company is recognized in the Town of Durham Charter, 

while the Durham Volunteer Ambulance Corps is granted authority through the Town of Durham written 



 

 

 

19 | P a g e    Town of Durham Public Safety Strategic Plan 2019  

 

 

EMS Plan and by Connecticut State Public Act 14-217. Although independently run, they are organized 

under the authority of the Town of Durham, and as such the town bears the ultimate responsibility for the 

fulfillment of the duties expected by both agencies. These missions are supported by the appropriation of 

town funds for each organization, in the form of vehicles, facilities, and operating expenses. Errors and 

omissions by either agency may ultimately result in additional liability for the town.  

STRATEGIC RECOMMENDATIONS: 

• Opportunity for agency collaboration – The Town of Durham Volunteer Ambulance Corps and 

Volunteer Durham Volunteer Fire Company must work in unison to make both organizations more 

effective and sustainable. Appoint an Administrative Director of Fire and Emergency Medical 

Services who will coordinate with the First Selectmen’s Office, Volunteer Fire Chief, and Volunteer 

EMS Chief for planning and directing department members and staff toward the goals and 

objectives of both Fire and EMS agencies. Tasks to include managing the budget, coordinating all 

non-emergency issues. (see sample job description on Appendix E) 

• The Town of Durham Volunteer Ambulance Corps and Durham Volunteer Fire Company should 

collaborate in a joint recruitment and retention committee to identify and establish clear 

recruitment and retention goals, strategies, and guidelines (including concrete guidelines and 

goals for dual membership). Recommendations should be forwarded to the Chief’s Council for 

review and then to the individual department memberships for adoption. (As recommended in the 

2014 Town of Durham Emergency Medical Services Strengths, Weaknesses, Opportunities, and 

Threats Analysis  

• Length of Service Award programs for Fire and EMS Departments should be reviewed by the 

Administering Board and standards for qualification for the benefit including required 

documentation should be approved by the board. The priority for awarding points in the program 

should focus on response and training. An effort should be made to issue additional LOSAP points 

for the completion of EMS calls. 

• The current Joint Chiefs Council is an effective means of making operational and planning decisions 

in the best interest of public safety, however a lack of consistent follow through by this group has 

hampered progress.  
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• Leadership from both the Durham Volunteer Fire Company and the ambulance service need to 

meet immediately to eliminate barriers that restrict members from both organizations from 

staffing a full ambulance crew. This meeting should be attended by the First Selectman to ensure 

both organizations fully commit to the elimination of barriers, including:  

o Lack of joint training and intra agency communication 

o Inconsistent application of policies for joint membership  

o Hostile relationship between the two agencies 

• The Town of Durham should establish a written service agreement with both agencies under a 

joint governance model. This model outlines the duties and responsibilities of each agency in an 

official policy statement, which should include separation of powers between policy-making 

function of the boards of directors or other elected officials and the executive and administrative 

responsibilities of those who carry out those policies. The Towns’ Chief Executive or either chief 

officer should provide staff leadership in developing policy proposals for the legal authority having 

jurisdiction to take policy action, they are responsible to report to a governing board or other high-

ranking individual for the execution of policy and keeps the higher authority informed on matters 

affecting their agency. 

• The Durham Volunteer Fire Company should create a recruitment and retention standing 

committee. The committee membership should consist at minimum of duel membership 

personnel, junior members, members with less than 5 years’ service and a senior officer. The 

membership committee should promote EMS certification to all prospective members and 

promote duel membership in the ambulance service. An effort should be made to issue additional 

LOSAP points for the completion of EMS calls. 

• The Durham Volunteer Fire Company should amend membership by-laws to allow members to 

reside outside the town borders to retain active members who cannot afford housing in the Town 

of Durham. 

• The ambulance service should implement a college live-in and volunteer program with Quinnipiac 

University. All Quinnipiac Physician Assistant students are required to be certified EMTs by their 

sophomore undergraduate year.  Seek out opportunities to allow them to cover shifts on a 

volunteer basis and create a dormitory live-in option for students. This will require a 

reconfiguration of the current living quarters to accommodate overnight crews. 
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• Durham Volunteer Ambulance Corps should work with the Regional School District to host EMR 

and/or EMT certification classes at the high school as part of the educational curriculum. This is a 

process of attracting new volunteer members, a ‘grow-your-own’ program. 

• Durham Volunteer Ambulance Corps, after accepting a new member into the organization and 

throughout their tenure with DVAC, needs to mentor the member and make clear that the 

member volunteered to join, and the rest of their activities are mandatory. 

 

REVENUES AND EXPENSES 

Durham Volunteer Fire Department 

The Durham Volunteer Durham Volunteer Fire Company receives full funding for capital and operational 

costs from the Town of Durham. Due to the financial support from the town, the Durham Volunteer Fire 

Company does not experience fiscal stressors often associated with reduced moral and membership 

decline. Members can concentrate on providing services instead of fund raising.  

 

Fiscal Year Apparatus Fund Capital 
Equipment 

Operating Cost Total Cost 

2019-2020 $105,000 $26,500 $98,501.72 $230,001.72 

 

Durham Ambulance Billing Analysis  

The following shows the call volume responded to by DVAC. Data for the section came directly from 

dispatch monthly reports, provided by Valley Shore Emergency Communications, DVAC internal documents 

and Shared Response Health Systems, LLC billing reports. It is important to note that our analysis of the 

DVAC volume by day of week and hour of day was difficult to review and verify based on the formatting of 

the dispatch data that had been collected by Valley Shore. 

 

It is important to understand that due to the lack of complete dispatch data by day and hour there is some 

margin for error but not enough that it should delay implementation and cost savings measures. Due to 

the poor quality of the data reported by Valley Shore and the inconsistency of data collected by DVAC, we 
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could not conduct additional data analysis. 

 

Billing and Collections  

 

There are several ways to fund EMS:  billing fees, annual fund/membership drives and tax subsidization/tax 

district. The following is a recap of the last three years to show your account stability, collection rates and 

how you match up against some industry standards.  Your call volume is increasing, and your staffing issues 

are causing you to lose a significant amount of revenue. 

 

 

July 1, 2018 thru April 30, 2019  

247 Total Call Volume Billed by Shared Response 

192  Basic Life Support Transports  

55 ALS Bundle Billed Transports 

 

46 ALS 

 1   ALS Level 2 

8   ALS Assessment by a Paramedic resulting in BLS Transport 

 

48.6% Medicare 

10.5% Medicaid 

38.4% Private Insurance  

2.5%   Uncollectable   

$262,661.67 Gross Charges  

$159,351.32 Net after Contractual Allowances and Bad Debt  

 

July 1, 2017 thru June 30, 2018  

324 Total Call Volume Billed by Shared Response 

250 Basic Life Support Transports  

74    ALS Bundle Billed Transports  

 

55 ALS 

 2   ALS Level 2 

16 ALS Assessment by a Paramedic resulting in BLS Transport 

 

52.1% Medicare 

8.8%   Medicaid 

35.6% Private Insurance   
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3.5%   Uncollectable  

 

$330,933.63 Gross Charges  

$108,474.67 Net after Contractual Allowances and Bad Debt  

 

July 1, 2016 thru June 30, 2017  

347 Total Call Volume Billed by Shared Response 

291 Basic Life Support Transports  

56   ALS Bundle Billed Transports  

 

49 ALS 

 3   ALS Level 2 

4   ALS Assessment by a Paramedic resulting in BLS Transport 

 

50.7% Medicare 

6.5%   Medicaid 

37.6% Private Insurance   

5.2%   Uncollectable  

 

$330,223.39 Gross Charges  

$151,873.20 Net after Contractual Allowances and Bad Debt  

 

Note: DVAC only holds a bundle billing agreement with Hunters Ambulance Service. When other services 

provide Paramedic Services those services bill the patient directly for the ALS portion of the transports. 

Close to 60% of all patients transported have coverage by either Medicare or Medicaid. The reimbursement 

for these calls is well below the maximum allowable state transport-billing rates. 

 

Example:   Current State of CT approved BLS transport Rate $743.00 of which Medicare pays $395.53.   

 

As you review the charges, and look at the payer mix, it is critically important to understand a couple of 

things about the charges and the revenue stream. Regardless of the actual number of requests for service 

(911 calls), only completed calls result in a billable event.  Cancellations, refusals, standbys and such do not 

result in any revenue, yet the organization must expend resources expenses to have an ambulance staffed 

and able to respond. The amount listed as the Medicare Allowable Rate is the amount that, by participating 

in the Medicare program, you agree is the maximum compensation you’re allowed. 

 

Medicare then pays 80% of the Allowable Rate and the patient or their supplemental insurance is 

responsible for the remaining 20% co-pay.   The differential between the State Rate and the Medicare 



 

 

 

24 | P a g e    Town of Durham Public Safety Strategic Plan 2019  

 

 

Allowable Rate is money that can neither be billed nor collected, it is a contractual allowance (write-off) in 

accordance with Medicare regulations. 

 

Your collections are affected by the following factors: 

 

• Timeliness in completing the PCR and forwarding onto your billing agent.  

• Training on billing rules and regulations as well as improved documentation should be conducted 

regularly with the field staff as they are changing regularly.  

 

 

STRATEGIC RECOMMENDATIONS: 

• Durham Volunteer Ambulance Corps should institute an internal control system for weekly payroll.  

The current systems allow the Payroll clerk to enter time and attendance for all staff including her 

own time sheet without an independent verification of accuracy.  

• Durham Volunteer Ambulance Corps should initiate a bundle-billing agreement with each outside 

agency that provides paramedic services in the community. This will avoid patients receiving bills 

from the paramedic service providers in addition to those from Durham Volunteer Ambulance 

Corps.  

• In 2004 the Town and DVAC made a conscious decision to not balance bill any of its transported 

patients. This action reduces the service’s ability to recover additional revenue. This practice in 

2018-19 resulted in a revenue loss of over $16,000.00 and should be reconsidered.    
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FACILITIES & APPARATUS 

Durham Volunteer Fire Company  

Durham Volunteer Fire Company is a Town owned building located at: 

41 Main Street   

Durham, CT. 06422 

 

The station has three bays capable of storing 6 vehicles. The administrative offices and crew’s quarters are 

also located within this facility. The Town funds the operations of this facility including maintenance, 

upkeep and utilities. 

 

Apparatus 

Type Year Pump Size On-Board Water 

Pumper 2012 2250 GPM 1000 gallons 

Rescue Pumper 2014 1750 GPM 750 gallons 

Engine 1996 1750 GPM 1000 gallons 

Engine 2016 1750 GPM 1000 gallons 

Tanker 2013 750 GPM 2500 gallons 

Brush  N/A N/A 

Utility  N/A N/A 

    

 

Apparatus inventory is consistent with industry standards. Due to the community’s lack of municipal fire 

hydrants, pump size capacity, supply hoses carried, and on-board apparatus water capacity ensures 

adequate firefighting capacity. The current replacement schedule of apparatus ensures the Durham 

Volunteer Fire Company is complying with NFPA 1911: Standard for the Inspection, Maintenance, Testing, 

and Retirement of In-Service Emergency Vehicles, 2017 Edition - Annex D Guidelines for First-Line and 

Reserve Fire Apparatus 

 

“It is recommended that apparatus more than 15 years old that have been properly maintained and that 

are still in serviceable condition be placed in reserve status; be upgraded in accordance with NFPA 1912; 

and incorporate as many features as possible of the current fire apparatus standard (see Section D.3). This 

will ensure that, while the apparatus might not totally comply with the current editions of the automotive 

https://codesonline-nfpa-org.unh-proxy01.newhaven.edu/code/307b345a-bdba-41ec-ae44-88f442b5e899/86a0a431-725d-4b17-8f18-9b0a93642e0f/1912
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fire apparatus standards, many of the improvements and upgrades required by the current editions of the 

standards are available to the fire fighters who use the apparatus. Apparatus that were not manufactured 

to the applicable NFPA fire apparatus standards or that are over 25 years old should be replaced.” 

Durham Ambulance Service 

Currently DVAC occupies a Town owned building located at: 

205 Main Street  

Durham, CT 06422 

 

This station has 3 vehicle bays, one that faces the street and 2 on the lower level, a small classroom and 

bunk room for overnight crews.  The administrative offices and crew’s quarters are also located within this 

facility. The operations of this facility including maintenance, upkeep and utilities is fully funded by the 

Town budgets. 

STRATEGIC RECOMMENDATIONS: 

• While detailed facility assessments were not completed as part of this project, the following 

observations were made while visiting both locations: 

o Durham Volunteer Ambulance Corps facility is outdated, and the crew quarters condition 

is a barrier to staffing the station. This facility should be replaced or remodeled to 

accommodate both overnight and regular crew staffing.   

o Durham Volunteer Durham Volunteer Fire Company facility is in relatively good condition 

but will require general maintenance. This facility would benefit from additional space to 

support preventive maintenance operations for self-contained breathing apparatus. 

• We recommend that the Durham Volunteer Ambulance Corps pursue an Ambulance Lease 

Program for the acquisition of new vehicles. This program should be implemented to supplant 

current budgetary funds for the acquisition of vehicles with a defined monthly budgetary cost . 

Currently available lease programs would allow for the replacement of vehicles with little or no 

up-front capital costs as well as assuring a fixed monthly payment. Using Lease Purchase 

Financing means you can own the truck by making payments during the term of the operational 

lease. Leasing a truck is not the same as leasing a car. When you lease a passenger car you must 
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return it at the end of your lease, but a lease purchase finance is more like financing a car. You 

make payments and you own it after your last payment. Lease purchase financing can be flexible 

in terms of payments. Payments can be deferred or broken up into monthly, quarterly, semi-

annually and annually. Deferring payment means you can budget for them come next year. You 

can also lease purchase finance with nothing down, which helps get you that truck faster in times 

of economic difficulties. The interest rates are also lower because ambulance services have a tax-

exempt status. 
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TRAINING PROGRAMS/QUALITY ASSURANCE AND 

IMPROVEMENT 

Durham Volunteer Fire Company  

Discussions with officers and members of the Durham Volunteer Fire Company indicate the department 

has been actively implementing the strategic and operational objectives established by the strategic plan 

in 2015. The most notable area of improvement has been the electronic training records system ensuring 

the department can demonstrate training of all active members.  

The department has enhanced its use of the incident command system (ICS), primary during larger events 

such as structure fires.  There is room for improvement on the utilization of ICS for more of the routine 

incidents such as medical emergencies. This would improve the working relationship with Durham 

Volunteer Ambulance Corps. The Durham Volunteer Fire Company should continue to focus training 

compliance to CONN-OSHA safety standards as identified in the 2015 Durham Volunteer Fire Company 

strategic plan. 

The Town of Durham has invested in the Durham Volunteer Fire Company to ensure proper public fire 

protection. Through planning, the town has required water supply sources to be strategically located, 

including 20,000 gallons under the main fire station. Final plans are in place to add a municipal water main 

through the center of town with hydrants. These improvements taken separately and together create an 

opportunity to obtain a more favorable Public Fire Protection Rating from Insurance Services Organization 

potentially lowering property insurance rates for some taxpayers.   

The Durham Volunteer Fire Company conducts post incident reviews for major event with participation 

from all members encouraged. This practice should continue for all low frequency high consequence events 

such as structure fires. The Durham Volunteer Fire Company as a supplemental first responder to medical 

emergencies should participate in an EMS Quality Assurance program.  

 

 



 

 

 

29 | P a g e    Town of Durham Public Safety Strategic Plan 2019  

 

 

Durham Ambulance Service 

The training of new EMS staff can make or break the future success of the agency. In reviewing the new 

employee orientation and ongoing training programs offered by DVAC, we find a New Employee 

Orientation program, which includes a probationary period from date of hire. New staff members also 

work under the guidance of a senior member for their first 90 days.  

The service also conducts monthly training meeting where various topics are covered including updates 

to the equipment carried on the ambulances. Topics delivered yearly include all required OSHA Worker 

Health and Safety programs, as well as National Incident Management Training. New drivers complete a 

very comprehensive National Safety Council Emergency Vehicle Operators Course, which includes map 

reading and on road driving evaluations. Members seek ongoing EMT refreshers at outside sources and 

are reimbursed by DVAC. 

The goals of an EMS Quality Assurance program are to provide opportunities for system leaders and 

providers to improve patient care. The program goals when implemented can increase efficiency and the 

efficacy of our medical care. QA activities are based upon objective criteria and systematic review and make 

important contributions to the effectiveness of the EMS system. QA/QI should be geared towards problem 

identification, remediation, education and constant, consistent follow ups and less towards disciplinary 

actions. Currently once a PCR is completed, it is forwarded to the DVAC QA Coordinator. She evaluates 

both the billing data and the patient care performed. These in-house systems may cause conflicts between 

the EMS providers and the reviewer. Often time interpersonal relations can cloud the results of this process 

and do not improve patient care delivery or staff job satisfaction. 

 

 

 

 

 

 



 

 

 

30 | P a g e    Town of Durham Public Safety Strategic Plan 2019  

 

 

 

STRATEGIC RECOMMENDATIONS:  

• The Durham Volunteer Fire Company should participate in a medical quality assurance program 

by appointing a medical officer within the Durham Volunteer Fire Company to serve as the point 

person for Q/A with Durham Volunteer Ambulance, third party QA agency, and Middlesex 

Hospital.  

• The Durham Volunteer Fire Company should expand the use of Incident Command to routine 

incidents such as medical emergencies and continue training focus on CONN-OSHA 

requirements. A greater emphasis should be made to develop relationships with mutual partners 

from adjacent towns.  

• The Durham Volunteer Fire Company should contact Insurance Service Organization and request 

a consultation on evaluation of “alternate water supply” to determine if the current water supply 

locations will yield a more favorable Public Fire Protection Rating. 

• Following the installation of the public water supply, The Durham Volunteer Fire Company 

should contact Insurance Service Organization for an upgrade to the Public Fire Protection 

Rating. 

• Durham Volunteer Ambulance Corps should initiate a relationship with a third-party vendor to 

conduct retrospective patient care quality audits on a minimum of 25% of BLS EMS patent care 

interventions, on a yearly basis. This will assure the highest level of patient care delivery to the 

patients being treated. Based on these reviews, ongoing training programs for staff can be 

developed based on specific deficiencies identified, thus reducing liability for the service and the 

Town. Even with your internal QA reviews it is prudent to have an additional outside and 

unbiased team of medical experts conduct at least a sampling of your patient care reports to 

track trends and protocol compliance. We recommend Girard and Associates,  

http://girardassoc.com/ (the rate for this service is approximately $2.50 per call reviewed) 

 

 

http://girardassoc.com/
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RESPONSE PERFORMANCE AND STAFFING 

Durham Volunteer Fire Company Response History and Performance 

The Durham Volunteer Fire Company currently averages a response time of 5 minutes or less operating as 

a fully volunteer agency. The average number of responders for a structure fire during the weekday is 17, 

with nights and weekends averaging 28. The department currently meets the NFPA 1720: Standard for the 

Organization and Deployment of Fire Suppression Operations, Emergency Medical Operations, and 

Special Operations to the Public by Volunteer Fire Departments, 2020 Edition benchmark standard: 
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Durham Ambulance Response History and Performance 

Authors Note:  Our team has made multiple inquires to the leadership team of DVAC for a complete 

accounting of response times and run data. To date it has only been partially responded to. 
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Detailed EMS Response Data 

 

Fiscal Year Data July 1, 2016 through June 30, 2017 

Agency Detail Number of Calls 

Total EMS requests reported by Valley 
Shore   

557 

Total EMS responses reported by DVAC 556 

Calls to passed to Mutual Aid   
                Hunters  
                Haddam 
                North Branford 

 
46 
6 
4 

Mutual Aid Provided   2 

Non-transport calls 127 

Total EMS transports billed by Shared 
Response Health Systems, LLC. 

347 

Paramedic Intercepts Bundle Billed    
              Middlesex Hospital 
 Hunters Ambulance Service 

 
51 
5 

Average Response Times as recorded in emsCharts minutes  
First Responders 11.7 min  Ambulance 25.3 min 
 

 

 

67%

33%
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Fiscal Year Data July 1, 2017 through June 30, 2018 
Agency Detail Number of Calls 

Total EMS requests reported by Valley 
Shore   

515 

Total EMS responses reported by DVAC 511 

Calls to passed to Mutual Aid   
                Hunters  
                Haddam 
                North Branford 

 
40 
6 
4 

Mutual Aid Provided   0 

Non-transport calls 159 

Total EMS transports billed by Shared 
Response Health Systems, LLC. 

324 

Paramedic Intercepts Bundle Billed    
              Middlesex Hospital 
 Hunters Ambulance Service 

 
68 
6 

Average Response Times as recorded in emsCharts minutes 
First Responders 12.1 min  Ambulance 24.0 
 

 

 

Fiscal Year Data July 1, 2018 through April 30, 2019 
Agency Detail Number of Calls 

Total EMS requests reported by Valley 
Shore   

380 

Total EMS responses reported by DVAC 374 

Calls to passed to Mutual Aid   
                Hunters  
                Haddam 
                North Branford 

 
40 
2 
2 

Mutual Aid Provided   0 

Non-transport calls 114 

Total EMS transports billed by Shared 
Response Health Systems, LLC. 

274 

Paramedic Intercepts Bundle Billed    
              Middlesex Hospital 
 Hunters Ambulance Service 

 
46 
9 

Average Response Times as recorded in emsCharts minutes 
First Responders 12.1 min  Ambulance 24.0 
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Response data recovered from emsCharts 

   

   

   

Durham Ambulance Peak Hour Staffing Levels 

A consistent theme throughout the interviews was the fact that there has been a steady decline in the 

number of volunteers available to cover shifts, which has left uncovered shifts and led to a passed EMS 

calls to Mutual Aid. 

STRATEGIC RECOMMENDATION: 

• There is an imminent public safety risk with 17% of ambulance requests not met in the first 6 

months of 2019. The Town must move quickly to restructure the staffing model for DVAC. The 

Town should develop a relationship with an EMS Staffing agency for weekday coverage from 6am 

to 6pm and a volunteer stipend model for nights and weekends. We recommend utilizing a $50.00 

per call stipend for any EMS or Fire member who agrees to cover a defined period on the schedule 

in 6-hour blocks. (see Appendix C for full budget analysis of EMS staffing model) 

• Durham Volunteer Ambulance Corps volunteers must commit to a minimum of three shifts per 

month (18 hours) to remain a member in good standing. To accommodate student members and 

others with situational issues, some leeway should be built into the system so that 72 hours per 

quarter also qualifies. 
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DISPATCHING 

Both the Durham Volunteer Ambulance Corps and the Durham Volunteer Fire Company are struggling with 

the quality of the Valley Shore Dispatch Services.  The issues with dispatch identified in the 2014 Emergency 

Medical Services S.W.O.T analysis still exist and have grown worse. The major issues revolve around quality 

and the call volume in the regional center. Both agencies indicated a preliminary list of major issues: 

• Dispatching to wrong addresses 

• Long delays due to busyness of center compared to staffing 

• No use pre-arrival instructions for medical and fire responses 

STRATEGIC RECOMMENDATION: 

• The Fire and EMS Chiefs should establish a needs assessment of what dispatch protocols are 

necessary for each agency to perform at its highest level (including, but not limited to, EMS and 

fire dispatching protocols, accuracy of dispatching times, call handling accuracy, radio equipment 

infrastructure, etc.). These efforts should be guided by currently accepted national standards of 

dispatch services including those promulgated by NFPA 1221 Standard for the Installation, 

Maintenance, and Use of Emergency Services Communications Systems, 2019 Edition - Chapter 7 

Operations 

o Alarm answering time 

o Alarm processing time 

o Unit designation for each emergency response unit (ERU) dispatched 

o Time of dispatch acknowledgment by each ERU responding 

o Enroute time of each ERU 

o Time of arrival of each ERU at the scene 

o Time of patient contact, if applicable 

o Time each ERU is returned to serviceii 

The departments should clearly communicate those needs to the current dispatching agency and 

ultimately include such details in a written contract with an effective provision for oversight.  

NOTE: The Town is a voting member of the Valley Shore Emergency Communications Inc., 

Board of Directors.  
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Any of the following pages from the 2015 Strategic Plan highlighted 

in green represent reports of changes made by the agencies involved 
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Appendix A: Durham Fire Strategic Plan 
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INTRODUCTION 

The Durham Volunteer Fire Company was founded in 1931 and is authorized as a town service in 

the town charter Section 6-9.1, Section 7-314 to 7-322. The 60-member department is led by a 

set of line and chief officers who are all fully volunteer. The department responds to all fire related 

calls, motor vehicle accidents with injuries/hazards, ice/water rescues, hazardous material spills, 

and has recently began responding to emergency medical calls. The Durham Volunteer Fire 

Companyalso does public service calls such as basement pump outs. Operating out of the town’s 

only fire house at 41 Main Street is 2 engines, one rescue/pumper, one tanker, a hose tender, 

brush truck, and utility truck. The company also maintains its first fire truck, a 1931 Ford Model A 

pumper as a parade piece. As incentive for their time and effort the Town of Durham offers active 

firefighters a tax break on property taxes and a retirement LOSAP program. The Durham 

Volunteer Fire Company functions as its own independent organization, with its own by-laws and 

SOP’s. However, the vehicles, fire station and equipment are all town owned and funded.  Fire 

officers are elected by majority vote of the present active members, on a yearly basis at the annual 

meeting, the second Tuesday of January. The fire company also supports a fire explorer program, 

chartered by the Boy Scouts of America, with approximately 10 members.  The fire explorer 

program is the department’s primary means of recruitment and has supplied many firefighters 

over the programs 10 years of existence.  

To work toward self-improvement, Durham Volunteer Fire Company collaborated with the 

University of New Haven Graduate Fire Science Program to facilitate a method to place into 

writing the department’s path into the future. This plan is intended to guide the organization 

within established parameters set forth by the authority having jurisdiction. 

UNH utilized a Strategic Planning process to accomplish more than just the development of a 

document. It challenged the membership of the DVFC to look critically at paradigms, values, 

philosophies, beliefs and desires. It challenged individuals to work in the best interest of the 

“team.” Further, it provided the membership with an opportunity to participate in the 

development of their organization’s long-term direction and focus. 

DVFC’s Strategic Plan sets forth a comprehensive vision and mission statement that provides the 

agency with a clear path into the future. Additionally, this strategic plan identifies the core values 

that embody how the agency’s members, individually and collectively, will carry out the agency’s 
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mission. In the following pages, the DVFC identifies their goals, objectives and strategies that will 

allow the department to realize its vision. 
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DEFINITION OF A STRATEGIC PLAN 

The fire service has entered a very competitive evolutionary cycle. Public demands continue to 

increase, while dollars and other resources continue to shrink. These trends place increased 

pressure on the modern fire service manager, policy makers, and volunteer staff to develop ways 

to be more effective and more efficient. In many cases, the public is demanding the 

accomplishment of specific goals, objectives, and services with fewer resources. To do a more 

efficient job with the available resources, organizations must set objectives based on constructive 

efforts while eliminating programs that do not serve the customer. 

This document is the result of several strategic planning sessions and includes valuable 

department member input.  

 

What is a Strategic Plan?  

It is a living management tool that:  

Provides short-term direction  

Builds a shared vision  

Sets goals and objectives  

Optimizes use of resources  

 

Effective strategic planning benefits from a consistent and cohesively structured process 

employed across all levels of the organization. Planning is a continuous process, one with no 

clear beginning and no clear end. While plans can be developed on a regular basis, it is the 

process of planning that is important, not the publication of the plan itself. The planning 

process should be flexible and dynamic. New information from customers, like-providers, 

and life changes are to be factored into the planning process. The strategic plan should be 

an operationally useful document. 

STRATEGIC PLANNING PROCESS 

The following is a brief synopsis of the steps we utilized in our strategic planning process:  

 

1. Team – Graduate students worked closely with the officers of the Durham Volunteer Fire 

Department, 

2. Values Audit - Identify the Department’s value system through a survey filled out anonymously 

by all members, officers and support staff.  
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3. Identify Values - Summarized and evaluated the completed surveys to identify the values of 

the organization and its members. By identifying our core values, we developed an overall 

perspective of the membership that will be necessary when we begin to evaluate other areas.  

4. Mission & Core Values – After review of all the responses to the values survey, the team 

developed a mission statement for the Department. It was decided that some of the core values 

should be incorporated into the mission statement to make it more meaningful to the members. 

The draft mission and values were presented to the Department officers for comments and then 

finalized after their comments and suggestions were considered.  

5. Stakeholders – By identifying and understanding who all the internal and external stakeholders 

in the Durham Durham Volunteer Fire Companyare, we can better identify their needs and how 

we can best serve them. 

 

6. Mandates - Identified the Department’s formal and informal mandates. Mandates comprise 

those expectations that the Department and its members must abide by. Understanding them 

allows us to determine where we do and do not have flexibility in our operations and activities.  

7. Strengths, Weaknesses, Opportunities and Threats (SWOT) – An honest assessment of the 

internal strengths and weaknesses and the external opportunities and threats of the Department 

provides a good perspective of our operating environment and limitations. The SWOT also are 

considered in the process of identifying our strategic issues.  

8. Strategic Issue Identification – Based upon all the information and the perspectives provided 

by our planning team members, the strategic issues of the Department were identified.  

11. Envision the Ideal Future – Once the expected operating environment and strategic issues 

were identified and discussed, the team then took the opportunity to envision what the ideal 

future of the Department would look like. That vision of the future is tempered by such things as 

the SWOT, the mandates and values of the Department.  

12. Strategies to Address the Issues – Once the strategic issues were evaluated and the ideal 

future envisioned, our team used the information previously developed to identify potential 

strategies to deal with each of the strategic issues and choose the most appropriate strategy for 

each of the strategic issues identified.  

 

13. Strategies Turned into Action Plans – Strategy development without conversion into action 

plans is merely a mental exercise. To assure there is a process for implementation of the strategic 

chosen, we developed objectives for each strategy. These plans will need to be adapted and 

implemented as action plans by the department officers. 
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14. Development of Appropriate Metrics – The department officers will need to develop metric 

for tracking and monitoring the implementation of the action plans and benchmarking of the 

goals.  

 

THE MISSION 

The purpose of the Mission Statement is to answer the questions:  

• Who are we?  

• Why do we exist?  

• What do we do?  

• Why do we do it?  

• For whom?  

 

After a great deal of work and discussion, the following mission statement is presented for 

adaption consideration. 

“Serving present and future generations” 

The mission of the Durham Volunteer Fire Company is 

to ensure the quality of life, serving present and future 

generations, by providing fire protection, fire 

prevention education, and emergency medical 

services. Our members are motivated by the tradition 

of pride through interaction with our community, 

compassionate service and an atmosphere that 

encourages professionalism. 
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VALUES AND PHILOSOPHY OF OPERATIONS 

Establishing values embraced by all members of an organization is extremely important. Values 

recognize those features and considerations that make up the personality of the organization. A 

philosophy of operations embodies the values of the membership and supports the department 

mission statement. 

Values 

Volunteerism is the policy or practice of volunteering one’s time or talents for 

charitable, educational, or other worthwhile activities especially in one’s 

community. 

 

Philosophy of Operations 

 

• Maintain a tradition of volunteer service. 

• Commitment to the community, its residents and visitors.   

• The department supports and encourages personal development 

through training, education, and mentoring. 
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Community Survey Results (Public Perception of the Department) 

 

 

Survey Qustions Attatched 

Professionalism 

 Public perception is of the upmost importance when it comes to a volunteer organization. The 

Durham community has an overall positive perception of the Durham Volunteer Fire Companyin terms 

of the way they conduct themselves professionally with most of the surveys having positive 

statements. In addition to the position, there were some negative views, mostly in relation to driving 

and public appearance. 3 out of the 54 surveys made specific comments regarding the unsafe driving 

practices of members of the Durham Volunteer Fire Companyin either POV with blue lights and 

sometimes even in fire apparatus. 8 out of the 54 surveys stated negative comments about firefighters 

inappropriately conducting themselves in public. Some of these surveys referenced “pushy” or “rude” 

attitudes, with a “can do anything they want” type of behavior in addition to making inappropriate 
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comments while in fire apparel.  On a large majority of the surveys, citizens commented on how they 

felt the Durham Volunteer Fire Companyneeded to have better public relations with the community, 

and not interact with them only when they are fundraising.  

Response time 

 Despite an overall positive response to fire emergencies, the Durham community has found 

faults in membership response times. The community has expressed concern over driving habits 

utilized by the membership regarding unsafe driving practices, misuse of blue lights in POVs, and too 

many personal vehicles responding to an incident. When compared to other volunteer fire companies, 

the Durham Volunteer Fire Company has proven effective in response times. Most of the community 

has also praised them in their timely response in the same survey.  

 

Training 

 The comments that were made from the external survey about training include the public 

wanting everyone to be trained as first responders, not just firefighters even if they aren’t needed. 

Also, it was mentioned multiple times that the members should not just be trained but be well trained 

in all the possible areas of their responsibilities.  
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 Most of the people who filled out the survey and selected increasing funding did not leave 

comments. Some of the comments that were mentioned were that the Durham Volunteer Fire 

Companymay have too many apparatuses and that trucks still good are given to other towns.  
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Internal Value System Survey Results 

 

0-5 years
34%

6-10 years
33%

11-20 years
11%

20+ years 
22%

LENGTH OF SERVICE FOR VOLS. COMPLETING  SURVEY

0
2
4
6
8

10
12
14

Motivation for volunteering
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64%

29%

7%

Members' willingness to change

a. Very

b. Willing

c. Not at all
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Sample Representation of Response from DVFC 

 Internal Survey 

 

agree
80%

neutral
9%

disagree
11%

I Have a Good Working Relationship 
with the Officers?

agree

neutral

disagree
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Purpose: The volunteer members agree with the purpose of the organization as defined by its mission, 

goals and objectives. The purpose should be clear to all members and they should be working towards 

the stated mission. The purpose of the organization must be continually updated as environments 

may change.  

 

 

 

 

 

 

 

 

 

Structure: The volunteer member agrees that the structure of an organization is fundamentally good 

with an effective chain of command and the relationships between members.  

 

 

 

 

 

 

 

 

Agree
56%Disagree

24%

Neutral
20%

Total: Purposes For DVFC

Agree
50%

Disagree
29%

Neutral
21%

Total Structure Results of DVFC
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Relationships: The volunteer member agrees that relationships involve people, groups, technology 

and other functional elements working together to achieve success. Managing relationships is 

essential to conflict resolution within the organization.  

 

 

 

Leadership: The organization’s leaders utilize and coordinate the resources of personnel and materials 

to accomplish organizational goals. The measure of a leader’s effectiveness is the amount of positive 

influence and knowledge that members gain from their leaders.  
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Rewards: The volunteer member agrees that it is important to understand the rewards and 

recognition system of the department. The rewards need to be equitable and fair among members. 
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Helpful Mechanisms: The membership agrees that the helpful mechanisms provide the tools that help 

people cooperate and coordinate activities. These mechanisms include policy and procedure manuals, 

meetings, memos, reports or positions that exist for linking organizational elements. 
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SWOT analysis for Durham Fire Company 

(Note: March 17th 2015, Durham Volunteer Fire Department, 26 members participated)  

Strengths:  

Volunteerism  

Teamwork 

Pride 

Willingness to learn  

Community service 

Large group of volunteer  

Diverse group/backgrounds (age, gender) 

Water supply 

Quick response  

Ability to adapt  

Modern equipment  

Medical skills 

Dedication 

Dispatch  

Continuous training  

Trust  

Town funding  

Mutual aid agreement  

Family support  

Employer Support  

Fire fighter program

 

Weakness  

Lack of enough drivers 

Lack of Organized training  

Generation Gap  

Limited participation in Non-Fire events 

Armchair QB 

Inconsistent application of discipline 

Lack of respect for rank  

Lack of respect of seniority  

Lack of willingness to adapt to new 

techniques (strategy and tactics) 

Lack of uniformity of tactics 
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Accountability on Fire Ground  

Not following SOP/ SOG 

Not everyone has email 

Outdated by-laws 

Maintaining confidentiality (talking about 

EMS/ Fire calls on fire scene) 

Communication inside Fire house 

Clean up  

Minimal Involvement in EMS 

Lack of understanding of SOP  

Lack of ICS (Scene Safety) 

Minimal call volume  

Too many fires 

Same 4-5 people contributing  

Lack of physical fitness  

Lack of true ICs  

Shortage of staffing during daytime 

Lack of respect for Firefighters (visitors) 

 

Opportunities  

Increase drills/ training  

Increase drivers 

Message board (Improve communication) 

Use SOP, SOC as drill/lesson plan (→need 

change by-laws) 

Update by-laws 

Increased emphasis on use of ICs 

Delegation of workload 

Utilization of experienced members  

Membership program (transfer knowledge) 

Culture of respect between generations 

Training with EMS provider 

Increase involvement EMS in the town 

Fire prevention education 

Formalize Driver training  

Increase explorer program  

Physical fitness activities (Fitness for 

duty/gym) 

Increase daytime manpower  

Better utilization of training  

More require training 
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Threats  

Members (People might leave because of the increased training, loss of membership) 

Family impact  

Durham EMS (leadership) 

Budget  
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GOALS AND OBJECTIVES 

 

Training - Officers and members of the DVFC will acquire and maintain the necessary skills 

and knowledge to fulfill the requirements of the company’s mission through training, 

education, and mentoring. 

 

Operational Objective: The department shall develop a guideline for a qualified training program. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Appoint certified training officer who will chair a training committee.  In 
progress 

 
Establish Training committee made up of a cross section of members from across the 
various years of experience in the department.  

In 
Progress 

 
Training committee will develop a training schedule in compliance with NFPA 1720 
Section 5.3 Training Systems (provided as appendix) 

Now 
Posted 

 Develop and implement training record management system In 
Progress 

 Include all mandatory CONN-OSHA training (provided as appendix)  

 Assign both new and senior members to training committee  

 

 

Operational Objective The training committee will develop training with EMS provider  

Project 
Number 

Project Action Plan 
Completion 

Date 

 Develop quarterly training with Durham Volunteer Ambulance Corps Not yet 

 
Conduct post training “hot wash” with officers from both ambulance and fire services 
after each training session.   (Need Blood Borne Jointly)  CIRMA Driver Education 

 

   

 

 

 

Operational Objective The training committee shall develop a driver training program. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Schedule bi-annual 2Q endorsement testing dates In house 
trainers 

 Schedule classes in conjunction with testing dates   1 per year 

 Recruit senior members as driving instructors Happens 
now 
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Operational Objective The training committee will increase emphasis on ICS/NIMS training and usage.   

Project 
Number 

Project Action Plan 
Completion 

Date 

 Utilize ICS at all training drills to increase usage 

More 
training 
needed 

 Conduct quarterly fire ground evolution drills that require use of ICS  

 

 

Emergency Medical Services - The DVFC will support an optimal model for the delivery of 

Emergency Medical Services to the citizens and visitors of the Town of Durham. 
 

Operational Objective: Actively participate in determining the appropriate scope of Emergency 

Medical Services needed for the community. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 
DVFC will establish a committee consisting of officers and firefighters to work with 
Town executives and DVAC representatives to identify necessary services. 

 

 
Solicit key stakeholders throughout the community to advise the Durham Volunteer 
Fire Companyregarding its role in EMS for present and future. 

Minimal 
Progress 

 

Operational Objective: The DVFC will provide education and information about current 

Emergency Medical Services and identify opportunities for advancement. 
Project 
Number 

Project Action Plan 
Completion 

Date 

 Participate in National EMS Week as a public safety education event.  

 
Publicize Fire company involvement in Emergency Medical Service system via social 
media, newspapers, and community events.  

 

 

Operational Objective: Develop an EMS Training Program to optimize fire company involvement 
in the current and future Emergency Medical Services system. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Present the opportunity and encourage members to become EMR/EMT certified.  

 
Provide volunteer duty-related EMS training including practical and classroom 
sessions with regularity. 
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Operational Objective: Be the leader to push, initiative and to establish an optimal model of EMS 

delivery in the Town of Durham. 
Project 
Number 

Project Action Plan 
Completion 

Date 

 
Obtain general EMS delivery system information from comparable and successful 
communities. 

 

 Work with Town Executives and DVAC to implement chosen EMS delivery model  

 

 

 

Department Structure -The DVFC will ensure an organizational structure which facilitates 

and supports the operational and administrative requirements of its mission. 

 

Operational Objective:  The DVFC will review, revise, and update the current by-laws to make 

them more applicable to current times.  
Project 
Number 

Project Action Plan 
Completion 

Date 

 Form a schedule to have committee meetings  In 
progress 

 Form a by-laws committee  

 Remove limitation of training nights from by-laws  

 

Operational Objective: Consistently review and revise the SOPs and SOGs of the company 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Annual review by training committee  
Currently 

under 
review 

 

Operational Objective: Increase emphasis on the use of the Incident Command System. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 
Create Incident Management System that is specific to DVFC and meets the 
requirements of NIMS 100,200. 

Done 

 Provide all members with ICS training   

 Incorporate outside partners into ICS training     
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Communication - DVFC shall have clear, open, and respectful lines of communication for 

the membership, the citizens, and the visitors of the Town of Durham. 

 

Operational Objective: Bridge the information gap between the members of the company. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Create a message board in the firehouse with postings of scheduled events 

Emails 
and 

message 
board 

   

 

 

Operational Objective: Increased community interaction. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Host biannual open houses for the community 
Needs 

Improvem
ent 

 Make the fire station available for the community meetings.   

 
Provide fire safety education programs at the grade school level at least once a year 
during fire prevention week.   

 

 

Operational Objective: Create a website with information about the fire company. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 
Create a member logon area where members can access important dates and 
information.  

On line 
now 

 Create other public forums (such as a Facebook page, Twitter account, etc.)   

 

Operational Objective: Utilize technology in order to coordinate response efforts. 

Project 
Number 

Project Action Plan 
Completion 

Date 

 

Incorporate responding techniques to get a better grasp on who will be responding to 
an incident system such as: 
(Active 911, I am responding, etc.) 

Active 911 
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Personnel - DVFC shall commit to the highest levels of volunteerism through an 
atmosphere of mutual respect, teamwork, diversity, professionalism, and acceptance of 
the value that all members bring to the organization. 

Operational Objective: Develop a professional code of conduct for the DVFC consistent with its 

mission and commitment to “the highest levels of volunteerism.” 

Project 
Number 

Project Action Plan 
Completion 

Date 

 Establish a committee to create and present for adoption a code of conduct for DVFC. In process 

 
Create a progressive discipline policy to ensure fair, firm, and consistent treatment of 
all members. (provided samples as attachment) 

In process 

 
Recognize the contributions of all members and value the diversity they bring to the 
organization. 

 

 
Resolve and narrow the gap of generational diversity in order to accomplish 
successful teamwork. 
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Appendix A 
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Appendix B 

 

Progressive Discipline Policy  

 

 

 

Purpose 

 

This procedure will define the areas of authority for officers as it pertains to discipline.  The goal 

of this organization will be to change the employee’s behavior, not punish them.  The Fire Officer 

will bring to bear the least severe penalty that is strong enough to convince the employee his/her 

behavior will not be tolerated. 

 

 

Informal Talk/Counseling 

 

This is the first step in progressive discipline.  This level is appropriate for employees, with good 

records, who have broken a minor rule.  The employee should be told of his/her violation and 

asked for an explanation.  The employee is told to change his/her behavior.   

 

This is handled on the level of the problem (Lieutenant/Fire Fighter, Captain/Lieutenant, or 

Chief/Captain). 

 

Verbal Warning 

 

This is the second step in progressive discipline.  This warning is appropriate when an employee 

has failed to respond to counseling, the employee is told of the violation, told this is a Verbal 

Warning, and warned of more severe discipline if his/her behavior does not improve. 

 

The Captain and the Deputy Chief should be notified before issuing a Verbal Warning.  There will 

be cases where an officer must issue a Verbal Warning immediately and will be unable to consult 

with the Deputy Chief first. 

 

In all cases, the Chain of Command will be utilized, and all levels will be made aware of the 

situation as soon as practically possible. 

 

Written Warning 

 

This is the third step in progressive discipline.  This warning is appropriate when an employee has 

failed to respond to a Verbal Warning, or when initial behavior gives just cause. 
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Officers will submit all information, of the offense, to the Deputy Chief in written report form. 

 

the Deputy Chief will issue the Written Warning. 

 

ALL WARNINGS WILL BE ISSUED IN PRIVATE 

 

Further Disciplinary Action 

 

Further disciplinary action will occur at the Chief Officer level.  Officers will submit all 

information, of the offense, to his/her Superior Officer in written report form. 

 

Officers can involve his/her Superior Officer at any level of discipline and should; anytime a 

warning is going to be Written or higher. 
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Appendix C 

         University of New Haven –Durham Volunteer Fire   
Company Strategic Planning  

External Stake Holders Survey 
 
 
Response to Fire Emergencies       

1. What is the importance of the response to fire emergencies?    

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
 
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         
 
   

Response to Medical Emergencies        
In the Town of Durham, the primary responder to medical emergencies is the Durham Volunteer Ambulance 

Corps. The Durham Fire Company provides secondary, First Responder Medical services to assist the Ambulance 

Corps with on scene medical response.   

1. What is the importance of response to medical emergencies?    

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  
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3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         

         
         

         

Response to Other Emergencies       
Other emergencies include motor vehicle accidents, carbon monoxide detector activations, Hazardous material 

incidents, etc.   

1. What is the importance of response to other emergencies?    

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         

         

         

         

Fire Prevention and Code Enforcement      
In the town of Durham, Fire Prevention and Code Enforcement are done by the Fire Marshal who is a separate 

entity from the Durham Volunteer Fire Companylocated in the town hall.   

1. What is the importance of fire protection and code enforcement?    

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   
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2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         

         

         
 

 

          

Public Fire Safety Education       

The Durham Fire Company provides public fire safety education through town functions and school assemblies.  

What is the importance of public fire safety education?     

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         
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Professionalism of the Department       

         

1. What is the importance of professionalism of the fire department?   

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         

         
 

 

          

Cost-Effectiveness        

         

1. What is the importance of cost-effectiveness?      

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  
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In the future, the Town of Durham’s financial support for emergency services should be:  

Decreasing  Remain the same   Increasing 
 

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         

         

         
 

 

 

 

          
 
 
 
Public Relations        

         

1. What is the importance of public relations?      

         

Importance:  Extremely Very Moderately  Slightly 
Not 
Important   

         
2. How do you personally judge the effectiveness of the Durham Volunteer Fire Companyin 
the area?  

         

____________________________________________________________________________  

         

         
3. How well is the Durham Volunteer Fire Companymeeting your personal expectations in this 
area?  

         

Effectiveness: Excellent Good Average Fair Poor    

         

Comments         
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Comments  

*If you chose decreasing or increasing do you have specific areas in which you would like to see change? 

Please explain. 
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Appendix B: Durham EMS SWOT Analysis   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Prepared by ECHLIN Group Training and Consulting L.L.C.  

12 Trailside Drive 
Wallingford CT, 06492 
echlingroup@yahoo.com  

2014 

 

Town of Durham Emergency 

Medical Services Strengths, 

Weaknesses, Opportunities, and 

Threats Analysis 
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EXECUTIVE SUMMARY 

The purpose of this planning exercise is to establish a strategic direction or road map for ensuring the 

residents of Durham receive a consistent level of emergency medical services. This process is a first step 

and is not the establishment of a strategic plan. The Town of Durham through its 

Public Safety Chief’s Council should seek to develop and adapt a town wide Public 

Safety Strategic Plan. The plan should establish very high-level strategic goals that guide both the Durham 

Volunteer Ambulance Corps and the Durham Volunteer Durham Volunteer Fire Companyin the 

development of their own department level strategic plans. The Public Safety Chief’s Council should elicit 

input from citizens as part of this process.  

The strengths, weaknesses, opportunities and threats analysis were conducted on Thursday August 14, 

2014 with the Public Safety Chief’s Council at the Durham Town Hall. The emergency medical services 

system in the Town of Durham was the focus of the guided discussion. Members of the council were 

engaged in the process and truly professional during the discussion with an obvious desire to achieve 

excellence in Durham’s emergency medical services system. Many positive attributes were identified by 

the council members with a true sense of caring for the community as an overwhelming theme during the 

entire discussion. Several of the issues identified as weaknesses were operational in nature and can be 

resolved with better communication between the Durham Volunteer Ambulance Corps and the Durham 

Volunteer Fire Department. The group was able to identify several opportunities for improvement and 

they have been summarized in this report into the following goals: 

• Public Safety Strategic Plan - – The Town of Durham will adopt a public safety strategic plan 

that ensures each resident receives consistent service in the areas of emergency medical 

services, fire and rescue services, and law enforcement. 

 

• Revision of the EMS Plan – The Town of Durham shall establish a local emergency medical 

services plan that meets the requirements of Connecticut General Statutes 19a-181b (effective 

October 1, 2014). 

 

• Operational Issues – The Town of Durham Volunteer Ambulance Corps, and the Durham 

Volunteer Durham Volunteer Fire Companyshall identify and resolve operational issues that 

can be addressed at the leadership level. 

 

August 14, 2014 
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• Opportunity for Agency Collaboration – The Town of Durham Volunteer Ambulance Corps and 

Volunteer Durham Volunteer Fire Companyshall work in unison to make both organizations 

more effective and sustainable. 

• Dispatch, Communications and Information Management – Dispatch, communications, and 

information management - High quality dispatching services shall be a priority issue for the 

Town of Durham to maintain effective communications and information management 

systems.  

 

Each of these goals is followed by several objectives to be implemented by the Public Safety Chief’s 

Council. In several of the objectives we have recommended that committees be established and report 

back to the Public Safety Chief’s Council. Both the Fire Chief and EMS Chief should delegate the committee 

work to others in the organization. This will allow the Chiefs to focus on higher strategic issues needed to 

be addressed by the Public Safety Chief’s Council, encourage buy in from agency members, and better 

utilize the division of labor. One issue identified by both agencies was the unproductive bantering and 

long-standing historical grievances between the agencies. Promoting collaborative working relationships 

within committees focused on common issues will begin to break down these long-standing differences.  It 

is obvious these differences have already been minimized at the chief’s level due to the working 

relationship of the Public Safety Chief’s Council. Strong leadership by the officers of Durham Volunteer 

Ambulance Corps and the Durham Volunteer Durham Volunteer Fire Companywill be critical to ensure the 

future success of both organizations. Retaining high quality members is the key to a successful volunteer 

public safety agency. There are many reasons that volunteers choose to leave a volunteer service, 

however, poor leadership is most often cited as the primary contributing factor to the decision. Given 

Durham’s long history of volunteerism, providing high quality leadership should be a top priority of both 

public safety organizations.  

A template for an action plan follows the objectives in this report. This report should be used as a working 

document. The Public Safety Chief’s Council can fill in the action plan section including due dates and 

responsible parties to make sure there is continuous forward progress. There are four addendums 

provided at the end of this report as samples to help the council implement some of the 

recommendations contained in this report.   

It was a pleasure to work with this group of true professionals. The Town of Durham is extremely 

fortunate to have so many volunteer professionals willing to give their time and talent to the community 

so selflessly.  

Peter J. Struble Echlin Group 
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MANDATES 

FORMAL MANDATES: The formal mandates are those requirements that are set forth in rules, 
regulations, policies, ordinances, resolutions, laws, and statutes.  

 

INFORMAL MANDATES: The informal mandates are those expectations of the citizens, and the public 
safety agencies. They include functions, programs, and services that have been accepted as standard 
but have not been formally mandated.  

FORMAL MANDATES  INFORMAL MANDATES  

• Connecticut general statutes on 
municipal requirement for an EMS plan. 

• OEMS regulations for EMS responder 
training. 

• OEMS regulations for operation of a 
transporting ambulance. 

• OEMS regulations for primary service 
area assignment. 

• Connecticut general statutes on 
municipal responsibility to provide 
emergency medical services. 

• Connecticut general statutes on dispatch 
pre-arrival instructions 

• Town of Durham charter-annual budget 
and municipal accounting practices. 

 

• Tradition of volunteer service for both 
Durham Volunteer Ambulance Corps 
and Durham Volunteer Fire Department. 
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STRENGTH, WEAKNESSES, OPPORTUNITIES AND THREAT ANALYSIS 

Strengths 
 
Weaknesses 
 

Passed calls Lack of second vehicle 

Unreliable ALS Old ambulance 

Long response for mutual aid Inconsistent ALS psa model  

Cost of dispatch services Quality of dispatch services 

Joint training EMS and fire  Lack of radio communication between 
departments 

Retention of staff Recruitment 

Inefficient utilization of medically trained 
personnel  

Lack of communication on status of dual members 

Dedicated staff Part of the community 

High quality of care Patient satisfaction 

Good response time Close/local 

Training Good relationship with Middlesex paramedics  

Teamwork Professionalism  

Willingness to work with many community 
entities 

Communication 

Durham Volunteer Fire 
Companysupplemental R-1 

Unified planning team/command  

Good equipment Supplemental R-1 responsive to requests 

Preparedness planning Financial support of system by town 

Years, longevity, and depth of experience Recruiting 

Leadership of all organizations Good relationships with state and region 
organizations 

Strong mutual aid support Willingness to consider new ideas and changes 

Support from board of selectmen and 
finance 

Public access AEDs 

Stipend Program  Tax Abatement 
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Daytime staffing Not enough dual members  

Over response to scenes Lack of responder certification visibility 

Inadequate facility space Sometimes poor relations between departments 

Generational differences Goals and responsibilities of each agency 

Unproductive bantering and criticism  Holding on to history and grudges  

Call reviews QI/QA Multiple agencies doing EMS (Unity of command) 

Lack of clarity in town’s role in public safety PIO training and identification 

Lack of patient care transfer protocol Lack of clear command and control on-scene (ICS) 

Issues with fire police Public information/education 

Understanding of stipend program Public relations 

HIPPA issues (education/understanding) EMS is not in the town charter 

Different policies between agencies 
(disciplinary/probationary period) 

Cancellation of additional resources  

Responder competency (of some) – lack of 
system for assurance that is fair and 
consistent 

Lack of hard data (dispatch issue) 

Lack of performance measurements Lack of periodic (monthly) activity report 

 
Opportunities 
 

Identify operational issues that can be 
changed at the leadership level to resolve 
issues 

Dispatch must become a priority issue at the chief 
level 

Opportunity for agencies to work together 
and in unison to make both organizations 
stronger 

Formalizing relationships through agreements 
contracts, charter, etc. 

Public safety strategic plan Revision of EMS plan 

Recruitment and retention Utilization of space facilities improvement plan 
through budgeting and design 

Unified training plan  

  

 
Threats 
 

Fire and EMS members Valley Shore Dispatch 

Middlesex Hospital Middlesex Hospital Paramedics 

Healthcare industry/cost Residents/Tax-Payers 

Fire, EMS, and town leadership   
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GOALS AND OBJECTIVES 

GOAL 1: 
Public Safety Strategic Plan – The Town of Durham will adopt a public safety strategic plan that ensures 
each resident receives consistent service in the areas of emergency medical services, fire and rescue 
services, and law enforcement. 
 

Operational Objective 1a: The Town of Durham public safety chief’s council shall develop high-level strategic 
goals that will serve to guide the Durham Volunteer Ambulance Corps and the Durham Volunteer Durham 
Volunteer Fire Companyin the establishment of their own organizational level plans. 

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 
 

Operational Objective 1b: The Town of Durham, the Durham Volunteer Ambulance Corps, and the Durham 
Volunteer Durham Volunteer Fire Companyshall formalize relationships through agreements, contracts, and 
charter changes as necessary to be a part of the public safety strategic plan.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 
 

Operational Objective 1c The Town of Durham, the Durham Volunteer Ambulance Corps, and the Durham 

Volunteer Durham Volunteer Fire Companyshall establish a facilities and equipment improvement plan for 

public safety needs through budgeting and design to be a part of the public safety strategic plan.  

Project 
Number 

Project Action Plan 
Completion 

Date 
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Operational Objective 1d: The Town of Durham, Connecticut State Police, the Durham Volunteer Ambulance 

Corps, and the Durham Volunteer Durham Volunteer Fire Companywill appoint and establish (a) public 

information officer(s) and clear guidelines that meet each agency’s expectations for public information 

dissemination. Guidelines shall also be established for notification of key members of the Town of Durham 

Public Safety Chief’s Council for timely dissemination of information during ongoing major events.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

GOAL 2: 
Revision of the EMS plan – The Town of Durham shall establish a local emergency medical services plan 
that meets the requirements of Connecticut General Statutes 19a-181b (effective October 1, 2014). 
 

Operational Objective 2a: The Town of Durham Public Safety Chief’s Council shall review the current 

emergency medical services plan and ensure it identifies the following EMS levels; public safety answering 

point, an EMS agency for initial response, basic ambulance service, advanced life support service, mutual 

aid call arrangements, and any supplemental responders.  

Project 
Number 

Project Action Plan 
Completion 

Date 

  done 

   

 

Operational Objective 2b: The Town of Durham Public Safety Chief’s Council shall establish performance 

standards for each EMS level of the Town of Durham’s emergency medical services system.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 

Operational Objective 2c: The Town of Durham Public Safety Chief’s Council shall establish written 
agreements with each EMS level of the Town of Durham’s emergency medical services system.  

Project 
Number 

Project Action Plan 
Completion 

Date 
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Operational Objective 2d: The Town of Durham Volunteer Ambulance Corps and the Durham Volunteer 

Durham Volunteer Fire Companysupplemental first responder service should include provisions in the 

EMS plan for quality assurance and improvement.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 
 

 
 
 
 
 
GOAL 3: 
Operational Issues – The Town of Durham Volunteer Ambulance Corps, and the Durham Volunteer 
Durham Volunteer Fire Companyshall identify and resolve operational issues that can be addressed at 
the leadership level.  
 

Operational Objective 3a: The fire and EMS service Chiefs shall create a joint committee to study and 

make recommendations to the Chief’s Council for changes to on scene operational procedures and 

protocols to resolve differences between the two organizations  (including, but not limited to, ICS, patient 

care transfer protocol, responder certification visibility, on scene resource management, etc.).  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 

Operational Objective 3b: The fire and EMS service chiefs shall create a joint committee to study and 

make recommendations to the Chief’s Council for changes to administrative functions and procedures to 

resolve differences between the two organizations (including, but not limited to, disciplinary policies, 

probationary policies, etc.).  
 

Project 
Number 

Project Action Plan 
Completion 

Date 
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GOAL 4: 
Opportunity for agency collaboration – The Town of Durham Volunteer Ambulance Corps and Volunteer 
Durham Volunteer Fire Companyshall work in unison to make both organizations more effective and 
sustainable.  
 

Operational Objective 4a: The Town of Durham Volunteer Ambulance Corps and Volunteer Durham 

Volunteer Fire Companyshall collaborate in a joint recruitment and retention committee to identify and 

establish clear recruitment and retention goals, strategies, and guidelines (including concrete guidelines 

and goals for dual membership). Recommendations should be forwarded to the Chief’s Council for review 

and then to the individual department memberships for adoption.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 
 

Operational Objective 4b: The Town of Durham Volunteer Ambulance Corps and Volunteer Durham 

Volunteer Fire Companyshall collaborate in a joint training and education committee to identify and 

establish training goals common to both disciplines (including, but not limited to, SMART triage, HIPPA, 

refresher training, etc.). Recommendations should be forwarded to the Chief’s Council for review and 

then to the individual department memberships for adoption. 

Project 
Number 

Project Action Plan 
Completion 

Date 
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GOAL 5: 
Dispatch, communications, and information management - High quality dispatching services shall be a 
priority issue for the Town of Durham to maintain effective communications and information 
management systems.  
 

Operational Objective 5a: The Chief’s Council shall establish a needs assessment of what dispatch services 

are necessary for each agency to perform at its highest level (including, but not limited to, EMS and fire 

dispatching protocols, accuracy of dispatching times, call handling accuracy, and radio equipment 

infrastructure, etc.). The departments should clearly communicate those needs to the current dispatching 

agency and ultimately include such details in a written contract.  

Project 
Number 

Project Action Plan 
Completion 

Date 

   

   

 
 

Operational Objective 5b: The Town of Durham Volunteer Durham Volunteer Fire Companyand Volunteer 

Ambulance Corps shall produce a monthly status report summarizing agency activities, and adherence to 

established performance standards.  

Project 
Number 

Project Action Plan 
Completion 

Date 
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Addendum A 

Examples of high-level strategic goals for Public Safety Strategic Plan 
 

• Develop and implement fiscal sustainability policies to support core services that proactively 
ensure the health, safety and welfare of our citizens, attract, develop, and retain a high 
performing volunteer workforce, and fund infrastructure needs. 

 

• Ensure residents of the Town of Durham receive emergency medical and fire services at a level 
equal to or greater than residents in similarly sized Connecticut communities.  
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Addendum B 
Sample Agreements and Contracts 

 

AGREEMENT BETWEEN THE TOWN OF WALLINGFORD 

AND 

HUNTER’S AMBULANCE SERVICE, INC. 

 

 

 

 THIS AGREEMENT is entered into this 12th day of June 2012 by and  

 

between the Town of Wallingford, a municipal corporation located in the  

 

County of New Haven and State of Connecticut (hereinafter referred to as the  

 

“Town”), and Hunter’s Ambulance Service, Inc. a licensed ambulance service  

 

within the State of Connecticut (hereinafter referred to as Hunter’s). 

 

 

1. The term of this Agreement shall extend from June 12, 2012 to  

 

June 12, 2014, unless sooner terminated as hereinafter provided or extended by  

 

written agreement with both parties. 

 

2. Hunter’s agrees it will furnish at no cost to the Town, back up  

 

emergency medical services at the paramedic level on a twenty- 

 

four hour/seven days a week/365 days a year basis when requested and in  

 

conformance with standards contained in this agreement. 

 

3. In furtherance of Paragraph 2 above, Hunter’s shall supply the  

 

Town with one fully equipped ambulance at all times, to be stationed in a  

 

mutually acceptable location.  Ambulance shall be staffed in  

 

conformance with State of Connecticut regulations.  If private non-emergency  
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calls result in transport outside of Town, cover must be provided.  If emergency  

 

calls for response in Town result in transport outside of Town, best efforts must be  

 

made to cover or return to service in Town. 

 

4. Hunter’s shall maintain a twelve (12) minute or less response time standard 

for at least 90% of all requests for Echo, Delta, and Charlie priority emergency medical 

services and a fifteen (15) minute or less response time for at least 90% of all requests for 

Bravo and Alpha priority emergency medical services, except as noted below.  Response 

time standards shall be measured utilizing data obtained from Hunter’s computer aided 

dispatch center and may be compared with the Town computer aided dispatch system. 

Response time is measured from the time Hunter's receives the call from C-Med to the 

time of arrival on the emergency scene.  When Hunter’s unit of response to an 

emergency under this agreement is less than the Paramedic level (EMT-B or EMT-IV), AND 

the Wallingford Durham Volunteer Fire CompanyParamedics are not available, AND the 

call requires Paramedic intervention based on EMD standards or condition of the patient, 

Hunter’s shall coordinate Paramedic Intercept services through its dispatch center, or 

through C-med depending on 1.) The availability of Paramedics in Hunter’s system, and 

2.) The direction of travel the transporting ambulance. Exceptions to these standards are 

for system overload, defined as four or more ongoing emergency medical calls in Town 

(including Wallingford Fire Dept. Ambulances) in the same hour, adverse roadway 
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conditions due to weather which reduce safe traveling speeds (including, but not limited 

to:  snow, rain and fog), and any other mutually agreed upon circumstances. 

5. Hunter’s shall also provide at no cost standby at emergency 

scenes at the request of Police/Fire Chief or designee. The standby unit will be dedicated 

to the emergency scene while there is a condition that is immediately dangerous to life 

and health.   

6. Hunter’s shall provide the Town, upon written request, copies of all  

records, recordings, documents and/or testimony pertaining to any and all radio, 

telephone, or written documentation on the Town’s calls that involve the use of Hunter’s 

personnel. 

 7. Hunter’s shall maintain Medical Malpractice Liability Insurance coverage 

and Automobile Liability coverage in an amount not less than amounts established by 

State of Connecticut laws and regulations.  The Town shall be named as an “additional 

insured” on each such policy.  Hunter’s will indemnify and hold the Town harmless from 

any and all claims including the expenditure of reasonable attorney’s fees that may arise 

out of the negligence  

or willful actions of Hunter’s in connection with the provisions of the services provided for 

in this Agreement. 

 8. At all times Hunter’s is an independent contractor under the terms of this 

Agreement. 
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 9. This agreement cannot be transferred, assigned, or otherwise conveyed to 

any other party than Hunter’s without the written approval of the Town. 

         10. It is expressly agreed that this written contract embodies the entire 

agreement of the parties. 

        11. This Agreement may be terminated by either party upon 60 days written 

notice sent by first class U.S. Mail to the respective parties: 

   

Mutual Aid Agreement 

In the interest of promoting the safety and general welfare of the public in the Town of 

Wallingford and the Town of North Branford and providing fire protection and other 

related emergency services in those communities, the undersigned Mayor of said Town of 

Wallingford and being duly authorized and empowered, agree; that upon formal request 

from the respective Fire Chief of each Town or his authorized representative, each said 

Town will dispatch mutual aid manpower and/or equipment to the other in response to 

such call. 

 

Each mutual aid response shall be the financial responsibility of the responding town 

subject to such additional or amending agreements to be formulated by the parties 

hereto or their legal successors. 
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Each party to this Agreement waives all claims against all other parties to this Agreement 

for compensation for any loss, damage, personal injury, or death occurring to personnel 

and/or equipment as a consequence of the performance of this agreement.  

 

Each party to this Agreement provides ambulance service consistent with the State of 

Connecticut Health Department regulations. Each party hereto shall procure and 

maintain, at its sole and exclusive expense, insurance coverage, including: 

comprehensive liability, personal injury, property damage, worker's compensation, auto, 

and, if applicable, emergency medical service professional liability. Each town will 

provide a certificate of insurance naming the other town as additional insured for the use 

of each other’s ambulances in the event it becomes necessary to loan such equipment.   

 

Approved:   Town of Wallingford, Connecticut    , 2012 

 

    By:      , Mayor 

 

    By:       

 

    By:       

 

    Town of  North Branford   

 

    By:       
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Addendum C 

Sample Performance Reports 
 

The data in this report is taken directly from EMS Charts Software and can be reported out monthly, 
quarterly or annually. Additional categories can be added such as cardiac arrest, trauma, or seizure. Any 
data element under the EMTs Clinical Impression could be reported out. Reports should not contain 
addresses and names to ensure HIPPA compliance.  
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The following reports are included as part of the FireHouse Software Program 
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Addendum D 
Sample Performance Standard for EMS 

  

This performance standard is from Iowa and takes into consideration both national standards and the 

challenges of a rural communities capabilities.  
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Appendix C: Durham Volunteer Ambulance Expense Budget Proforma 
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Appendix D: Summery of Community Survey 
 

TOWN OF DURHAM 

FIRE AND EMERGENCY MEDICAL SERVICES 

STRATEGIC PLANNING PROJECT 

 

COMMUNITY SURVEY RESULTS 
 

 

 

Submitted July 5, 2019 

By 

 
The Guercia Group, 

LLC 17 North Branford 

Rd Wallingford, CT 

06492 

860-471-1455 

The content of this report is the property of the Town of Durham / Durham  EMS/Fire. and is 

considered proprietary in nature.  The information contained herein is to be used for the internal 

business decisions of the Town of Durham may not be utilized, released, conveyed, copied or 

reproduced in any fashion whatsoever without the expressed written consent of the Town of 

Durham  and the Durham  EMS Commission. 
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To: Town of Durham and Durham EMS Commission 

From: Lenny Guercia 

Date : July 15, 2019 

 

RE: Community Survey Results 

 

We encourage you to read both the critique and praise with an open mind, every complaint is an 

opportunity to improve your leadership abilities. This feedback, as well as the opportunities 

outlined in our report, will help to craft a great future for the organization. 

 

On June 10, 2019 we emailed customized community surveys to the residents of Durham. The 

surveys were due July 1, 2019 

 

To date we have received 

163 Responses 

Summary of Results: 

 

• The longevity of residents is extremely diverse. More than 71% of residents living in Town 

for more than 14 years. 

 

• 68% of residents have had to use Fire and or EMS services 

 

 85% used EMS and 41% used Fire Services

 



cxiv 

 

 

 

• Overall level of professionalism is outlined below. 
 
 

 

 
• Rating the importance of services delivered. 

 

 

 

Sample of Important Feedback Noted on the survey: 

 

“Both organizations tried to hide money, discipline, alcohol/drug use by 

members.” “Combining Emergency Services” 

“Durham EMS Does Not Plan Well”” 

 

“Durham EMS is only concerned with making money and not the towns people” 

  



cxv 

 

 

Appendix E: Public Safety Administrator Job Description 
 

Town of Farmington 

 

Title:  Director of Fire and Rescue Services  Date:  October 2011 
Department:  Fire       EEO Class:  
 
 
POSITION SUMMARY: 
This is a highly responsible, professional and managerial position involving the direction of a municipal 
combination volunteer and career fire department.  
 
GENERAL DUTIES: 
Duties include planning and directing department members and staff toward the goals and objectives of 
the Fire Department, managing the budget, and coordinating all non-fire ground operations of the Fire 
Department. 
 
Work involves responsibility for coordinating activities with other Town Departments, other agencies, and 
other organizations. 
 
Administrative work involving fire, rescue, and emergency medical services administration, record 
keeping, computer knowledge, management analysis, and policy development. 
 
Work involves responsibility in budget preparation.  Responsible for purchasing decisions, fleet 
management programs, and compliance with applicable codes and regulations. Work will involve 
maintaining training records, and scheduling ongoing training requirements.  Responsible for overseeing 
the completion of incident reports. This work requires that the employee have considerable knowledge of 
general Durham Volunteer Fire Companyadministration. 
 
Preparation of the annual budget and the ongoing monitoring and control of department expenditures. 
 
Preparation of financial statements and reports. Participates and makes recommendations to the Town 
Manager in organizational and management review matters. Conducts research into policy options and 
makes policy recommendations to the Town Manager. 
 
Maintains records, scheduling training requirements, and completes and maintains fire reports. 
 
Coordinates with the Town Manager's Office and the Volunteer Fire Chiefs for the screening of new 
volunteer fire fighters, entrance physical exams, and future training requirements. 
 
Serves as the Deputy Fire Marshal. 
 
Performs related work as required. 
 
SUPERVISION RECEIVED: 
Works under the general direction of the Town Manager. 
 
SUPERVISION EXERCISED: 
Provides general supervision to all Durham Volunteer Fire CompanyStaff and Members, including Career 
Fire Fighters, Part Time Fire Fighters, Volunteer Fire Fighters, Volunteer Emergency Medical 
Technicians, Volunteer Officers, and Volunteer Chiefs. 
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KNOWLEDGE, SKILLS AND ABILITY: 
Thorough knowledge of fire and emergency medical services administration principles and practices. 
 
Considerable knowledge of public administration principles and practices as applied to departmental 
budgeting and financial management. 
 
Considerable ability to administer policies and procedures at the department level including goals, 
objectives, planning, financial management, decision-making, and report development and writing. 
 
Considerable ability to supervise the work of a Town Department through the Volunteer Fire Chiefs and 
subordinate supervisors/officers and Career Fire Fighters. 
 
Considerable knowledge of procurement and purchasing techniques and practices. 
 
Considerable ability to communicate orally and in writing, and to coordinate administrative activities. 
 
Strong ability to administer policies and procedures including scheduling, budgetary work, day-to-day 
problem solving and report writing. 
 
Thorough ability to work with a large group and to establish and maintain an effective working 
relationship. 
 
Considerable ability to maintain records, budget, and training requirements. 
 
Considerable ability to effectively manage change. 
 
PHYSICAL DEMANDS: 
The physical demands described here are representative of those that must be met by an employee to 
successfully perform the essential functions of this job.  Reasonable accommodations may be made to 
enable individuals with disabilities perform the essential functions.  While performing the duties of this job, 
the employee is regularly required to use hands to handle, feel, and operate office equipment, or controls, 
and reach with hands and arms.  The employee is frequently required to sit.  The employee is 
occasionally required to walk, talk, hear, sit, and smell.  Specific vision abilities required by this job 
include close vision and the ability to adjust focus. 
 
QUALIFICATIONS: 
A Bachelor’s Degree from a recognized college or university in public administration, or a related field, 
plus a minimum of six years of Durham Volunteer Fire Companyand/or town government experience with 
a minimum of three years supervisory experience, or an equivalent combination of education and 
qualifying experience substituting on a year-for-year basis.  Three years of fire ground experience.     
 
Experience with volunteer fire departments preferred. 
 
Connecticut Fire Officer I or higher certification preferred. 
 
Master’s Degree in Public Administration or Fire Science or related field preferred.    
 
Connecticut Certified Fire Marshal preferred. 
 
Connecticut Fire Service Instructor I or higher Certification Preferred 
 
Connecticut Emergency Medical Services Instructor Certification Preferred 
 
SPECIAL REQUIREMENTS: 
Valid Connecticut Driver’s License. 
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i NFPA 1221 Standard for the Installation, Maintenance, and Use of Emergency Services Communications Systems, 
2019 Edition - Chapter 7 Operations 
ii NFPA 1221 Standard for the Installation, Maintenance, and Use of Emergency Services Communications Systems, 
2019 Edition - Chapter 7 Operations 

 


