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CASE STUDY

THE CHALLENGE 

Cy-Fair Fire Department was seeing a con-
cerning number of 911 calls for non-urgent 
medical needs. These patients, while stable, 
arrived by ambulance and triggered stan-
dard intake procedures, including waiting 
for a hospital bed. 

Since many of these cases would ultimately 
be directed to the waiting room, they used 
more hospital and EMS resources than 
required, costing precious time for more 
urgent patients. 

With high call volumes and hospital capac-
ity continuously strained, Ahmad Abodeeb, 
EMS Battalion Chief – Clinical at Cy-Fair, saw 
an opportunity to rethink how low-acuity 
patients were transferred to local emer-
gency departments. 

“The majority of our calls are basic cases that  
don’t necessarily require an ambulance,” 
said Chief Abodeeb. “We wish to take those 
patients straight to the ED lobby in order to 
treat them in a sub-acut manner and keep 
ER rooms and beds open for more serious 
patients.”

While the concept was straightforward, 
implementation raised critical questions. 
How could EMS and hospital staff reliably 
identify qualifying patients? How would 
they coordinate, track, and document these 
non-traditional handoffs? And most impor-
tantly, could this be done safely?

THE SOLUTION

In February 2025, Cy-Fair FD partnered with 
two local hospitals to roll out its Door-to-
Lobby protocol. The process empowered 
EMS crews to use Pulsara to coordinate and 
transport certain low-acuity patients directly 
to the ED lobby, bypassing the need for an 
immediate hospital bed. In order for patients 
to qualify for door-to-lobby transport, strict 
clinical criteria had to be met to ensure no 
urgent intervention was required. 

Following the guidelines Chief Abodeeb 
and his team created, paramedics ensured 
patients met specific vital sign conditions 
and had low acuity complaints, including 

Since launching the Pulsara + Door-
to-Lobby program in early 2025, 
Cy-Fair FD EMS has seen: 

	▶ Average offload times for lobby 
patients reduced from 45 minutes 
to just 10.2 minutes (a 77% 
improvement)

	▶ 120+ successful lobby transports 

	▶ Rapid expansion from 2 to 4 
participating hospitals

	▶ The program’s success has 
inspired other regions to replicate 
it.

Cy-Fair Fire Department, located 
just outside Houston, Texas, is a 
forward-thinking agency with a 
long, successful history of providing 
Fire, EMS, and incident response 
services to the citizens of northwest 
Harris County. Cy-Fair FD’s EMS 
department responds to over 25,000 
medical calls annually, is a leader in 
hospital-EMS collaboration, and 
has been a trusted user of Pulsara 
across multiple service lines for over 
a decade.

KEY RESULTS

BACKGROUND

https://www.pulsara.com
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generalized pain, flu-like symptoms, and simple injuries. The guide-
lines also identified key exclusions such as psychiatric patients or 
unattended minors. 

Having already used Pulsara for everyday emergency communi-
cation, Cy-Fair FD leveraged the platform in several key ways to 
ensure clear communication and accountability throughout the 
new protocol:

	▶ A custom “Door-to-Lobby” label was created in Pulsara to tag 
qualifying cases.

	▶ Crews included the phrase “lobby patient” in the narrative for 
internal tracking.

	▶ Each patient received a Texas statewide emergency wristband, 
scannable by hospital staff to access clinical data through 
Pulsara.

With such a novel utilization of the ambulance system, the guideline 
also required a flexible platform for the sake of documentation and 
reporting. “There’s nowhere in the ePCR to track this procedure, and 
the hospital system can’t track if we took the patient to the lobby or 
a room,” Abodeeb explained. “The only way to track and report the 
data is through Pulsara.”

With the proper guidelines in place, open collaboration between 
EMS and local hospitals, and a powerful tool like Pulsara, Cy-Fair 
FD’s Door-to Lobby protocol enabled medics to make a massive 
workflow improvement for everyone involved.  

THE RESULTS
Since its launch, the Door-to-Lobby protocol has expanded from 
two to four hospitals, with over 120 successful lobby transports com-
pleted between February and June 2025. After just a few months 
of using Pulsara for the initiative, Cy-Fair FD saw immediate and 
measurable benefits—the most impressive being the impact on 
ambulance offload and turnover times. “Our offload times on door-
to-lobby calls went from around 45 minutes to under 10 and a half 
minutes,” said  Chief Abodeeb.

From an average of 45 to 10.2 minutes, that 77% reduction in patient 
offload time freed up ambulances for more critical calls and allevi-
ated strain on overcrowded EDs. This streamlined handoff positively 
impacts ED patients, hospital staff, and EMS crews.  “The providers all 
love the idea, they love the procedure,” said Chief Abodeeb. “It’s the 

flexibility of taking patients straight to the lobby when they know 
it was not necessary to be a 911 call.”

Due to its immediate success, EMS and hospital leaders from other 
regions and states have reached out for guidance on replicating 
the program. Cy-Fair Fire Department continues to refine the Door-
to-Lobby program, with plans to broaden clinical inclusion criteria 
and maintain manual review to ensure safety and quality care for 
every patient. 

This initiative requires a strong relationship between EMS and hos-
pitals, built on trust and open collaboration. When communication 
lines are open and backed by the right tools, powerful cross-agency 
process improvements become possible.


