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Executive Summary 
The Hoover Fire Department, under legal authority, has provided emergency services for the past 57 years.  
Since formal organization in 1972, the department has grown into an all-hazards mitigating agency and has 
been a fire service example in Alabama. The department operates from 10 fire stations strategically located 
throughout the City of Hoover. The department is organized into one battalion comprised of 187 uniformed 
personnel, operating nine engines, one truck, two quints, three medic units, one hazardous materials unit, 
and one technical rescue unit.    

The developed risk assessment process outlined by Commission on Fire Accreditation International (CFAI) 
has allowed the department to review every property in the city and assign it a risk for multiple types of 
emergencies. This assessment has allowed critical tasking for each tactical assignment for all types of 
responses. This process has provided an understanding of the capabilities needed to mitigate various types 
of incidents within the city.   

The Hoover Fire Department is committed to the philosophy and culture of developing, implementing and 
evaluating the policies, procedures, and guidelines needed to attain international accreditation through 
CFAI.       

For many years, the fire service has attempted to create common standards for the profession. Departments 
across the country strive to follow standards set forth by NFPA and ISO but are unable to comply due to 
funding restrictions. In many instances, departments are unable to articulate funding needs due to not fully 
understanding the risks associated with the mission. The accreditation process provides a data-driven 
approach to evaluating each risk within the city and a system of assigning appropriate resources to mitigate 
that risk. We are proud to present the first Hoover Fire Department CRA - SOC.   

. 
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A. Description of Community Served 
Introduction 
Hoover is an economic engine of the 1.1 million-person Birmingham-Hoover Metro Area. Founded in 1967 
as a small residential community, the population has grown to over 90,000 and is currently the second-
largest city in the Metro area. In addition to being a retail and entertainment center for Central Alabama, 
Hoover is home to major companies with headquarters or significant operations centers, including Regions 
Bank (4,000+ employees), BlueCross BlueShield of Alabama (3,000 employees), AT&T (1,500 employees), 
and DST Health Solutions (600 employees). In fact, some 44,000 persons commute into Hoover to work 
each day. Hoover is home to the Southeastern Conference (SEC) Baseball Tournament as well as the Regions 
Charity Golf Tournament, events that annually draw tens of thousands of visitors. Also located in Hoover 
is the National Computer Forensics Institute, a federally funded training center dedicated to instructing 
state and local officials in digital evidence and cybercrime investigations. And Hoover is home to a well-
educated and diverse population base. Over 57% of residents have a bachelor’s degree or higher, and more 
than 50 languages are spoken in Hoover’s nationally recognized public schools.   

 

Community and Department Legal Basis 
The City of Hoover, Alabama lies in Central Alabama and spans across southern Jefferson County and 
northern Shelby County. The city was incorporated in April of 1967 and has operated continuously since 
that time. Currently governed by a council-mayor form of government, the city operates under and enforces 
the municipal code of the City of Hoover.  The fire department is established by municipal code Sec. 7-6, 
which states, “The City of Hoover Department of Fire and Medical Services shall consist of a fire chief and 
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such assistant fire chiefs and fire employees as may be authorized and employed by the city council.” The chief 
of the fire department is also authorized by the Code of Alabama. (1975) § 11-43-5. 

The duties of the fire department are outlined in Sec. 7-7 of the municipal code and charge the department 
with the general duties and responsibilities of fire protection, fire prevention, and emergency medical 
services and requires the department to perform all lawful services, duties, and responsibilities as required 
by law and as prescribed by the mayor and /or city council or any other applicable sections of the 
municipal code of the City of Hoover. 

History of the Community  
The City of Hoover, incorporated in 1967, is located in Jefferson and Shelby counties in north-central 
Alabama. In 1968, its population was estimated at 410 and has grown to an estimated 90,183 today, making 
it the sixth-largest city in the state based on population. Along with this continued population growth, the 
city comprises approximately 49.12 square miles. In addition to natural growth within the city limits, the 
government also has the power by state statute to extend its corporate limits by annexation, which is done 
periodically when considered appropriate by the city council. 

The city is a retail hub for the state of Alabama. The Riverchase Galleria is home to almost 200 specialty 
stores and is anchored by Macy’s, Belk’s, Von Maur, and JCPenney. The Galleria includes restaurants, a 
hotel, and a 17-story office tower. The city receives approximately 22% of its sales tax revenue from the 
Galleria. In addition to the Galleria, other retail redevelopment and commercial growth exists along 
adjoining corridors of the city, including U.S. Highway 31, Lorna Road, and Alabama Highway 150, which 
includes the Patton Creek commercial development. The Inverness/280 portion of the city also contains 
many shopping options for people who live and work in that area and beyond, including the Village of Lee 
Branch commercial center. Furthermore, along the Interstate 459/AL Highway 150 corridor, The Grove 
development is anchored by a Target and includes several other businesses, as well as a new development 
called Stadium Trace Village that is currently underway. The city has added two of the first freestanding 
emergency departments in the State of Alabama on each end of its city as well. 

Community Financial Basis 
The City of Hoover’s financial condition continues to be positive, but recent trends require close monitoring 
of revenues and expenditures. The city relies on taxes (sales and use, property, gross receipts, franchise, 
etc.), licenses and permits, intergovernmental revenue, fines and forfeits, charges for service, investment 
income, rents and royalties, contributions and reimbursements, and other revenue for their governmental 
activities. The primary source of revenue is sales and use tax ($73.1 million).  

The Hoover Fire Department’s (HFD) total annual budget for Fiscal Year (FY) 2019 was $20,726,679. This 
was a net increase of $1,241,822 over the previous year’s budget. 
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Community Boundaries 
The community boundaries of the HFD are defined by the legally adopted city limits of the City of Hoover, 
Alabama. The city limits currently encompass approximately 53.4 square miles in north-central Alabama 
and spans across portions of south Jefferson and north Shelby counties. Annexations to the City of Hoover 
are done by resolution and approval of the Hoover City Council, and current boundaries are updated and 
maintained by the City of Hoover planning department on the jurisdiction's geographic information 
system. The fire department uses the limits of the geographic information system (GIS) to determine its 
area of service delivery. Certain parcels of land within the boundaries of the community are not within the 
city limits and are considered to be in unincorporated portions of Jefferson and Shelby counties and are 
served by the fire department through the payment of fire dues to the City of Hoover or they are covered 
by various agreements with local fire districts that service the area. 

Map 1: Community Boundaries 
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Community Planning Areas 
The City of Hoover is made up of a mixture of residential and commercial areas. Commercial development 
is primarily located along several traffic corridors. These corridors include U.S. Highway 31, U.S. Highway 
280 and State Highway 150.  

Community Transportation Systems 
Roadways 
The interchanges for Interstates 65 and 459 are located in 
the heart of the city. In addition, three major highways 
also pass through the city. These are Highway 31, Highway 
150, and Highway 280. The vast majority of commuters 
travel by private automobile; however, the City of Hoover 
contracts to provide limited bus service.  

Map 2: Major Roadways 
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Community Critical Infrastructure  
The HFD has identified many areas of critical infrastructure that must be serviced and protected to 
effectively provide service to citizens and visitors. The areas of infrastructure that are considered in the 
community risk assessment include transportation, services and utilities, communications infrastructure, 
energy distribution, major storage and transmission systems for oil and gas, and various recreational 
elements. 

All geographic zones of the City of Hoover are serviced by a system of streets, roadways, and highways. All 
of these are maintained by one of three entities, the city’s public works department services, and maintains 
all improved roadways that are not maintained by Jefferson or Shelby County or the Alabama Department 
of Transportation. The transportation infrastructure of the community is well maintained and provides 
sufficient access to all geographical areas of the city, except during peak commuter traffic hours in the 
mornings and evenings. 

All geographic zones of the City of Hoover are 
served with electrical energy, water, sewer, 
surface and storm drainage, and natural gas. The 
City of Hoover does not own or control any of 
these services, with the exception of surface and 
storm water drainage, which is maintained by the 
Hoover public works department at the direction 
of the City of Hoover engineering department. 
All other services and utilities are provided by 
outside entities and are sufficient for all areas and well maintained by the entities providing the service. 

Communications infrastructure for the HFD is provided and maintained by the City of Hoover for the 
purpose of providing effective public safety communications in all geographic areas of the city. The city has 
recently upgraded the public safety radio system to the Project 25 (P25) digital trunked radio system built 
by Motorola. The system is supported by five tower sites with city-owned equipment. The P25 radio system 
is capable of interoperability communications with surrounding cities and counties. The Hoover public 
safety radio system is a part of a plan to build a state-wide radio system called Alabama Interoperability 
Radio System (AIRS). 

The community has two hazardous liquid pipelines that pass through and provide transmission for oil and 
gas. The pipelines are maintained by a private entity that services and maintains the pipeline and provides 
emergency service to any pipeline-related emergencies. 
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The community is served by many parks and recreational 
facilities located throughout the community. The city 
maintains 14 passive green space parks and four athletic 
competition venues, including the Hoover Metropolitan 
Complex. These parks draw many citizens and visitors 
because of the mild climate in the region. The HFD does 
provide fire and emergency medical service (EMS) related 
services to these areas by using a system of on-duty and 

off-duty personnel along with primary and reserve apparatus to provide adequate services. 

Map 3: Critical Infrastructure 

 

In addition to Interstates 65 and 459, three railways and two petroleum pipelines pass through the western 
section of the city. While these do pose a risk of a significant hazardous materials incident, historical data 
suggests that the likelihood of an event is small. 
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Community Land Use and Zoning 
Map 4: Community Land Use and Zoning 

 

Hoover’s land area is dominated by single-family residences (yellow). Retail, lodging, and commercial uses 
are located almost exclusively along major roadways, such as U.S. Highways 31 and 280 and AL Highway 
150. 

  



 

 

9 
 

Community Topography  
Hoover is a city of mountain ridges and valleys running approximately southwest to northeast in the 
foothills of the Appalachian mountain chain. The city is located at a latitude of 33.4 North and -86.8 East. 
The topography ranges from 130 feet above sea level along the Cahaba River to a height of 340 feet above 
sea level at its highest point along Shades Mountain. 

Map 5: Topography 
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Community Geography 
Hoover is a city in Alabama located just south of Birmingham and is part of the Birmingham-Hoover 
Metropolitan area. Hoover lies in both Southern Jefferson County and Northern Shelby County. 

Map 6: Community Geography 
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Community Geology 
The geologic factors found in the north-central part of Alabama, where the City of Hoover is located, is the 
main reason for the growth of the area throughout the years. The primary geologic features of the valley 
and ridge region are the sedimentary rocks that comprise coal, limestone, and iron ore. These are important 
because they are the primary ingredients in the making of steel. The steel production industry was the 
primary catalyst for economic growth in the area during the mechanical revolution. These sedimentary 
rocks make for fertile valleys that provide for a variety of agricultural processes. The ridges in the area are 
comprised primarily of weather-resistant sandstones. These features are what create the ridges and valleys 
associated with the region. 

Map 7: Community Geology 

 

Community Physiography 
The City of Hoover is located in the Tennessee Valley and Ridges physiographic area of Alabama. The 
community boundaries lie specifically in the Cahaba Ridges and Cahaba Valley section. This section of 
Alabama is comprised of a 15-mile complex of rugged ridges and deep valleys. This complex is defined by 
steep-sided, thrust faulted, zigzag ridges that run in a general direction from southwest to northeast. 
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Community Climate 
What to expect 

• Annual Average Temperature - 54.7o Fahrenheit (F) to 74.3o F. 
• Average Monthly Precipitation - 5.08 inches 
• Average Annual Snowfall - .04 inches. 

Winter 
Winters in Hoover are mild with little or no snowfall. Low temperatures range from 30 o F to 50 o F. Daytime 
highs can fluctuate dramatically. 
Spring 
Temperatures begin swiftly rising. Daytime highs range between 60o F and 75o F. March generally brings 
the most amount of rainfall for the area. 
Summer 
Average summer highs range in the mid to high 90's. Afternoon thundershowers are common.  
Fall 
Hoover has a long, beautiful fall season. Daily highs range from 65o F to 70o F.  
Severe Weather 
Severe weather threats are typically in the form of tornadoes or powerful straight-line winds. Prolonged 
localized rain may cause flash flooding in some areas. Snow and ice can cause travel issues and delay the 
delivery of emergency services. 

 
Figure 1: Average Temperatures 

 
Community Population/Population Densities 
The location of the City of Hoover in the Birmingham metropolitan area makes it an attractive residential 
option. The accessibility provided by two interstate highways and two U.S. highways provides easy access 
to the jobs provided by the corporate and medical sectors of the city of Birmingham, as well as being 
centrally located between two major automotive manufacturing facilities. The most densely populated areas 
of the city are the ones that provide many multi-family multi-story residential housing options with the 
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more sparsely populated areas on the eastern and western areas of the city, which is dominated by single-
family residential housing options. 

Map 8: Community Population Density 

 

Community Demographic Features 
The City of Hoover has a very diverse demographic population due to several factors. The biggest factor in 
the diverse population of Hoover is the excellent reputation of the Hoover city school system. The school 
system attracts young professional parents that are seeking a high-quality education. The prevalence of 
skilled labor employment in the various construction trades for residential housing is attractive to a different 
demographic population. Hoover also features many corporate and service sector employment options that 
also contribute to the diversity of the city’s demographic population regarding ethnicity, age, and median 
household income. 

2018 Total Population: 88,038 
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Figure 2: Ethnicity 

 

 
Figure 3: Age 

 

 
Figure 4: Household Income 
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B. History of the Agency 
Major Historical Milestones of the Department 
Major Milestones 
Hoover Volunteer Fire Department was established in 1962 to better serve the rapid 
development of what would become the City of Hoover. The growth was spurred by 
an expansion of the road infrastructure that serviced the area.  The department was 
led by Chief Ralph Sheppard. 

The first Hoover Volunteer Fire Department 
station was located behind the Green Valley 
Shopping Center on property that was donated 
by Mr. William Hoover Sr. The structure was 
located across the street from the location of the first permanent fire 
station, which is the current location of Hoover Fire Station 1. The 
structure was a tin building that was constructed by the volunteer 
membership. 

The building was built to house the department's first fire engine, 
a 1944 Mack, that was purchased from the City of Birmingham. 
The deal was negotiated between Chief Sheppard and Chief John 
Swindall of the Birmingham Fire Department. This apparatus is 
still owned by the City of Hoover and has been refurbished to use 
as a parade vehicle and static display at community events. 

The newly formed Hoover Volunteer Fire Department made its 
first recorded fire call on December 3, 1962. The call was 
documented at 3117 Spruce Drive, and the cause was listed as a 
motor on a furnace that had overheated. There were two 
additional fire calls answered by the newly formed department in 
their first year of existence. In 1963, the number of calls for 
service increased to 13 and, in 1964, the calls increased again to a 
total of 18. 

To lower the department’s Insurance Services Office (ISO) 
rating, in 1968, the department purchased its first new fire 
apparatus, a 1967 750 gallon per minute (GPM) International 
pumper at the cost of $8,000.00. The department also purchased 

Chief Ralph 
Sheppard 
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other vital equipment such as fire hose and nozzles and improved the ISO rating to a Class 6. The 
department’s second new apparatus was a 1970 Ford 1000 gallon per minute pumping apparatus. 

During the years of 1972 to 1974, the department began 
hiring the first full-time firefighters of the department 
to upgrade the level of service and began responding to 
calls for first aid in the area. The City of Hoover entered 
into an agreement with the Vestavia Hills Fire 
Department to provide paramedic services to the 
citizens of Hoover and, in 1974, Hoover purchased a van 
style vehicle that department members refurbished it 
into Hoover’s first rescue unit. It was supplied with 
advanced life support equipment, much of which was 
donated to the department by local service clubs. The 
HFD hired its first full-time paramedics in 1974 and 
staffed the newly refurbished unit and began to provide 
advanced life support services to the citizens of Hoover. 

As Hoover continued its rapid growth, the department opened a second 
fire station in 1976. The station was located on Patton Chapel Road 
across the street from the current Hoover Fire Station 2 and purchased 
the department's first ladder truck. The year 1976 was a pivotal point in 
the history of the HFD; up until this point, the department operated 
partly on dues and was supplemented by the City of Hoover. 

In 1976, the City of Hoover assumed all financial responsibility for the department and appointed retired 
Birmingham fire captain Thomas E. Bradley as the city’s first 
full-time fire chief. 

The 1980s provided the most substantial growth of the 
developing city and the fire department, with the annexation 
of the Riverchase Fire District. The annexation established 
the fire district as Hoover Fire Station 3 near the Cahaba 
River bridge. The station was moved to its current location 

on Riverchase Parkway West in 1981. During the 1980s, the department worked continually to improve its 
ISO rating, and by 1989 the department was rated a Class 2. 
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One of the economic catalysts for the rapid growth of the city and the 
department was the Galleria Mall with its multi-story hotel and office tower 
complex.  This was the site of the first high rise fire for the growing Hoover 
Fire Department. On the morning of June 6, 1985, while under construction, a 
fire ignited on the top three floors of the office tower building. This was the 
first true test of the growing department. The fire was effectively controlled and 
extinguished by firefighters from all three Hoover stations. This set the tone 
for the high level of service the department strives to deliver. 

In December of 1985, the HFD had another exponential growth 
with the annexation of the Bluff Park Fire District in the northwest 
section of the growing city. The district was the oldest in Alabama 
and was staffed with experienced firefighters and emergency 
medical personnel, who were all retained as Hoover Fire 
Department employees. This annexation added an additional 
engine company and rescue company to the department's 
apparatus fleet, and the district was designated as Hoover Fire 
Station 5. This annexation made Hoover the second largest city in 
Jefferson County, and the fire department grew to 76 total 
employees. 

In 1988 the department opened two new fire stations to keep up 
with the growth of the city. Hoover Fire Station 4 was located along 

the developing commercial corridor along U. S. Highway 31 and Interstate 459 to accommodate the rapid 
commercial growth in the area. This station became the 
home for one of the two rescue units currently staffed 
by the city. Hoover Fire Station 6 was also opened that 
year to accommodate rapidly developing residential 
communities to the west of the city along Alabama 
Highway 150 in the area near Shades Crest Road. 
Engine Company 4 was already in service at a 
temporary location at Station 3. Eleven personnel were 
hired to staff the new Station 6. 

The city began to grow to the east with the annexation 
of the Inverness community along U. S. Highway 280. 
To accommodate this area, Engine Company 7 was put 
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into service in a temporary location along Inverness Parkway until the current Hoover Fire Station 7 was 
completed in 1994 at the intersection of Inverness Parkway and Valleydale Road. 

As the city continued to grow east along the U. S. Highway 
280 corridor, the city agreed to accept and provide service to 
the Greystone community, a commercial, residential, and 
country club community just east of Highway 280. In 1997 
the city opened Hoover Fire Station 8 with an engine 
company and the 

city’s third rescue unit.  The Greystone Golf and Country Club 
was host to the Bruno’s Memorial Classic golf tournament event 
for the Senior Professional Golfers’ Association (PGA) Tour. 
This tournament is now the Regions Tradition and is one of the 
major tournaments on the tour’s schedule. 

The Greystone residential development continued to steadily grow and, 
with the development of the Greystone Legacy, it was obvious that 
another fire station would be 
required in order to deliver 
the standard of service the 
department strives for. In 

2009 the department opened Hoover Fire Station 9 with Engine 
Company 9 and the department's firefighter rehab unit. 

After 33 years of service to the City of Hoover, Fire Chief Tom Bradley retired. Battalion 
Chief John C. Wingate was appointed as Chief of the Department by the city council. 

The city once again expanded to the west 
with the development of the Renaissance 
Ross Bridge hotel, spa, and golf course. The 
Retirement Systems of Alabama developed 

the project as part of the popular Robert Trent Jones Golf Trail. 
The project was completed and opened to the public in 2005. 
Developers worked to quickly develop residential and 
commercial projects near the popular destination.   
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In response to the rapid development of the area around the 
Renaissance resort. The city built and staffed Hoover Fire 
Station 10. The station housed one of the two 75-foot Quint 
apparatus’. The station currently houses Engine Company 10 
and Brush Truck 10. The current station was opened in 2016. 

 

In 2017, the department requested grading from ISO. 
After going through the evaluation process, the 
department was awarded a Public Protection Class 
rating of 1. 

The latest major milestone for the department occurred 
in 2018. In response to an ever-increasing amount of calls for service, the city increased the department's 
staffing by eight personnel, and an additional apparatus was placed in service. The 75-foot Quint designated 
as Quint 10 was re-assigned as Truck 11 and was placed in service with Engine 6 at Hoover Fire Station 6. 
Truck 11 was staffed with the new staffing. A pumping apparatus replaced the quint at Hoover Fire Station 

10 and was designated as Engine 10 and was staffed by the existing personnel that 
had previously operated Quint 10. 

In September of 2017, the department had a change in leadership with the retirement 
of Chief John Wingate. The city council appointed Battalion Chief K. C. Bentley as 
the Chief of the Department. 
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Current Legal Boundary of Service Area 
The community boundaries of the Hoover Fire Department are defined by the legally adopted city limits of 
the City of Hoover, Alabama. The city limits currently encompass approximately 53.4 square miles in north-
central Alabama and spans across portions of south Jefferson and north Shelby counties. Annexations to 
the City of Hoover are done by resolution and approval of the Hoover city council, and current boundaries 
are updated and maintained by the City of Hoover planning department on the jurisdiction's geographic 
information system (GIS). The fire department uses the limits of the GIS to determine its area of service 
delivery. Certain parcels of land within the boundaries of the community are not within the city limits and 
are considered to be in unincorporated portions of Jefferson and Shelby counties and are served by the fire 
department through the payment of fire dues to the City of Hoover or they are covered by various 
agreements with local fire districts that service the area. 

Map 9: Community Boundaries 
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Current Organization, Divisions, Programs and Services 

 
Figure 5: Organizational Chart 

Administration 
The fire chief is responsible for the overall command of the department. The fire chief is appointed by the 
mayor and reports directly to the city administrator. The fire department has one civilian position that 
serves in an administrative support role.  

Operations Division 
The Hoover Fire Department Operations Division is primarily responsible for the delivery of services, 
whether they be emergency or non-emergency. Fire suppression, emergency medical services, technical 
rescue, and hazardous materials response fall under the operations division. The assistant fire chief oversees 
the operations division assisted by three battalion chiefs that serve as shift commander for their respective 
shifts.  

Training Division 
The Hoover Fire Department Training Division currently consists of a training chief and training officer. 
The training division is responsible for several different aspects of the HFD. The training division expands 
to include safety, physical fitness, health and wellness, equipment purchasing, personal protective gear, on-
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duty injuries, development of continuing education materials, officer development, ISO required training, 
emergency medical service (EMS) training and state certification training.  

The HFD follows an annual training outline that includes mutual aid departments and National Fire 
Protection Association (NFPA) 1410 evolutions. The training division hosts several state certification 
classes each year through the Alabama Fire College and certifies not only Hoover firefighters but firefighters 
from different areas of the country. Personnel safety is a top priority, and health and wellness coincide with 
safety. The department operates under the guidance of the NFPA 1500 Fire Department Occupational 
Safety and Health Program. With this guidance, the department has established a physical fitness program 
that includes stretching, mobility, strength, and endurance. All personnel are provided a mobile application 
for their cell phones that list department developed workouts and means of tracking their own progress. A 
weekly dietary publication is also sent to all employees that provides healthy eating options and recipes for 
a weeks’ worth of meals. Mental health and wellness is being addressed by the implementation of a peer 
assistance program that was developed by the International Association of Fire Fighters. The members of 
the peer assistance program are trained on how to direct employees looking for assistance to the options 
provided by the fire department as well as the City of Hoover. 

EMS training is coordinated through an EMS captain and EMS assistant. Other responsibilities include 
ordering and delivery of EMS supplies, coordinating EMS standby at special events, and serving as the fire 
department public information officer (PIO). 

Fire Prevention Division  
The Hoover Fire Department Fire Prevention Division is the gateway to public fire education, fire safety 
and prevention, fire investigations, and code compliance. The primary goals are to apply the fire codes fairly 
and consistently, provide modern and realistic fire education, and professional fire investigation techniques 
that will ensure a fire safe Hoover. The fire prevention division consists of the fire marshal and two full-
time fire inspectors. 
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Fire Stations, Training Facilities, Apparatus, Equipment, and Staffing 
Fire Station 1 

Hoover Fire Station 1, located in the Green 
Valley neighborhood, serves a mixture of 
residential and commercial areas as well as 
several miles of Interstates 65 and 459. Station 1 
covers several multi-family apartment 
complexes, nursing and assisted living homes, 
shopping centers, and automotive dealerships. 
In addition, Green Valley Elementary School is 
located in Station 1’s coverage area.    

Two Bays Daily Staffing - 3 Station 1 – 1953 Braddock Cir 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 1 2016 KME 1250 GPM Pumper 500-gallon tank 3 
Engine 1 Reserve 1995 KME 1250 GPM Pumper 500-gallon tank Reserve Apparatus 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Nursing Homes 
Road Miles 56 
Square Miles 2.72 

Incidents (2019) - Demand Zone Count 
Fire 1 
EMS 755 
HazMat                                          6 
Technical Rescue 3 
Other                                      275 
Grand Total 1040 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

1040 827 79.52% 
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Fire Station 2 
Hoover Fire Station 2 is located near Moss Rock 
Preserve. Station 2 covers a mixture of residential and 
commercial. Station 2 is first-in to Gwin Elementary 
School and Simmons Middle School, as well as several 
large multi-family apartment complexes, churches, 
and one of the city’s largest nursing and assisted living 
homes. Station 2 covers several large commercial 
areas, including Patton Creek Shopping Center and 
the Walmart Shopping Center on AL Highway 150. 
There are multiple large churches in Station 2’s 
coverage area. HazMat 2 runs out of Station 2 and is 
cross-staffed with personnel from Engine 2.     

Three Bays Daily Staffing - 4 Station 2 - 1591 Patton Chapel Rd 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 2 2013 KME 1250 GPM Pumper 500-gallon tank 4 
Battalion 2 2007 Chevrolet Tahoe Reserve Apparatus 
Engine 2 Reserve 2002 KME 1250 GPM Pumper 500-gallon tank Reserve Apparatus 

HazMat 2 
2019 Freightliner Tractor with Custom Built Hackney 
HazMat Trailer 

Cross Staffed 

ATV 2 2004 Kawasaki Mule Support 
Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Schools and Nursing Homes 
Road Miles 60 
Square Miles 5.56 

Incidents (2019) - Demand Zone Count 
Fire 4 
EMS                        808 
HazMat                                               12 
Technical Rescue 2 
Other 340 
Grand Total 1166 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

1166 982 84.22% 
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Fire Station 3 
Hoover Fire Station 3 is located in the Riverchase 
community of Hoover. Riverchase is a multi-use 
development that consists of a mixture of single-
family residential homes along with several large 
multi-family residential developments and several 
large, high occupancy, office, and light industrial 
occupancies. Station 3 is first-in to Riverchase 
Elementary School and the Riverchase Career 
Connection Center operated by Hoover City 
Schools. Station 3 also has several large religious 
occupancies in its first-in response area.    

Two Bays Daily Staffing - 4 Station 3 – 803 Riverchase Pkwy W 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 3 2011 KME 1250 GPM Pumper 500-gallon tank 4 
Engine 3 Reserve 1989 Pierce 1250 GPM Pumper 1250-gallon tank Reserve Apparatus 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk High Occupancy Office 
Road Miles 71 
Square Miles 6.33 

Incidents (2019) - Demand Zone Count 
Fire 5 
EMS                           904 
HazMat                                             7 
Technical Rescue 2 
Other 312 
Grand Total 1230 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

1230 1019 82.85% 
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Fire Station 4 
Hoover Fire Station 4 is located in close proximity to 
the Hoover City Hall, Hoover Recreation Center, and 
the Hoover City Library. Station 4 is first-in to two 
large high-rise developments that are associated with 
the Riverchase Galleria Mall. Station 4 covers many 
ordinary construction commercial/retail 
developments as well as numerous multi-family 
residential developments. The HFD Technical Rescue 
Team operates Technical Rescue 4 from this station, 
and the unit is cross-staffed with Truck 4 personnel.  

Five Bays Daily Staffing - 10 Station 4 - 800 Municipal Drive 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 4 2019 KME 1250 GPM Pumper 525-gallon tank 4 
Rescue 40 2018 Ford F-450 Rescue 2 
Truck 4 2017 E-One 100’ Aerial Platform 300-gallon tank 3 
Battalion 1 2016 Chevrolet Tahoe 1 
Technical Rescue 4 2005 KME Heavy Rescue Cross Staffed 
Rescue 44 2012 Ford F-450 Rescue Reserve Apparatus 

Demand Zone Information 

 

Typical Risk Multi Family Homes 
Max Risk Multi-Story Hotel 
Road Miles 60 
Square Miles 4.38 

Incidents (2019) - Demand Zone Count 
Fire 23 
EMS                           1719 
HazMat                                             10 
Technical Rescue 4 
Other 567 
Grand Total 2362 

 

   

Station Reliability (2019) 
SDZ 

Incidents 
Station Responses Reliability 

2323 2232 96.08% 
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Fire Station 5 
Hoover Fire Station 5 is located in the historic Bluff 
Park community of Hoover and provides services to 
numerous single-family residential structures.  
Station 5 covers several multi-family residential 
occupancies, as well as a few large religious 
occupancies. Station 5 provides services to Bluff Park 
Elementary School. Station 5 occupies some of the 
most challenging terrain in all of Hoover being 
located at the highest elevation of all Hoover fire 
stations.  

Two Bays Daily Staffing - 5 Station 5 – 588 Park Ave 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 5 2018 KME 1250 GPM Pumper 525-gallon tank 3 
Rescue 41 2013 Ford F-450 2 
Engine 5 Reserve 1995 KME 1250 GPM Pumper 500-gallon tank Reserve Apparatus 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Schools and Multi-Family  
Road Miles 57 
Square Miles 4.46 

Incidents (2019) - Demand Zone Count 
Fire 7 
EMS                          621 
HazMat                                            12 
Technical Rescue 1 
Other 259 
Grand Total 900 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

900 866 96.22% 
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Fire Station 6 
Hoover Fire Station 6 is located in the Stadium Trace 
development of Hoover. Station 6 covers a varied mix of 
single-family residential structures as well as numerous 
commercial developments. Hoover Station 6 also houses 
the Hoover Fire Training Center with a four-story drill 
tower and adjacent two-story live burn facility as well as 
an apparatus pump testing station. Hoover Station 6 is 
currently first-due to the newly developed Hoover 
Metropolitan Complex, which hosts many high occupancy 
sporting and convention-style events. The response area 
also has the most freight railroad line in all of the Hoover 
city limit boundaries. 

 

Two Bays Daily Staffing - 6 Station 6 – 310 Edna Road 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 6 2017 KME 1250 GPM Pumper 500-gallon tank 3 
Truck 11 2006 KME 1250 GPM 75’ Aerial 500-gallon tank 3 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Schools  
Road Miles 102 
Square Miles 14.77 

Incidents (2019) - Demand Zone Count 
Fire 7 
EMS                           667 
HazMat                                          18 
Technical Rescue 2 
Other 320 
Grand Total 1014 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

1014 959 94.58% 
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Fire Station 7 
Hoover Fire Station 7 is located in the Inverness 
community of Hoover. Fire Station 7 provides 
services for a mix of single-family, multi-story 
residential structures, large multi-story office 
complexes, a large multi-story assisted 
living/nursing care facility, and a multi-story 
hotel occupancy. Station 7 covers numerous 
commercial/retail occupancies along U.S. 
Highway 280.   

Two Bays Daily Staffing - 3 Station 7 - 100 Inverness Pkwy 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Quint 7 2008 KME 1250 GPM 75’ Aerial 500-gallon tank 3 
Truck 7 Reserve 1998 KME 100’ Aerial 300-gallon tank Reserve Apparatus  

Demand Zone Information 

 

Typical Risk Single Family Homes 

Max Risk 
Multi-Story Hotel, Multi-Story 
Office 

Road Miles 42 
Square Miles 4.48 

Incidents (2019) - Demand Zone Count 
Fire 3 
EMS                           548 
HazMat                                               1 
Technical Rescue 1 
Other 191 
Grand Total 744 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

744 623 83.74% 
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Fire Station 8 
Hoover Fire Station 8 is located in the Greystone 
community of Hoover, located adjacent to U.S. 
Highway 280. Station 8 provides service to many 
large multi-story estate-style residential 
occupancies of Type 5 construction. Station 8 
covers a small amount of commercial/retail 
developments and the Walmart supercenter 
occupancy as part of its first due response area.  

Two Bays Daily Staffing - 5 Station 8 - 121 Village Street 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 8 2004 KME 1250 GPM Pumper 500-gallon tank 3 
Rescue 42 2013 Ford F-450 2 
Engine 8 Reserve 1995 KME 1250 GPM Pumper 500-gallon tank Reserve Apparatus 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Multi-Story Hotel 
Road Miles 41 
Square Miles 4.27 

Incidents (2019) - Demand Zone Count 
Fire 8 
EMS                           917 
HazMat                                            5 
Technical Rescue 2 
Other 317 
Grand Total 1249 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

1249 1215 97.28% 
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Fire Station 9 
Hoover Fire Station 9 is located in the Greystone 
Legacy community of Hoover. Station 9’s first-in 
coverage includes many large multi-story single-
family estate homes with a mix of smaller 
garden/townhome style single-family residential 
structures. Station 9 maintains the Hoover Fire 
Department firefighter rehabilitation unit and 
staffs it with cross-trained personnel from 
Station 9 when needed at large scale incidents.  

2-Bays Daily Staffing - 3 Station 9 - 1150 Legacy Drive 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 9 2002 KME 1250 GPM Pumper 500-gallon tank 3 
Rehab 9 1990 Custom Rehab Unit Cross Staffed 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Large Single-Family Homes 
Road Miles 14 
Square Miles 2.10 

Incidents (2019) - Demand Zone Count 
Fire 1 
EMS 41 
HazMat                                             2 
Technical Rescue 0 
Other 21 
Grand Total 65 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

65 62 95.38% 
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Fire Station 10 
Fire Station 10 opened in November 2015 and is 
located in the Ross Bridge Community. The 
station houses Engine 10 and Brush Truck 10 
with three personnel. Station 10 is first due to the 
Renaissance Ross Bridge Hotel and Spa, which is 
a mid-rise high occupancy hotel structure, as 
well as several multi-story, multi-family 
residential structures, and numerous single-
family residential structures. Station 10’s 
primary coverage has a section of underground 
pipeline and several miles of freight railroad line.    

2-Bays Daily Staffing - 3 Station 10 - 3537 Market Street 
Apparatus and Daily Staffing 

Unit Equipment Details Daily & Minimum Staffing 
Engine 10 2012 KME 1250 GPM Pumper 500-gallon tank 3 
Brush Truck 10 1999 Ford F-550 150 GPM Fire Pump 350-gallon tank Cross Staffed 

Demand Zone Information 

 

Typical Risk Single Family Homes 
Max Risk Multi-Story Hotel, Rail, Pipeline 
Road Miles 43 
Square Miles 3.1 

Incidents (2019) - Demand Zone Count 
Fire 1 
EMS                           162 
HazMat                                              2 
Technical Rescue                                   1 
Other 90 
Grand Total 256 

 

   
Station Reliability (2019) 

SDZ 
Incidents 

Station Responses Reliability 

256 247 96.48% 
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C. Current Descriptions of Levels of Service with Delivery Programs 
Fire Suppression 
The Hoover Fire Department (HFD) provides all types of fire suppression – structural, vehicle, vegetation, 
combustible metals, and flammable liquids. The department’s fleet contains nine pumpers, one quint, one 
ladder, one brush truck, and several reserve pumpers and aerials. All apparatus have foam capabilities for 
fires involving flammable liquids. Each apparatus is well maintained by the City of Hoover’s fleet 
department whose personnel are specifically trained to service and repair fire apparatus. 

All firefighters and officers receive regular training to maintain skill proficiency. Fire suppression 
companies regularly utilize the drills and training facility, which provides exceptional opportunities for real 
emergency situations with the use of various props. The department stays up to date on the latest 
technology, equipment, research, and firefighting techniques for superior, efficient suppression operations.  

The City of Hoover has an excellent water system with 
high pressure, and sufficient water flows for extinguishing 
even the largest fires. In addition to its own personnel and 
equipment, the department maintains automatic and 
mutual aid agreements with all surrounding fire 
departments to provide for quicker response, share 
resources, and augment emergency response capabilities. 

Emergency Medical Services 
In the Jefferson and Shelby County area, the HFD was one of the first fire departments to begin providing 
EMS. Today, EMS has grown to be a much more in-depth specialty within the fire department. All front-
line units are staffed with paramedics and have full advanced life support equipment. This includes all 
engines and ladder trucks. Three advanced life support rescue 
units provide not only advanced medical care but are transport-
capable to provide immediate transport to area hospitals. The 
City of Hoover contracts with a private ambulance service to 
provide transport services as well. The HFD also provides six 
tactical medics that respond with the Hoover Police Special 
Response Team (SRT) Unit. These medics are proficient in 
Tactical Emergency Casualty Care and train monthly on 
advanced EMS trauma procedures, tactical movements, firearms, and less-lethal devices. The HFD provides 
EMS standby for a host of events across the city, covering everything from sporting events to community 
festivals and other civic functions. EMS accounts for the majority of calls for service by the HFD. In 2018, 
the department responded to 7,315 emergency medical and trauma calls, which represent 66 % of the total 
call volume for that year. 

https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/c7n0y2r5.bmp
https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/o6dsf5g8.bmp
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The Birmingham Regional Emergency Medical Services System coordinates EMS agencies and hospitals 
within a seven-county region as dictated by the Alabama Department of Public Health Office of EMS and 
Trauma. Regular meetings are held to maintain contact with all surrounding agencies, and the Hoover Fire 
Department provides representation on many committees of these agencies. 

Technical Rescue 
The HFD can respond to any type of special rescue emergency, including trench rescue, structural collapse 
incidents, high angle rope rescue, confined space incidents, vehicle extrication, and water rescues. 

Hoover Fire Station 4, located on Municipal Drive, is the 
designated technical rescue station. Members assigned to Station 4 
are trained to the technician level in all the various specialized 
rescue disciplines. In addition, many members throughout the 
department are trained to the technician level in one or more 
technical rescue disciplines. Technical Rescue 4 is housed at Station 
4 along with a full complement of specialized rescue equipment. 

The HFD is also home to Alabama Heavy Rescue 5. This 42-member team is part 
of the Alabama Mutual Aid System (AMAS) and may be called upon to respond 
to major disasters anywhere in the state or region. ALHR-5 was deployed to 
Waveland, MS in the aftermath of Hurricane Katrina and spent eight days 
assisting with search and rescue efforts in that community. More recently, 
ALHR-5 has been deployed on several different occasions to multiple 
communities within the state to assist with search and rescue efforts resulting 
from tornadoes.  

Hazardous Materials 
The HFD’s hazardous materials response program began in the late 
1980s and has progressed to advanced response capabilities. 
Approximately 90% of the City of Hoover firefighters are trained at a 
minimum to the hazardous material technician level. Many firefighters 
have advanced training beyond the technician level. All Hoover fire 
apparatus carry a limited amount of hazardous material equipment and 
are capable of handling small incidents, including minor spills and leaks. 

Hoover Fire Station 2, located at 1591 Patton Chapel Road, houses the primary hazardous material 
equipment, including a designated hazardous materials response unit. This equipment is diverse enough to 
handle almost any situation that may be encountered, ranging from a simple fuel spill to a major incident 
including railroad and tractor-trailer spills, fixed facility chemical leaks, and advanced biological or 

https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/ztixe8ac.bmp
https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/t2winugi.bmp
https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/o427uf7u.bmp
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chemical terrorist attacks. The HFD works in conjunction with the Jefferson and Shelby County Emergency 
Management Agencies to provide a county-wide response in these areas.  

Community Risk Reduction 
Each year, the HFD delivers realistic and up to date fire education and prevention classes to the citizens of 
Hoover. School children are introduced at an early age to fire prevention and fire safety at home and at 
school. The HFD welcomes the opportunity to speak to different groups concerning fire prevention and 
safety.   

 

The department investigates all fires in the City of Hoover and works as a unit with the Hoover Police 
Department. All investigators receive fire investigation and arson investigation training. All HFD fire 
investigators are members of the International Association of Arson Investigators. Additionally, the HFD 
works closely with the State of Alabama Fire Marshals and often assists in fire investigations outside of 
Hoover. 

The department is pleased to be able to offer cardiopulmonary resuscitation (CPR) courses to the 
community and health care providers. These classes have proven time and again that they can and do save 
lives. The department offers American Heart Association CPR Certification Classes for the general public 
at Fire Station 7 during the first and third Saturdays of each month. 

The HFD strives to ensure the safety of children by providing a child safety seat installation/inspection 
program. The goal of this program is to teach parents/caregivers to properly install a child safety seat in a 
vehicle. This program is not intended to be an installation service, but a “hands-on” training session for 
parents/caregivers on proper installation techniques of child safety seats.   

 

 

https://sharepointsite.publicsafetyexcellence.org/tap/hoover/Pictures/DSC_0286.JPG
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D. Current Deployment and Coverage Areas  

Minimum Deployment Resources 
Station 1- Engine 1 (3) Station 6- Engine 6 (3), Truck 11 (3) 
Station 2- Engine 2 (4) Station 7- Quint 7 (3) 
Station 3- Engine 3 (4) Station 8- Engine 8 (3), Rescue 42 (2) 
Station 4- Engine 4 (4), Truck 4 (3), Rescue 40 (2), 
Battalion 1 (1) 

Station 9- Engine 9 (3) 
Station 10- Engine 10 (3) 

Station 5- Engine 5 (3), Rescue 41 (2) Total Personnel on Duty- 46 

Response Areas  
Map 10: Points of Service Delivery 

 
01     Station1    2.72 square miles - 56 road miles 06     Station 6    14.77 square miles - 102 road miles 
02     Station 2    5.56 square miles - 60 road miles    07     Station 7    4.48 square miles - 42 road miles 
03     Station 3    6.33 square miles - 71 road miles 08     Station 8    4.27 square miles - 41 road miles 
04     Station 4    4.38 square miles - 60 road miles 09     Station 9    2.10 square miles - 14 road miles 
05     Station 5    4.42 square miles - 57 road miles    10     Station 10    4.43 square miles - 43 road miles 
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E. Summary of Community Response History 
Table 1: Responses by Type (2016-2018) 

Call Type 2016 2017 2018 3 Year Total 
1-Fire 284 187 210 681 
2-Overpressure Rupture, Explosion, Overheat (no fire) 17 12 14 43 
3-Rescue & Emergency Medical Service Incident 6756 7171 7309 21236 
4-Hazardous Condition (No Fire) 205 220 207 632 
5-Service Call 1422 1347 1551 4320 
6-Good Intent Call 437 525 563 1525 
7-False Alarm & False Call 937 1000 999 2936 
8-Severe Weather & Natural Disaster 82 158 108 348 
9-Special Incident Type 1 3 2 6 

Grand Total 10141 10623 10963 31727 
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F. Community Priorities, Expectations, and Performance Goals 

Mission Statement 
The Hoover Fire Department is dedicated to providing an exceptional level of service for the enrichment of 
our community, our city, and each other. Through a skilled, professional, and diverse workforce, we provide 
efficient fire protection, emergency medical, and disaster management services. 

Community Service Priorities 
Purpose and Scope 
The purpose of gathering feedback from the community runs parallel to a business collecting feedback from 
its customers. The governmental entity, like the business, cannot truly operate efficiently and effectively 
without understanding the true nature of expectations, concerns, and strengths of its customer base. In 
government, that customer base is the constituency served.  

The scope of the feedback gathering process is based on the development of the department’s community 
risk assessment and standards of cover (CRA - SOC) as prescribed by the Commission on Fire Accreditation 
International (CFAI). The CFAI rests on the premise of continuous improvement and the importance of 
linking departmental operations to the community served. 

The Hoover Fire Department (HFD) solicited the feedback and input from a diverse demographic 
representation of its population that was invited by the department. The results are from the responses of 
eight respondents. This report delivers the methodology employed and the findings from the responses 
provided by the community participants.  

When analyzing the received feedback, priority and thematic approaches are used to get to the heart of what 
is the most important to the community respondents. While all responses in the raw-data form are 
important, the analysis brings to the forefront an understanding and focus for the agency. It is important to 
note that all feedback from the community is important as it applies to various areas of the department. The 
department is best served by conducting greater internal analyses of the provided feedback in order to 
formulate future objectives and strategies for continuous improvement. 

Program and Service Prioritization 
Participants were provided with an instrument to determine the prioritization of the identified eight core 
programs and services provided by the HFD. In the instrument, participants are asked to do a “direct 
comparison” between two different services as to which, in the participant’s mind, takes priority in each 
specific comparison. Each service is directly compared to another service, and this continues until all 
services are compared to all other services. Responses were then tabulated together to formulate the 
combined stakeholder result, as listed in the table. This quantitative and cumulative approach provides the 
department with a numerical prioritization ranking. It is understood that this snapshot of information 



 

 

39 
 

contains some bias as to the specific respondents. Additionally, it is understood that the use of the 
prioritization matrix provides greater statistical significance, as the respondents are required to make 28 
decisions.  

Additionally, the data can be impacted by cognitive dissonance. Because of cognitive dissonance, the 
responses may be shifted in priority due to shifting personal biases or impacts from external sources. For 
instance, there may be a shift toward more prioritization for Emergency Management in a region recently 
impacted by a natural disaster. It is hard to determine if cognitive dissonance impacts the prioritization in 
a non-normal way without further researching the external impacts and exposures provided to the 
respondents. Therefore, the department must consider the role of cognitive dissonance and its potential 
impact on the prioritization when analyzing the overall feedback provided. 

The rankings of the programs and services as provided by the community respondents are as follows: 
Table 2: Community-Prioritized Programs and Services  

Programs Ranking Score 
Emergency Medical Services  1 197 
Fire Suppression 2 183 
Technical Rescue 3 137 
Emergency Management 4 123 
Hazardous Materials Mitigation 5 78 
Community Risk Reduction 6 68 
Fire Investigation 7 64 
Public Fire and Life Safety Education 8 46 

Community Service Expectations 
Understanding what the community expects of its fire service organization is critically important to 
developing a long-range perspective. With this knowledge, internal emphasis may need to be changed or 
bolstered to fulfill the community's needs. 

Respondents were asked to list, in priority order, up to five subjects relative to the expectations they have 
for the Hoover Fire Department. Responses were then analyzed for themes and weighted. The weighting of 
the prioritized responses was as follows: if it was the respondent’s first entry, then it received five weighted 
points. Weighting gradually decreased so that if it was the respondent’s fifth entry, then it received one 
weighted point. The weighted themes were then sorted from the highest cumulative weight to the lowest 
cumulative weight and listed to follow. The numbers in the parentheses are the cumulative weighted value 
that correlated with the theme identified. While the themes are listed in prioritized, weighted order, all 
responses were important in the planning process.  
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The following are the expectation responses of the community stakeholders: 

1. Timely response. Quick and safe. Quick response. Fast response - readiness. Calls for assistance from 
the community will be answered quickly and properly directed for response. (116) 

2. They have all the training necessary to carry out their mission/saving citizens. Highly trained personnel. 
Paramedic training - EMT plus other certificates. Technical competence - be properly trained. Best 
trained firefighters. (90) 

3. Adequate resources. They have all the equipment necessary to assist citizens. Proper equipment. 
Properly equipped - material and people. Well-maintained equipment - not outdated. Leading-edge 
equipment. (59) 

4. Qualified, passionate team members. Personnel trained in proper demeanor towards victims of fire or 
other emergency. Culture of service. Servant's heart - responsive to the community - do a good job - 
even on the insignificant calls. To be the best at what they do. Dedicated personnel. (53) 

5. Community education. Community outreach - drug overdoses, lifesaving training of public for 
swimming, etc. Fire hazard training of the public. Affordable CPR classes/training. (45) 

6. Engaged in the community. They are visual in the community. Community presence. Community 
involvement/presence. Open communication with community leadership. (22) 

7. Responders will be correctly allocated, for the most effective response, from facilities that support their 
needs. Plenty of staff available. (16) 

8. Maintaining a professional appearance, which promotes public confidence. Exhibit professionalism. 
(15) 

9. Fire prevention. Proactive code enforcement, plan review, community education. Comprehensive and 
fair inspection process. (10) 

10. An understanding of senior communities and the differences in level of care provided; understanding 
what we can and cannot offer due to state regulations. Knowledgeable about population served at SNFs 
and how to best respond to residents' needs. (10) 

Historical Performance Goals 
The HFD takes great pride in being awarded an Insurance Services Organization (ISO) fire suppression 
rating of Class 1. The performance goals established for the department were in accordance with 
maintaining this prestigious Class 1 rating. Historically, the standard was to have an average response time 
of 5 minutes or less for any call for emergency service in a given unit's first-in territory. The goals and 
objectives of the department were aligned with the performance goals established by ISO in the areas of 
emergency communications, water supply, apparatus, and personnel deployment and community risk 
reduction efforts. 

The department monitors and budgets to maintain the most effective emergency communications system 
possible. The department annually evaluates all aspects of the emergency communications process from call 



 

 

41 
 

taking to processing to dispatch of appropriate units to ensure that all aspects are in accordance with NFPA 
1221 and the ISO fire suppression rating schedule section 400. This process has led to several major 
upgrades to both the dispatch center and field-level emergency communications through the use of 
computer aided dispatch with interoperability to GIS mapping of resources and assets. 

The department strives to maintain a fleet of apparatus and equipment that is in compliance with NFPA 
apparatus standards for pumping and aerial equipment. The apparatus and equipment are also periodically 
evaluated for compliance with the ISO fire protection rating schedule section 500 for the number of 
apparatus available and equipment that is carried.  

The department evaluates the deployment of both apparatus and personnel resources using historical data 
and a quality assurance/quality improvement (QA/QI) program to ensure that resource deployment is in 
accordance with all applicable NFPA standards and section 500 of the fire suppression rating schedule. The 
QA/QI program is used to ensure that all personnel receive the minimum required training to meet all 
applicable NFPA standards as well as the personnel training required by section 500 of the fire suppression 
rating schedule in the areas of company training, officer training, new and existing driver/operator training, 
and hazardous materials training. All training data is compiled, recorded, and reviewed monthly to ensure 
compliance. 

The department has various automatic and mutual aid agreements in place to provide the level of service 
required to achieve and maintain the Class 1 suppression rating. These various agreements are reviewed 
annually to ensure that all parties are in compliance with all applicable NFPA requirements as well as the 
fire suppression rating schedule regarding apparatus, personnel, and training. This is performed in 
accordance with section 500 of the fire suppression rating schedule. 

The department diligently monitors an established program of testing and maintenance procedures for fire 
hydrants, in accordance with the requirements of the fire suppression rating schedule established by ISO. 
This program evaluates the adequacy of all aspects of fire suppression water delivery, including the location 
and maintenance of the mains, valves, and other related equipment. The program tests and records delivery 
pressures in accordance with ISO schedule section 600. 

The department maintains a community risk reduction program through the use of applicable fire code 
adoption and enforcement, construction plan review, field inspection program for both occupied and 
structures under construction, and public fire safety education program. Data from all aspects of the 
community risk reduction program are evaluated through a QA/QI program to ensure compliance with 
Section 1000 of the fire suppression rating schedule. 
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G. Community Risk Assessment and Risk Levels 
Risk Assessment Methodology 
Methodology (Probability/Consequence/Impact of Event Risk) 
The Hoover Fire Department (HFD) chose to categorize risk using 
the three-axis risk calculator model. This model takes into 
consideration the probability of an event, the city-wide 
consequence of an event, and the event’s impact to the department. 

 
 
 

                  Figure 6: Three-Axis Model 
Planning Areas/Zones 

Map 11: Points of Service Delivery 

 
The HFD has chosen to use the established fire station coverage areas as planning zones. 
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Risk Assessment 
The initial risk assessment is divided into low, moderate, and high-risk fire. Moderate hazards account for 
the majority of the fire suppression demands and require a response of three engines, one ladder truck, one 
rescue unit, and one battalion chief. The high classifications require one additional engine from the 
moderate level. The assessment includes occupancy classification, fire protection systems, and other special 
hazards to establish a building/structure risk score. The building risk score is then weighted with 
community consequence, agency impact, and probability to assess the level and type of risk associated with 
each structure with the service area.    

Table 3: Probability, Consequence, and Impact Scores and Definitions 
Probability Score 

Score Threat Definition 
2 Occurs rarely (annual basis or longer) 
4 Occurs somewhat rarely or has low potential (occurs quarterly) 
6 Occurs often or has potential to occur (monthly) 
8 Occurs frequently or has frequent potential (weekly) 

10 Occurs very often or has great potential (daily) 
Consequence Score 

Score Threat Definition 
2 Impact (1) Individual / Business 
4 Impact Multiple People/ Businesses 
8 Impact Multiple People/ Businesses/ Financial Impact to City 

10 Impact City Wide – Regional  
Impact Score 

Score Threat Definition 
2 Minimal Impact – Less than 3 Personnel 
4 Minor Impact – 4 to 9 Personnel 
6 Moderate Impact – 10 to 16 Personnel 
8 Severe Impact - 17 to 24 Personnel 

10 Maximum Impact – 30 to 40 Personnel 

Fire Suppression Services 
Fire suppression response can be divided into three categories: low, moderate, and high-risk. 

Examples of a low-risk fire call would include vehicle fires, vegetation fires, dumpster, and rubbish fires. 

Examples of a moderate-risk fire would include a single-family home under 8,000 square feet or a single-
story commercial occupancy less than 5,000 square feet. 

Examples of a high-risk fire would include a single-family home over 8,000 square feet, a multi-family 
occupancy, a multi-story commercial structure, or a single-story commercial over 5,000 square feet. Fires 
in an educational, assembly, or assisted living/ nursing facility would also be considered high-risk, 
regardless of the size. 
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Risk Assessment by Address by Station - Summary – Fire Suppression  

 

Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 1 1407 29 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 2 3356 17 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 3 2662 21 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 4 1512 71 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 5 3906 26 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 6 5879 26 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 7 2385 10 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 8 2114 10 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 9 773 1 
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Risk Assessment by Address Point (Count) Moderate Risk  High Risk  
Station 10 1749 6 

Emergency Medical Services 
Calls for emergency medical services can be divided into three categories: low, moderate, and high-risk. 

Examples of low-risk EMS calls would include basic life support (BLS) such as general sickness or a non-
life-threatening traumatic injury and can be effectively mitigated with a minimum of two trained personnel.  

Examples of a moderate-risk EMS call would include advanced life support (ALS) such as a cardiac arrest 
or life-threatening traumatic injury and can be effectively mitigated with a minimum of five trained 
personnel. 

An example of a high-risk EMS response would be a mass casualty incident (MCI). Mass casualty incidents 
can vary widely as to the total number of patients and resources required, and therefore it is impossible to 
determine an effective response force for every incident of this type. The HFD has determined that the initial 
response for a reported MCI is 11 trained personnel. 
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Technical Rescue Services 
Call for rescue services can be divided into three categories: low, medium, and high-risk. 

An example of a low-risk rescue would be a simple vehicle extrication that can be mitigated with a minimum 
of three trained personnel. 

Moderate-risk rescues require a minimum of eight trained personnel. 

High-risk rescues require a minimum of 12 trained personnel. 

Hazardous Materials Services 
Calls for hazardous materials response can be divided into three categories: low, moderate, and high-risk. 

Examples of a low-risk hazardous materials response would be a fuel spill or leak of less than five gallons 
and can be mitigated by a minimum of three personnel. All front-line suppression apparatus carry the 
needed equipment, and no formal decontamination is required. 

Examples of a moderate-risk hazardous materials response would be a spill, leak, or chemical release that 
warrants entry into the hot zone and requires setting up of formal decontamination. A moderate-risk 
hazardous materials response would require a minimum of 12 trained personnel along with the 
department’s hazardous materials unit. 

A high-risk response would be any hazardous materials incident requiring hot zone entry and formal 
decontamination as described in a moderate-risk response but would also require three additional 
personnel and specialized mitigation resources from outside agencies. Examples would include incidents 
involving nuclear, radiological, or explosive materials.  

Critical Task Analysis 
Critical tasking for those emergency services provided by the HFD was determined after consulting multiple 
members across all ranks of the department. It was concluded that the following number of personnel are 
required to safely and adequately perform the tasks in the following tables for each service delivered. 
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Fire 
Table 4: Critical Tasking - Fire 

Low Risk (3)  Moderate Risk (15)  High Risk (18) 
Command-1  Command-1  Command-1 
Pump Operation-1  Pump Operation-1  Safety-1 
Fire Attack-1  Water Supply-1  Pump Operation-1 
  Initial Fire Attack-2  Water Supply-1 
  Secondary Fire Attack-2  Initial Fire Attack-2 
  Search/ Rescue-4  Secondary Fire Attack-2 
  Ventilation-2  Master Stream-2 
  RIC Team-2  Search/ Rescue-4 
    Ventilation-2 
    RIC Team-2 

EMS 
Table 5: Critical Tasking - EMS 

Low Risk (2)  Moderate Risk (5)  High Risk (11) 
Documentation-1  Documentation-1  Command-1 
Patient Care-1  Defibrillation-1  Triage/ transport-1 
  Airway management-1  Patient care-5 
  IV/ Drug therapy-1  Transport-4 
  CPR compressions-1   

Technical Rescue Services 
Table 6: Critical Tasking - Technical Rescue 

Low Risk (3)  Moderate Risk (8)  High Risk (12) 
Command-1  Command-1  Command-1 
Rescue-2  Safety-1  Safety-1 
  Rescue-2  Rescue-4 
  Support-2  Support-4 
  RIC-2  RIC-2 

HazMat 
Table 7: Critical Tasking - HazMat 

Low Risk (3)  Moderate Risk (12)  High Risk (18) 
Command-1  Command-1  Command-1 
Mitigation-2  Safety-1  Entry Officer-1 
  Decon-4  Safety-1 
  Entry-2  Decon-4 
  RIC-2  Entry-2 
  Atmospheric monitoring-1  Entry-2 
  Medical/ Rehab-1  RIC-4 
    Atmospheric monitoring-1 
    Medical/ Rehab-2 
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Risk Classification and Categories 
Table 8: Risk Scores and Classifications 

Score Rating 
0-15 LOW 
15-20 MODERATE 
20 and above HIGH 

Fire Suppression Services  
Table 9: Risk Classification - Fire 

Fire Probability Consequence Impact Risk Score Risk Level 
Dumpster, Vehicle, Grass Fire 8 2 2 12 Low 
Structure Fire (Single Family) 6 4 6 16 Moderate 
Structure Fire (Multi-Family Unit) 6 8 8 22 High 
Structure Fire (Commercial) 4 8 10 22 High 

Emergency Medical Services  
Table 10: Risk Classification - EMS 

EMS Probability Consequence Impact Risk Score Risk Level 
BLS 10 2 2 14 Low 
ALS 10 2 4 16 Moderate 
MCI 2 10 8 20 High 

Technical Rescue Services 
Table 11: Risk Classification – Technical Rescue 

Technical Probability Consequence Impact Risk Score Risk Level 
Vehicle Extrication 6 4 4 14 Low 
High Angle 2 4 8 14 Low 
Trench and Collapse 2 4 10 16 Moderate 
Swift Water 2 4 10 16 Moderate 
Confined Space 2 6 10 18 Moderate 

Hazardous Materials Services 
Table 12: Risk Classification - HazMat 

HazMat Probability Consequence Impact Risk Score Risk Level 
Small Fuel Spill 4 2 2 8 Low 
Moderate Spill or Chemical Release 2 8 6 16 Moderate 
Nuclear, Radiological or Explosive 2 10 10 22 High 
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H. Historical Perspective and Summary of System Performance 
This section contains information regarding current fire station distribution, resource concentration as it 
relates to call volume, call density, and station reliability. Also addressed in this section are the alarm 
handling times, turnout times, travel times, and total response times for each category of core service 
deliverables: fire suppression, EMS, technical rescue, and hazardous materials. Data from 2016-2019 was 
used in the development of the following tables. In addition, planning zones were further dissected and, 
using station response areas; incidents were then plotted on individual maps showing the type, location, 
and perhaps more importantly, those geographic areas with a high concentration of calls for emergency 
services.   

Distribution Factors 
Multiple factors have impacted Hoover fire station distribution over the years. Population density, travel 
distance/ response times, annexation, planned future development, and land availability, just to name a few, 
have all influenced fire station locations. Access to interstates and other main traffic arteries and target 
hazards such as schools, hotels, and large commercial developments have also directed fire station locations, 
but to a lesser extent.  

Table 13: Station Distribution 
Station 

Area 
Square 
Miles 

Road Miles 
Max. Travel Distance 
(within Station Area) 

Station 1 2.72 56 4.65 Miles 
Station 2 5.56 60 4.87 Miles 
Station 3 6.33 71 5.40 Miles 
Station 4 4.38 60 4.90 Miles 
Station 5 4.46 57 4.10 Miles 
Station 6 14.77 102 10.00 Miles 
Station 7 4.48 42 5.40 Miles 
Station 8 4.27 41 4.28 Miles 
Station 9 2.10 14 2.15 Miles 

Station 10 3.1 43 2.56 Miles 
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Concentration Factors 
The Hoover Fire Department takes into account several components when determining how best to 
distribute current resources throughout the city’s ten fire stations. Call volume and call types within a 
geographic planning zone, along with call density plays a large part in resource allocation. Another equally 
important item is the total number of fire engines and specialty units, such as rescue transport units, aerial 
apparatus, hazardous materials, and technical rescue units. All these elements affect the placement of 
apparatus and other resources. Another driving factor is the time frame it takes to assemble an effective 
response force (ERF) on-scene for a given type of emergency. 

The following table shows the current resources located within each planning zone or station area. The 
subsequent maps further detail the call volume and call type in each of the ten planning zones. Perhaps 
more importantly, the maps illustrate the call density for emergencies in relation to the location of fire 
stations. Notice that in areas of the city with a higher call volume and call density, fire stations are located 
geographically closer to ensure a faster on-scene time for the initial responding unit(s) as well as a timely 
overall response of the ERF.  

Table 14: Resource Availability by Station Area 
Station 1 Engine 1 
Station 2 Engine 2, Haz-Mat 2 (Cross-Staffed) 
Station 3 Engine 3 
Station 4 Engine 4, Truck 4, Rescue 40, Technical Rescue 4 (Cross-Staffed), Battalion 1 
Station 5 Engine 5, Rescue 41 
Station 6 Engine 6, Truck 11 
Station 7 Quint 7 
Station 8 Engine 8, Rescue 42 
Station 9 Engine 9 
Station 10  Engine 10 
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Map 12: Travel Time 

 
The above map illustrates travel time to all areas of the city. This is based on the closest fire station, taking 
into account that all units are in service. 

To ensure the most current and up to date information for analysis, the following call density maps are 
based on 2019 emergency response data. The call types are broken down into five categories: fire 
suppression, EMS, technical rescue, hazardous materials, and other calls for service. Each call type is color-
coded, and the maps are scaled to show adjacent planning zones and fire station locations.   

Other calls for service are not shown on the density maps as they are not part of the core emergency service 
deliverables. The number of other calls for service are included for each station area since they do still 
require fire department resources to mitigate. It is important to show because this can sometimes negatively 
affect areas regarding station reliability and unit concentration. Examples of other calls for service would 
include false alarms, public assistance, and weather-related incidents such as downed trees and power lines.  
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Map 13: Call Density - Station 1 (2019) 

 
Station 1  Call Density *2019 Call Data 

Fire Suppression   1 
EMS  755 
Technical Rescue  3 
Haz Mat  6 
Other Calls for Service  281 
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Map 14: Call Density - Station 2 (2019) 

 
Station 2  Call Density *2019 Call Data 

Fire Suppression   4 
EMS  806 
Technical Rescue  2 
Haz Mat  12 
Other Calls for Service  344 

  



 

 

62 
 

Map 15: Call Density - Station 3 (2019) 

 
Station 3  Call Density *2019 Call Data 

Fire Suppression   5 
EMS  905 
Technical Rescue  2 
Haz Mat  8 
Other Calls for Service  312 
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Map 16: Call Density - Station 4 (2019) 

 
Station 4  Call Density *2019 Call Data 

Fire Suppression   25 
EMS  1720 
Technical Rescue  5 
Haz Mat  10 
Other Calls for Service  583 
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Map 17: Call Density - Station 5 (2019) 

 
Station 5  Call Density *2019 Call Data 

Fire Suppression   8 
EMS  602 
Technical Rescue  1 
Haz Mat  12 
Other Calls for Service  261 
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Map 18: Call Density - Station 6 (2019) 

 
Station 6  Call Density *2019 Call Data 

Fire Suppression   8 
EMS  673 
Technical Rescue  2 
Haz Mat  18 
Other Calls for Service  326 
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Map 19: Call Density - Station 7 (2019) 

 
Station 7  Call Density *2019 Call Data 

Fire Suppression   3 
EMS  547 
Technical Rescue  1 
Haz Mat  1 
Other Calls for Service  188 
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Map 20: Call Density - Station 8 (2019) 

 
Station 8  Call Density *2019 Call Data 

Fire Suppression   8 
EMS  917 
Technical Rescue  2 
Haz Mat  5 
Other Calls for Service  316 
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Map 21: Call Density - Station 9 (2019) 

 
Station 9  Call Density *2019 Call Data 

Fire Suppression   1 
EMS  41 
Technical Rescue  0 
Haz Mat  2 
Other Calls for Service  21 
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Map 22: Call Density - Station 10 (2019) 

 
Station 10  Call Density *2019 Call Data 

Fire Suppression   1 
EMS  161 
Technical Rescue  1 
Haz Mat  2 
Other Calls for Service  91 

 
  



 

 

70 
 

Reliability Factors 
The Hoover Fire Department defines reliability as the percentage of calls for service in a station’s primary 
coverage where the resource assigned to the station is the first resource to arrive on the scene. Factors that 
impact the reliability percentage include incidents where the primary resource is already committed to 
another call for service or is out of service for required training or public education duties, among other 
things. The HFD uses data from calls that are coded as emergency incidents and does use data where services 
provided were considered to be of a non-emergency nature. This table shows the reliability percentage of 
each station and its primary assigned resource to these emergency incidents. The data is extracted from the 
total requests for service over the last four years and shows a consistent level of reliability of resources across 
the service areas.  

Table 15: Station Reliability (2016-2019) 
 2016 2017 2018 2019 

Station Station 
Reliability % 

Station 
Reliability % 

Station 
Reliability % 

Station 
Reliability % 

1 85.97% 84.72% 83.74% 79.52% 
2 83.75% 84.28% 88.21% 84.22% 
3 86.08% 88.21% 89.62% 82.85% 
4 94.93% 93.50% 95.52% 96.08% 
5 95.22% 96.57% 96.95% 96.22% 
6 90.42% 90.26% 92.57% 94.58% 
7 88.21% 88.59% 83.60% 83.74% 
8 98.67% 98.74% 97.30% 97.28% 
9 95.40% 95.51% 95.45% 95.38% 

10 95.31% 97.09% 95.08% 96.48% 
Grand Total 91.08% 91.14% 91.81% 90.44% 

Dataset Qualification 
For quality assurance, an automated report is generated at the end of each shift detailing number of calls 
and type, responding units, and times including call processing and response. This report is then reviewed 
by the battalion shift commander(s), chief officers at fire headquarters, and Hoover 911 supervisors. Any 
run times that fall outside of the 90th percentile are further investigated to determine the circumstances 
surrounding the call. Calls that are found to be true outliers due to timestamp errors or other factors are not 
used when reporting total ERF response times. Furthermore, outliers are not totally ignored and may be 
used for training purposes when addressing dispatch procedures or errors in reporting. An example of a 
typical outlier would include an incident where the on-scene time for an ERF is affected by a rescue truck 
responding to third-in territory due to several simultaneous EMS calls or if one of the first in units was out 
of service. Another example would be an incident that was initially dispatched as non-emergency but is then 
upgraded to emergency while units are en route, which could result in an extended response time. 
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Inclusion Criteria for Data Study 
• Alarm Handling Time (from 911 call received to initial dispatch) = Greater than 10 seconds and less 

than 6 minutes. 
• Turnout Time (1st Unit) (from initial dispatch to 1st unit en route) = Greater than 15 seconds and less 

than 4 minutes. 
• Travel Time (from en route to 1st unit arrival on scene) = Greater than 30 seconds and less than 18 

minutes. 
• Response Time (from 911 call received to 1st unit arrival on scene) = Greater than 1 minute and less 

than 20 minutes. 

Baseline Performance Tables 
On the following tables, a dramatic increase in alarm handling time between the years 2017 and 2018 is 
noted. This is due to an updated computer aided dispatch (CAD) system that was implemented in early 
2018. Prior to the new system, dispatchers had the ability to start the alarm handling clock anytime during 
the initial call for service. With the current CAD system, the clock automatically starts as soon as the 
dispatcher answers. As dispatchers have become more familiar with the current system and with additional 
training, overall alarm handling time has measurably decreased. 

Low Risk Fire 
90th Percentile Times 
Baseline Performance 

2016-
2019 2019 2018 2017 2016 

Alarm 
Handling Pick-up to Dispatch 02:12 02:22 03:15 01:09 01:14 

Turnout 
Time 

Turnout Time             
1st Unit 01:54 01:50 01:58 01:58 01:48 

Travel 
Time 

Travel Time               
1st Unit                      

Distribution 
08:26 07:41 08:52 07:51 08:48 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

11:02 10:43 12:07 09:33 10:08 

n=531 n=124 n=112 n=111 n=184 
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Moderate Risk Fire 
90th Percentile Times 
Baseline Performance 

2016-
2019 2019 2018 2017 2016 

Alarm 
Handling Pick-up to Dispatch 01:38 01:52 01:37 01:16 00:52 

Turnout 
Time 

Turnout Time             
1st Unit 02:09 02:07 02:14 01:53 01:57 

Travel 
Time 

Travel Time               
1st Unit                      

Distribution 
06:55 07:29 06:33 06:27 06:55 

Travel Time               
ERF                      

Concentration 
14:25 13:50 14:25 16:21 12:46 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

09:52 10:22 09:52 09:11 08:28 

n=193 n=44 n=53 n=44 n=52 
Total Response Time 

ERF       
Concentration 

16:24 15:23 16:25 18:38 15:26 

n=60 n=14 n=20 n=10 n=16 
 

High Risk Fire 
90th Percentile Times 
Baseline Performance 

2016-
2019 2019 2018 2017 2016 

Alarm 
Handling Pick-up to Dispatch 01:54 02:10 01:57 00:55 00:37 

Turnout 
Time 

Turnout Time             
1st Unit 02:16 02:12 02:19 02:04 02:16 

Travel 
Time 

Travel Time               
1st Unit                      

Distribution 
06:08 06:41 05:52 06:29 05:30 

Travel Time               
ERF                      

Concentration 
13:17 15:10 13:17 10:41 15:53 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

08:52 9:37 08:43 08:20 06:46 

n=159 n=47 n=42 n=30 n=40 
Total Response Time 

ERF       
Concentration 

16:45 17:25 15:21 11:16 12:43 

n=35 n=11 n=8 n=6 n=10 
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Low Risk EMS 
90th Percentile Times 
Baseline Performance 

2016-
2019 

2019 2018 2017 2016 

Alarm 
Handling 

Pick-up to Dispatch 02:04 02:23 02:25 01:15 01:09 

Turnout 
Time 

Turnout Time             
1st Unit 

01:57 01:58 02:02 01:54 01:51 

Travel 
Time 

Travel Time                
1st Unit                      

Distribution 
06:54 06:52 07:07 06:54 06:40 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

09:32 10:01 10:16 08:40 08:29 

n=18089 n=5175 n=4828 n=4135 n=3951 

 
Moderate Risk EMS 

90th Percentile Times 
Baseline Performance 

2016-
2019 

2019 2018 2017 2016 

Alarm 
Handling 

Pick-up to Dispatch 01:42 02:02 02:06 01:10 01:04 

Turnout 
Time 

Turnout Time             
1st Unit 

01:56 01:59 02:04 01:53 01:52 

Travel 
Time 

Travel Time                
1st Unit                      

Distribution 
06:37 06:51 06:50 06:30 06:28 

Travel Time               
ERF                      

Concentration 
11:42 12:35 11:49 11:09 11:11 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

08:59 09:50 09:44 08:19 08:13 

n=11739 n=2292 n=2650 n=3511 n=3286 

Total Response Time 
ERF       

Concentration 

14:21 15:58 14:41 13:09 13:16 

n=5930 n=1379 n=1476 n=1582 n=1493 
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Low Risk Technical Rescue 
90th Percentile Times 
Baseline Performance 

2016-
2019 

2019 2018 2017 2016 

Alarm 
Handling 

Pick-up to Dispatch 02:04 02:19 02:46 01:37 01:05 

Turnout 
Time 

Turnout Time             
1st Unit 

02:04 01:49 02:16 02:11 02:02 

Travel 
Time 

Travel Time                
1st Unit                      

Distribution 
07:34 09:48 10:21 06:30 07:16 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

10:03 13:15 13:21 08:45 09:44 

n=74 n=19 n=18 n=20 n=27 

 
Moderate Risk Technical Rescue 

90th Percentile Times 
Baseline Performance 

2016-
2019 2019 2018 2017 2016 

Alarm 
Handling Pick-up to Dispatch 02:53 03:10 04:12 01:42 00:29 

Turnout 
Time 

Turnout Time             
1st Unit 01:41 01:34 01:41 02:29 01:28 

Travel 
Time 

Travel Time                
1st Unit                      

Distribution 
07:38 07:46 04:32 07:38 05:17 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

11:02 10:48 12:39 09:09 06:56 

n=18 n=4 n=4 n=7 n=3 
 

Low Risk HazMat 
90th Percentile Times 
Baseline Performance 

2016-
2019 2019 2018 2017 2016 

Alarm 
Handling Pick-up to Dispatch 02:02 02:05 02:35 01:13 01:07 

Turnout 
Time 

Turnout Time             
1st Unit 01:42 01:51 01:37 01:44 01:43 

Travel 
Time 

Travel Time                
1st Unit                      

Distribution 
08:28 08:35 09:35 08:21 07:31 

Total 
Response 

Time 

Total Response Time 
1st Unit on Scene          

Distribution 

10:58 12:01 12:17 09:39 08:58 

n=318 n=94 n=66 n=74 n=84 

 

. 
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I. Evaluation of Service Delivery 
To establish performance benchmarks, input, and data from multiple sources were used. Community risk 
assessment and critical tasking played a large part in developing these benchmarks. Nationally accepted 
standards were also referenced, such as the National Fire Protection Association (NFPA) 1710, NFPA 1221, 
and the Insurance Services Office (ISO) grading schedule. Additionally, community expectations and 
concerns, as outlined in the Hoover Fire Department’s (HFD) 2020-2025 strategic plan, were taken into 
account. Performance objective benchmarks are goals that can be measured and evaluated.   

Data review and analysis across all four emergency service deliverables have facilitated the development of 
performance baselines. Current baseline performance is vital to provide a clear starting point. Established 
baselines are compared with accepted benchmarks to identify any gaps in service. Baselines have been 
established using data from 2016 - 2019. This data is collected citywide and represents the actual 90th 
percentile metrics.    

Performance Objectives – Benchmarks 
Alarm Handling and Turnout Time Benchmarks (for all Service Programs) 

Call Processing Performance 
For 90 percent of all fire suppression, technical rescue, and hazardous materials incident types, alarm 
handling time shall be 1 minute. For 90 percent of all emergency medical service (EMS) incident types, 
alarm handling time shall be 1 minute and 30 seconds.   

Turnout Time Performance  
For 90 percent of all EMS incident types, turnout time for the first-due unit shall be 1 minute. For 90 percent 
of fire suppression, technical rescue, and hazardous materials incident types, turnout time for the first-due 
unit shall be 1 minute and 20 seconds.   

Fire Suppression Services Program 
For 90 percent of all low-risk fire suppression incidents, the total response time for the arrival of 
the first-due unit, staffed with a minimum of 3 personnel, shall be: 6 minutes and 20 seconds in all 
areas. The first-due unit for all fire suppression risk levels shall be capable of establishing command, 
providing 500 gallons of water and 1,250 gallons per minute (GPM) pumping capacity, advancing 
an attack line flowing a minimum of 150 GPM and/or initiating victim rescue. 

For 90 percent of all moderate-risk fire suppression incidents, the total response time for the arrival 
of the ERF, staffed with a minimum of 15 personnel shall be: 12 minutes in all areas. The ERF shall 
be capable of establishing command, providing an uninterrupted water supply, advancing an attack 
line and a backup line for fire control, establishing RIC team, forced entry, victim search and rescue, 
ventilating the structure, and performing salvage and overhaul. 
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For 90 percent of all high-risk fire suppression incidents the total response time for the arrival of 
the ERF, staffed with a minimum of 18 personnel, shall be: 15 minutes in all areas. The ERF shall 
be capable of establishing command, appointing a safety officer, providing an uninterrupted water 
supply, advancing an attack line and a backup line for fire control, establishing and manning a 
master stream device, establishing rapid intervention crew (RIC) team, forced entry, victim search 
and rescue, ventilation and performing salvage and overhaul. 

Emergency Medical Services Program 
For 90 percent of all low-risk EMS incidents, the total response time for the arrival of the first-due 
unit, staffed with a minimum of 2 personnel, shall be: 6 minutes and 40 seconds in all areas. The 
first-due unit shall be capable of assessing scene safety and establishing command, documentation, 
conducting an initial patient assessment to include obtaining vitals, and providing medical 
treatment to encompass all basic life support (BLS) procedures including cardiopulmonary 
resuscitation (CPR) and automatic external defibrillation (AED). 

For 90 percent of all moderate-risk EMS incidents, the total response time for the arrival of the ERF, 
staffed with a minimum of 5 personnel, shall be: 11 minutes and 20 seconds in all areas. The ERF 
shall be capable of assessing scene safety and establishing command, documentation, conducting an 
initial patient assessment to include obtaining vitals, and providing medical treatment to encompass 
all BLS procedures and advanced life support (ALS) procedures such as advanced airway 
management cardiac support techniques, intravenous access, and drug therapy. The ERF will be 
capable of patient transport in accordance with department standard operating guidelines. 

For 90 percent of all high-risk EMS incidents, the total response time for the arrival of the ERF, 
staffed with a minimum of 11 personnel, shall be: 15 minutes in all areas. The ERF shall be capable 
of assessing scene safety and establishing command, documentation, conducting an initial patient 
assessment to include obtaining vitals, and providing medical treatment to encompass all BLS 
procedures and ALS procedures such as advanced airway management cardiac support techniques, 
intravenous access, and drug therapy. The ERF will also include a triage/ transport officer and be 
capable of providing immediate transport for up to two critical patients. 
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Technical Rescue Program 
For 90 percent of all low-risk technical rescue incidents, the total response time for the arrival of 
the first-due unit, staffed with a minimum of 3 personnel, shall be: 7 minutes in all areas. The first-
due unit shall be capable of: establishing command, scene size-up and safety, determining the need 
for additional resources, and performing victim rescue using basic techniques and equipment.  

For 90 percent of all moderate-risk technical rescue incidents, the total response time for the arrival 
of the ERF, staffed with a minimum of 8 personnel to include the technical rescue team, shall be: 10 
minutes and 30 seconds in all areas. In addition to the capabilities outlined for low-risk technical 
rescue response, the ERF shall be capable of appointing a safety officer, providing additional trained 
personnel and specialized equipment to support the rescue team, and establishing a RIC team. 

For 90 percent of all high-risk technical rescue incidents, the total response time for the arrival of 
the ERF, staffed with a minimum of 12 personnel to include the technical rescue team, shall be: 15 
minutes in all areas. In addition to the capabilities outlined for moderate-risk technical rescue 
incidents, the ERF shall be capable of providing the additional staffing required for rescue and 
support roles in larger scale and prolonged incidents. 

Hazardous Materials Services Program 
For 90 percent of all low-risk hazardous materials response incidents the total response time for 
the arrival of the first-due unit, staffed with a minimum of 3 personnel, shall be: 7 minutes and 20 
seconds in all areas. The first-due unit shall be capable of: establishing command, scene size-up, 
mitigating low risk spills and/ or leaks, determining the need for additional resources, and 
establishing a hot, warm, and cold zone when warranted.  

For 90 percent of all moderate-risk hazardous materials response incidents the total response time 
for the arrival of the ERF staffed with a minimum of 12 personnel to include the hazardous materials 
response team, shall be: 11 minutes and 20 seconds in all areas. In addition to the capabilities 
outlined for low-risk hazardous materials response, the ERF shall be capable of: appointing a safety 
officer, providing trained personnel and specialized equipment, atmospheric monitoring, making 
entry into a hot zone, setting up and performing formal decontamination, establishing a RIC team, 
and providing for medical rehabilitation.  

For 90 percent of all high-risk hazardous materials response incidents the total response time for 
the arrival of the ERF staffed with a minimum of 18 personnel to include the hazardous response 
team, shall be: 15 minutes in all areas. In addition to the capabilities outlined for moderate-risk 
hazardous materials response, the ERF shall be capable of appointing an entry officer, establishing 
a secondary entry team and RIC team, and providing additional personnel for medical 
rehabilitation. 
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Table 16: Benchmark Objective Summary 

90th Percentile 
Fire 

Suppression 
EMS Tech Rescue Haz-Mat 

Alarm 
Handling 

Pick-up to 
Dispatch 

01:00 01:30 01:00 01:00 

Turnout Time 
Turnout time 1st 

Unit 
01:20 01:00 01:20 01:20 

Travel Time 

Travel Time 
1st unit 

04:00 04:10 05:00 05:00 

Travel Time 
ERF 

Mod- 09:00 
High – 12:40 

Mod- 09:00 
High – 12:40 

Mod- 09:00 
High – 12:40 

Mod- 09:00 
High – 12:40 

Total Response 
Time 

Total Response 
Time - 1st unit 

06:20 06:40 07:20 07:20 

Total Response 
Time - ERF 

Mod- 11:20 
High – 15:00 

Mod- 11:30 
High – 15:00 

Mod- 10:30 
High – 15:00 

Mod- 11:20 
High – 15:00 

Performance Objectives – Baselines  
Fire Suppression Services Program 
The department’s baseline statements reflect actual performance from 2016 to 2019. The department does 
not rely on the use of automatic aid from neighboring fire departments to provide its effective response 
force complement of personnel. The department’s actual baseline service level performance is as follows: 

For 90 percent of all low-risk fire suppression incidents during this time period, the total response 
time for the arrival of the first unit, staffed with a minimum of 3 personnel, is: 11 minutes and 02 
seconds. The first-due unit for all fire suppression risk levels is capable of establishing command, 
providing 500 gallons of water and 1,250 gallons per minute (GPM) pumping capacity, advancing 
an attack line flowing a minimum of 150 GPM and/or initiating victim rescue. 

For 90 percent of all moderate-risk fire suppression incidents during this time period, the total 
response time for the arrival of the first unit, staffed with a minimum of 3 personnel, is: 9 minutes 
and 52 seconds. The first-due unit for all fire suppression risk levels is capable of establishing 
command, providing 500 gallons of water and 1,250 GPM pumping capacity, advancing an attack 
line flowing a minimum of 150 GPM and/or initiating victim rescue. 

For 90 percent of all moderate-risk fire suppression incidents, the total response time for the arrival 
of the ERF, staffed minimum of 15 personnel, is: 16 minutes and 24 seconds. The ERF is capable 
of establishing command, providing an uninterrupted water supply, advancing an attack line and a 
backup line for fire control, establishing RIC team, forced entry, victim search and rescue, 
ventilating the structure, and performing salvage and overhaul. 
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For 90 percent of all high-risk fire suppression incidents, the total response time for the arrival of 
the ERF, staffed minimum of 18 personnel, is: 16 minutes and 45 seconds. The ERF is capable of 
establishing command, appointing a safety officer, providing an uninterrupted water supply, 
advancing an attack line and a backup line for fire control, establishing and manning a master stream 
device, establishing RIC team, forced entry, victim search and rescue, ventilation, and performing 
salvage and overhaul. 

Emergency Medical Services Program 
The department’s baseline statements reflect actual performance from 2016 to 2019. The department does 
not rely on the use of automatic aid from neighboring fire departments to provide its effective response 
force complement of personnel. The department’s actual baseline service level performance is as follows: 

For 90 percent of all low-risk EMS incidents, the total response time for the arrival of the first-due 
unit, staffed with minimum of 2 personnel, is: 9 minutes and 32 seconds. The first-due unit is 
capable of assessing scene safety and establishing command, documentation, conducting an initial 
patient assessment to include obtaining vitals, and providing medical treatment to encompass all 
BLS procedures, including CPR and AED. 

For 90 percent of all moderate-risk EMS incidents, the total response time for the arrival of the ERF, 
staffed with minimum of 5 personnel, is: 14 minutes and 21 seconds. The ERF is capable of 
assessing scene safety and establishing command, documentation, conducting an initial patient 
assessment to include obtaining vitals, and providing medical treatment to encompass all BLS and 
ALS procedures such as advanced airway management cardiac support techniques, intravenous 
access, and drug therapy. The ERF is capable of patient transport in accordance with department 
standard operating guidelines. 

There were no high-risk EMS incidents during 2016 – 2019, so no baseline performance statements are 
provided here. 
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Technical Rescue Program 
The department’s baseline statements reflect actual performance from 2016 to 2019. The department does 
not rely on the use of automatic aid from neighboring fire departments to provide its effective response 
force complement of personnel. The department’s actual baseline service level performance is as follows: 

For 90 percent of all low-risk technical rescue incidents, the total response time for the arrival of 
the first-due unit, staffed with a minimum of 3 personnel, is: 10 minutes and 03 seconds. The first-
due unit is capable of: establishing command; evaluating the need for additional resources; and 
controlling immediate hazards and life safety issues. 

For 90 percent of all moderate-risk technical rescue incidents, the total response time for the arrival 
of the first-due unit, staffed with a minimum of 8 personnel, is: 11 minutes and 02 seconds. The 
first due unit is capable of appointing a safety officer, providing additional trained personnel and 
specialized equipment to support the rescue team and establishing a RIC team. 

There were not a sufficient number of moderate or high-risk technical rescue incidents during 2016 – 2019 
required an ERF, therefore no baseline performance statements for the ERF are provided here. 

Hazardous Materials Services Program 
The department’s baseline statements reflect actual performance from 2016 to 2019. The department does 
not rely on the use of automatic aid from neighboring fire departments to provide its effective response 
force complement of personnel. The department’s actual baseline service level performance is as follows: 

For 90 percent of all low-risk hazardous materials incidents, the total response time for the arrival 
of the first-due unit, staffed with minimum of 3 personnel, is: 10 minutes and 58 seconds. The first-
due unit is capable of: establishing command, scene size-up, mitigating low risk spills and/ or leaks, 
determining the need for additional resources and establishing a hot, warm, and cold zone when 
warranted.  

There were no moderate or high-risk hazardous materials incidents during 2016 -2019; therefore, no 
baseline performance statements are provided here. 

  



 

 

81 
 

Performance Gaps – Baseline to Benchmark Time Gap  
Fire Suppression Services Program 

Low Risk – Fire Suppression 
90th Percentile 

Baseline  
2016-2019 

Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 2:12 1:00 1:12 120% 
Turnout Time Turnout time 1:54 1:20 0:34 43% 
Travel Time Travel Time 8:26 4:00 4:26 111% 

Total Response Time Total Response Time 11:02 6:20 4:42 74% 
Moderate Risk – Fire Suppression 

90th Percentile 
Baseline  

2016-2019 
Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 1:38 1:00 0:38 63% 
Turnout Time Turnout time 1st Unit 2:09 1:20 0:49 61% 

Travel Time 

Travel Time 
1st Unit 

6:55 4:10 2:45 66% 

Travel Time 
ERF 

14:25 9:00 5:25 60% 

Total Response Time 

Total Response Time 
1st Unit 

9:52 6:30 3:22 52% 

Total Response Time 
ERF 

16:24 12:00 4:24 37% 

High Risk – Fire Suppression 
90th Percentile 

Baseline  
2016-2019 

Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 1:54 1:00 0:54 90% 
Turnout Time Turnout time 1st Unit 2:16 1:20 0:56 70% 

Travel Time 

Travel Time 
1st Unit 

6:08 4:10 1:58 47% 

Travel Time 
ERF 

13:17 12:40 0:37 5% 

Total Response Time 

Total Response Time 
1st Unit 

8:52 6:30 2:22 36% 

Total Response Time 
ERF 

16:45 15:00 1:45 12% 

Emergency Medical Services Program 
Low Risk – EMS 
90th Percentile 

Baseline  
2016-2019 

Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 2:04 1:30 0:34 38% 
Turnout Time Turnout time 1:57 1:00 0:57 95% 
Travel Time Travel Time 6:54 4:10 2:44 66% 

Total Response Time Total Response Time  9:32 6:40 2:52 43% 
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Moderate Risk – EMS 
90th Percentile 

Baseline  
2016-2019 

Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 1:42 1:30 0:12 13% 

Turnout Time 
Turnout Time  

1st Unit 
1:56 1:00 0:56 93% 

Travel Time 

Travel Time 
1st Unit 

6:37 4:10 2:27 59% 

Travel Time 
ERF 

11:42 9:00 2:42 30% 

Total Response Time 

Total Response Time 
1st Unit 

8:59 6:30 2:29 38% 

Total Response Time 
ERF 

14:21 11:30 2:51 25% 

Technical Rescue Program 
Low Risk – Tech Rescue 

90th Percentile 
Baseline  

2016-2019 
Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 2:04 1:00 1:04 107% 
Turnout Time Turnout time 2:04 1:20 0:44 55% 
Travel Time Travel Time 7:34 5:00 2:34 51% 

Total Response Time Total Response Time  10:03 7:20 2:43 37% 
Moderate Risk – Tech Rescue 

90th Percentile 
Baseline  

2016-2019 
Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 2:53 1:00 1:53 188% 

Turnout Time 
Turnout time  

1st Unit 
1:41 1:20 0:21 26% 

Travel Time 
Travel Time 

1st Unit 
7:38 5:00 2:38 53% 

Total Response Time 
Total Response Time  

1st Unit 
11:02 10:30 0:32 36% 

Hazardous Materials Services Program 
Low Risk – Haz-Mat 

90th Percentile 
Baseline  

2016-2019 
Objective Variance Variance % 

Alarm Handling Pick-up to Dispatch 2:35 1:00 1:35 158% 
Turnout Time Turnout time 1:42 1:20 0:22 28% 
Travel Time Travel Time 8:28 5:00 3:28 69% 

Total Response Time Total Response Time  10:58 7:20 3:38 50% 

 
  



 

 

83 
 

Community Areas for Program Delivery and Coverage Improvement 
The interstate system poses a special challenge when attempting to meet performance benchmarks due to 
several factors. Limited access and inaccurate caller information are the primary factors resulting in 
extended response times for emergency services. Recent data shows the need for possibly identifying the 
areas of the interstate system covered as a separate response zone. Not enough data currently exists to 
warrant a change, but if this trend continues, it will need to be addressed. This would, in turn, change 
baseline performance across all deliverables and make performance benchmarks more attainable within the 
remaining response zones.      

Recommendations for Improved Effectiveness in Deployment and Coverage 
• Continue to enhance data capture and quality through training and constant review. 

• Implement automatic vehicle location (AVL) drive recommendations with turn by turn.  

• Modify standard operating guidelines (SOG) to allow units to respond in order of dispatch. 

• Consider silent dispatch with mobile data terminals (MDTs). 

• Timely and strategic move ups to ensure adequate coverage during prolonged multi-unit calls. 

• Procure and implement a modern records management system (RMS). 

• Continually evaluate and review goals and baselines. 

• Work with Hoover 911 Center to identify ways to reduce call processing times. 

• Work with personnel across all ranks to identify and correct issues that may result in extended 
turnout times. 

• Fully implement global positioning system (GPS) traffic preemptive devices on every unit and traffic 
light.  

• Development and review comprehensive mutual/automatic aid procedures with neighboring 
departments. 
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J. Performance Maintenance and Improvement Plans 

Compliance Team / Responsibility 
In order to verify that current service level objectives are being met, evaluation of service level baselines will 
be conducted on a continuous and systematic basis. The compliance team, made up of the accreditation 
manager, assistant fire chief, training chief, shift battalion chiefs, EMS captain, and a 911 Center 
representative along with assistance from the fire department information technology (IT) group, will meet 
to review service level baselines for each deliverable on a quarterly basis. The compliance review meeting 
shall conclude with a written summary of the results of the service level objectives, a comparison of current 
results to past results and computations of the difference in outcomes between time periods.  

Performance Evaluation and Compliance Strategy 
In addition to the compliance team’s review of service level objectives each station captain, with input and 
assistance from the fire prevention division and the fire department IT group, will review the response 
demands within each of their respective planning zones with special attention given to previously identified 
or potential new risks. Station captains will then determine if there have been any changes within a planning 
zone, changes in service demands or variations in standards or operations 
that affect the service level objectives or the Standard of Cover (SOC) 
document. These reviews will be conducted on a semi-annual basis and 
will coincide with departmental pre-incident planning. 

Compliance Verification Reporting  
The current compliance reporting includes daily, monthly, quarterly, 
and annual reporting using SQL Server Reporting Services (SSRS) of 
the baselines compared to the benchmarks. The Hoover Fire Department 
(HFD) will continue to develop and enhance the reporting capabilities to 
include performance, exceptions, and variance style reporting by unit, shift, station, response zone, etc. The 
compliance team, on a quarterly basis, will meet and work together to collect the required information and 
assist the accreditation manager with the explanation and presentation of data. Using said data, any 
adjustments or considerations for improvement towards achieving targeted goals will be identified and 
communicated to internal stakeholders during quarterly briefings. Significant information obtained from 
these quarterly briefings will, in turn, be complied into a single report detailing the step by step 
implementation, expected outcome(s) and estimated financial obligation of recommended changes or 
enhancements. This final report, to be completed on an annual basis, will be presented to the fire chief by 
the accreditation manager for consideration. The fire chief will have the final responsibility to deliver the 
annual report and to present any information or recommendations to city administration and/ or elected 
officials.  
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Continuous Improvement Strategy 
The HFD is dedicated to the continuous evaluation and improvement of services. Clear and accurate data 
will be used to aid in identifying any shortfalls and/or gaps in service. This same data will be used when 
weighing the need for changes, improvements, and determining best practices. Information gleaned from 
after-action reviews (AAR) may also be used to direct any needed changes to departmental SOGs or 
procedures. Meetings with internal and external stakeholders will be conducted at a minimum of once every 
three years to hear concerns and develop a plan to address any changes in stakeholder expectations.  
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