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The Alternative Response Program (soon to be known as the Crisis Response Program) within the City of Surprise Fire Department is a program designed to provide on-scene crisis intervention services to the citizens of Surprise and the surrounding communities.  The program consists of dedicated, professionally trained volunteers. The Alternative Response unit may be dispatched by Phoenix fire alarm to respond and work in partnership with all Northwest Valley fire departments and police agencies.  They also work with social service agencies by providing high-quality crisis intervention, support and referral services to the community. 
* Describe your jurisdiction, the history of the situation(s), which gave rise to the innovation’s need, and additional underlying, factors. 

The City of Surprise is one of the fastest growing cities in America.  The population within the City of Surprise has mushroomed from 10,737 in 1995 to an estimated 96,000 today. The increase in population, incidents and call types has made it necessary to develop multiple response programs to better serve the needs of the community. Fire department response times are essential in meeting the needs of people in crisis situations. Due to the need of fire personnel needing to be available to respond to the next emergency call it was determined that a program needed to be put in place to stay on scene to assist families with social services. The Alternative Response Program was created to provide a wide range of referral and social services to the community. These services help to increase the level of customer service provided by the City of Surprise Fire Department.  With this program in place, when there are emergency calls such as house fires, auto accidents and numerous other emergency situations, there are trained and dedicated volunteers available to assist families with getting the help they need. This volunteer program is most effective and successful when services are provided shortly after the crises event occurs. 
*Describe the innovation’s importance, internal impact, and community benefits. 

The Internal impact this program has made within the City of Surprise is that it frees up firefighters and police officers, allowing them to be able to respond to the next emergency call. Families are not left on scene alone without assistance or social and referral services. In this way, the program helps to decrease response times by emergency personnel to additional calls for assistance.
*Who has benefited from the innovation? 

The community benefits by having a volunteer who is caring, professional and knowledgeable in assisting people during the most crucial and traumatizing times of their lives. It is extremely difficult for a person who has been through recent trauma to clearly think out the next steps needed to obtain assistance or conduct normal daily business. Examples of services are: Volunteers assisting individuals with making funeral arrangements or contacting clergy for a loved one whom is deceased. Volunteers will contact Red Cross and arrange for Red Cross to provide services to families whose home was destroyed by fire. These individuals will assist in making temporary arrangements for food and shelter. They will also assist Police with domestic violence situations. 
*How was the innovation initiated and implemented?
            The Alternative Response program originated in the City of Phoenix Fire Department and the idea of bringing it to Surprise was that of Assistant Chief Clint Mills who thought the citizens of Surprise and the surrounding communities needed such a program in place. This idea was then brought to the attention of the Surprise firefighters who agreed it was a great idea. The Surprise Fire Department put a committee of firefighters together to research what would be needed and spent 12 months laying the groundwork. The van went in service for the first time on Jan. 19, 2001. The program started with 15 volunteers working Friday and Saturday nights. For the first year and a half, the volunteers drove a used van donated by the City and Alternative Response 
volunteers occupied a small space at Fire Station 301. This space served as an area for volunteers to complete documentation, make follow-up telephone calls and rest between calls.
*What risks were associated with planning and developing the innovation?
The risks that have been identified with planning and developing this innovation are as follows: 
1) A possibility of volunteers being harmed when responding to crisis situations not unlike others working in the emergency and crisis response field.                                                

2) A possibility of the services provided overlapping with services and positions already in place to assist people in crisis situations.  
To address these risk issues, policy and procedures were developed and implemented to minimize the level of risk volunteers would encounter when responding to crisis calls. Also, gathering information and determining what services were mostly needed on crisis calls and how to provide that service was done for further development of the program.  Lastly, making contact with organizations commonly involved during crisis situations and facilitating a relationship with them. Communicating with these organizations helped with limiting duplication of services already put in place to assist victims.   
*What was the environment in which the innovation was created and sustained?                                             
The environment in which the innovation was created and sustained was in the emergency response environment since it is through the fire department. Once on scene, the fire department organizes into sectors to mitigate crisis situations. The Alternative Response program falls under the Occupant Services Sector which provides after crisis care and social work delivery to people affected by a traumatizing event. 
*What were execution costs and savings?
The estimated cost of beginning such a program was between $15,000-$100,000 depending on facility, resources, equipment, operations cost and donations.
The estimated savings are based on the number of shift hours the volunteers provided and the national standard regarding the dollar amount of a volunteer hour.   Based on “The Independent Sector/Research-The Value of Volunteer Time”, in 2002 the 

dollar value of a volunteer hour was $16.74. In 2002, at the beginning of the Alternative Response program, volunteers donated 13,111 shift hours. The savings are calculated at $219,478.14. Savings can also be spoken to in terms of allowing paid Police and Fire personnel to go available to respond to the next emergency decreasing the need for additional paid personnel, thus increasing the amount of savings provided by establishing the Alternative Response program. 
*What lessons were learned that could be shared with other local government?
1)
One lesson learned is effective adequate training provided to volunteers. Make sure the work force is properly trained and equipped to complete and succeed in the program mission. 
2) 
Support from all levels of City government including elected officials is crucial. 
3)
The volunteer program should be based on a risk management profile. Make sure         Risk Management has the program and volunteers fully insured and covered.
4) Recruiting and retention of volunteers is difficult. Make sure program includes well funded incentives. 
5) Allow volunteers to participate on committees to make decisions regarding incentives, work place conditions and equipment needs. 
6) Utilization of program volunteer mentors has had tremendous positive effects on the program. 
7) Hire qualified exceptional personnel to manage program.  
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