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AMERICAN AMBULANCE
STREAMLINES EMS
DOCUMENTATION

WORKFLOWS WITH Al

“The narrative is really the
longest time piece...because
you’re sitting there typing it out.”

- Scott Charlston,
CQI/CQA Coordinator

THE CHALLENGE

As the sole ALS provider across Kings County, Fresno County, and Madera County, American
Ambulance operates at significant scale. With approximately 150 ambulances in service
each day and around 200,000 transports annually, crews are responsible for a high volume
of complex patient care and documentation.

In this environment, maintaining efficient and accurate documentation is critical,

with narrative writing often taking the most time to complete. “The narrative is really

the longest time piece...because you’re sitting there typing it out,” explained CQI/CQA
Coordinator Scott Charlston, who oversees the organization’s ImageTrend environment and
supports multiple agencies.

Crews often had to manually type detailed patient narratives, revisiting sections to correct
spelling, add missing details, or rework phrasing. These steps slowed report completion
and added friction to an already demanding workflow, especially during high call volumes
or long shifts. At the same time, maintaining consistency and completeness across



documentation fields like treatment entries required careful review, as well as follow-up
from QA and leadership teams.

These pressures created a growing need for a faster, more efficient way to document
patient care without compromising quality.

THE SOLUTION

To address these challenges, American Ambulance began implementing Al Assist to
support documentation workflows within ImageTrend.

Rather than rolling it out broadly all at once, Charlston and his team took a phased
approach. The initial rollout focused on a select group of high-performing documenters,
including supervisors, field training officers, and critical care team members. “That gave
us a chance to gather feedback and build training before rolling it out more widely,”
Charlston said.

From there, the organization developed structured training and incorporated it into its

quarterly continuing education (CE) process, ensuring all crews had exposure to the tool
and guidance on how to use it effectively.

Al Assist quickly became most valuable in two key areas:

Narrative documentation through speech-to-text dictation
Image capture to scan face sheets, medications, and other

& patient information

Crews primarily used Al Assist to dictate narratives, allowing them to capture patient
stories more naturally while reducing manual typing. “Having that be able to dictate and
have good grammar...is really the biggest piece for us,” Charlston said.

Together, these capabilities helped reduce one of the most time-intensive parts of
documentation, allowing crews to complete reports more efficiently while maintaining the
level of detail required.


https://www.imagetrend.com/product-feature-sheets/literature-elite-ai-assist/?_rt=NnwxfGFpIGFzc2lzdHwxNzgwMDg3NjA0&_rt_nonce=d15e070e95

THE OUTCOME

Since implementing Al Assist, American Ambulance has seen several measurable and
observed improvements across their documentation workflows:

FASTER NARRATIVE COMPLETION
@ Crews can complete narratives more quickly using
’» dictation, reducing one of the most time-intensive

parts of the PCR runs.

MORE DETAILED DOCUMENTATION
u-? Narratives generated with Al Assist tend to be
o longer and more complete compared to manually

typed reports.

IMPROVED DATA CAPTURE

@ Increased use of scanning contributes to capturing
additional details, such as health insurance policy
numbers from face sheets.

BETTER TREATMENT DOCUMENTATION
=20

More treatments are being properly documented in

E‘I}I structured fields rather than only in the narrative,

reducing the need for QA follow-up.

STRONG CREW ADOPTION

+4" Crews consistently point to dictation and image
capture as standout features, and the tool has quickly
become a valued part of the documentation workflow.

Adopting Al: From

Rollout to Routine

While not every
improvement is easily

captured in a single metric,

the shift in how crews
approach documentation

has been clear. As Al Assist
became more widely used
across the team, narrative
writing moved from a manual,
time-intensive task to a more
natural part of the workflow,
allowing crews to complete
reports with less interruption.
Today, Al-driven
documentation has become an
expected part of the process.
In fact, crews tend to notice
it most on the rare occasions
when it’s unavailable. “We
had an internet downtime a
couple of days ago, and the
crews were like, ‘man, | had to
manually complete my PCR,”
Charlston said. “That’s when
you really see the difference.”

To evaluate the impact, the Imagelrend Research Team analyzed documentation trends

before and after Al Assist was fully implemented. One measurable example of improved data
capture is the increase in the percentage of transported patients with a documented health
insurance Policy ID over time.

Percentage of Transported American Ambulance
That rate rose from about 43% to about Patients with Documented Health Insurance Policy ID
54%, with a noticeable increase after [ Al Assist Fuly |

Implemented

Al Assist was fully implemented in
September 2025. More consistent capture
of policy ID information can help support

All Transported Patient

reimbursement by reducing the need
for billing staff to track down missing
insurance details later.



https://www.imagetrend.com/blog/complex-epcr-under-20-minutes/
https://www.imagetrend.com/research-services/

THE RESULTS

As adoption grew, the most noticeable improvements showed up in how crews

documented patient care, especially in the speed, detail, and consistency of their reports.

I “Using it to dictate the narrative...it saves a ton of time,” said Scott Charlston. “If

you do it right, you could have a PCR done in just two or three minutes.”

That time savings has carried over into real field use as well. After working on an
ambulance shift recently, Charlston said both of his PCRs were completed in minutes using
narrative dictation and Al Assist face sheet scanning.

I “l just wish | could’ve had this years ago when | was working full time in the field,”

he said.

Metric

Narrative
Completion

Before Al Assist

Manual typing with frequent edits
and corrections

After Al Assist

Dictated narratives with
faster completion and fewer
interruptions

Documentation
Detail

Shorter, less consistent narratives
due to time constraints

More detailed and complete
narratives with improved
grammar and clarity

PCR Completion
Time

Narrative as the longest and
most time-consuming part of the
report

Narratives can be completed in
minutes when Al Assist is used
effectively

Data Capture

Important details (e.g., policy
numbers) often missed or not
collected

Increased capture of information
through scanning face sheets and
documents

Treatment
Documentation

Treatments sometimes
documented only in narrative,
requiring QA follow-up

More treatments captured in
structured fields, reducing rework
and review needs

Crew Experience

Documentation seen as time-
consuming and repetitive

Positive feedback on dictation
and scanning; clear preference
once adopted




LOOKING AHEAD

American Ambulance continues to build on its use of Al-powered tools by expanding into
additional capabilities, including Al-driven review and validation.

The team is currently rolling out Al-based checks to help identify missing treatments,
inconsistencies, and documentation gaps, supporting crews in completing accurate reports
even during demanding shifts. “I think the biggest one is just missing treatment...having
that button to check and make sure you’re all good,” Charlston said.

Looking forward, the organization plans to continue reinforcing usage through training,
reminders, and ongoing refinement to ensure crews get the most value from the tools
available to them. For agencies considering similar technology, Charlston emphasizes that
success depends not just on the tool itself, but on how it’s introduced and supported.

As Al adoption grows and workflows evolve, American Ambulance is focused on using Al to

reduce documentation burden, improve consistency, and support crews in the field without
adding complexity to their day-to-day work.
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https://www.imagetrend.com/events/catch-documentation-issues-early-with-ai-assist-cqi-check/
https://www.imagetrend.com/blog/ai-assist-adoption-ems-documentation/?_rt=MXwxfGFpIGFzc2lzdHwxNzgwODY5MzU2&_rt_nonce=763eaf6bdf

