




















































































1033 Emergency Response — End-to-End SOP at a Glance
Four phases, 20 steps, ~35 minutes — see the next two slides for the step-level detail

Design principle: Every phase is dual-logged (system + agent) so timing, ownership and exceptions are always traceable.

INTAKE

T = 0 – 10s

DISPATCH

T + 20 – 40s

RESPONSE

T + 3 – 15 min

CLOSURE

T + 20 – 35 min

• Call received on 1033

• IVR triggers location APIs

• Link sent for ±10 m geo-fix

WHO

Caller · 1033 IVR · IMS Care App

• L1 raises Accident Ticket

• Nearest ambulance assigned

• L2 escalates if delay

WHO

1033 L1 / L2 Agents · IMS Care

• IMS CC picks hospital

• Ambulance reaches site

• Vitals streamed en route

WHO

IMS Care CC · IMS Care App

• Hospital confirms readiness

• Patient handover logged

• L2 closes ticket

WHO

Receiving Hospital · 1033 L2

Call answered → Ambulance dispatched in ≤ 40 sec   ·   On-site in ≤ 10 min   ·   Hospital handover in ≤ 30 min



SOP Detail — Intake & Dispatch (Steps 1–10)
Intake, location capture and dispatch initiation — T = 0 to T + 40 seconds

Goal: Locate the victim, raise the ticket and roll the ambulance within 40 seconds of call pickup.

# Time Step Responsibility

1 T = 0 Victim / passer-by / police / road user calls NH Helpline 1033; presses Emergency Caller

2 T + 5s IVR triggers API calls to CDAC LBS and HLL IMS Care 1033 IVR

3 T + 10s Location link sent to caller via SMS / WhatsApp (±10 m); API update to CRM (Link Sent) IMS Care App

4 T + 20s IMS Care pushes API update to 1033 CRM when link-based geo-location is received HLL IMS Care

5 T + 20s L1 Agent on call; initiates Accident Ticket; records Major / Minor; requests link response 1033 L1 Agent

6 T + 20s L1 Agent re-prompts victim for link-based geo-location response 1033 L1 Agent

7 T + 20s
IMS Care binds geo-location to ticket; finds nearest ambulance; initiates dispatch; live link shared with victim, HLL 

Care, 1033 CRM
IMS Care App

8 T + 30s HLL Care system sends API update on ambulance movement IMS Care App

9 T + 30s L2 Agent logs ambulance movement status in 1033 CRM 1033 L2 Agent

10 T + 40s If start delayed: L2 Agent calls Incident Manager and initiates 3-way call (victim, IMS CC, IM) 1033 L2 Agent



SOP Detail — On-Scene, Hospital & Closure (Steps 11–20)
On-scene response, hospital coordination and closure — T + 3 min to T + 35 min

Goal: Reach the victim within 10 minutes and complete handover within 30 — every step logged and reviewed.

# Time Step Responsibility

11 T + 3 min IMS CC doctors speak with victim and decide the destination hospital IMS Care CC

12 T + 5 min L2 Agent reviews dispatch — logs ‘OK’ or ‘Issue’ in 1033 CRM 1033 L2 Agent

13 T + 10 min Ambulance reaches accident site; system logs ‘Reach’ with timestamp IMS Care App

14 T + 10 min L2 confirms ‘Reach’ in CRM; coordinates with Incident Manager if delayed 1033 L2 Agent

15 T + 12 min Ambulance moves toward assigned hospital; system logs movement IMS Care App

16 T + 12 min Patient record sent to receiving hospital IMS Care App

17 T + 15 min Victim vitals and stats streamed to IMS CC and receiving hospital IMS Care App

18 T + 20 min Receiving hospital confirms readiness and assigned doctor IMS Care App

19 T + 30 min Patient handover at hospital; system logs event IMS Care CC

20 T + 35 min L2 reviews and closes ticket with feedback 1033 L2 Agent
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