
Additional materials 
 

Supplementary illustration 1  

The Norwegian Index for Emergency Medical Assistance, 3rd edition, Index Start card 

 



Supplementary illustration 2  

The Norwegian Index for Emergency Medical Assistance, 3rd edition, criteria card 27.  

 



 

  



Supplementary illustration 3  

The Norwegian Index for Emergency Medical Assistance, 3rd edition, criteria card 39 
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COREQ Checklist  

  

  



 

  



Supplementary illustration 5  

Interview-guide  

Topics Research 
questions 

Interview questions 

Introduction 
 

 

Presentation of the interviewer and completion of form 
regarding personal information about medical dispatchers 
who were interviewed. 
 
Introduction including a brief presentation of the Dispatch 
NASPP project and focus for the interview.   
 

• Main target is to improve EMCC stroke recognition at a 
system – and not individual level  
 

• Different methodological approaches; a quantitative 
study based on EMCC- and hospital records, medical 
dispatcher interviews, and analysis of EMCC audio files 

 
• Results from the interviews will be presented in such a 
way that the interviewees cannot be identified 
 
• The researchers will not have any dialogue with the 
department management about individuals' performances 
or answers to our questions 
 
• In the interviews, we are looking for the operators' 
spontaneous personal/subjective assessments and opinions.  
 
• The interviews will include the following topics:    
 
o Brief presentation of yourself as an medical dispatcher 
(separate form)  
o Reflections on EMCC contextual conditions 
o How you suspect stroke during emergency calls 
o What facilitates and what complicates recognition of 
stroke patients 
o Your use of Norwegian Index for Emergency Medical 
Assistance as a dispatch decision support tool 
o Other relevant issues 
 
• Methods 
Semi-structured in-depth interview 
The interview will last no more than 2 hours. 
We will perform audio recordings that are transcribed 
verbatim  
We haven’t planned a review or approval of the interview 
transcript - but a review will be possible on request  
 



Topics Research 
questions 

Interview questions 

Contextual   
conditions 

How contextual 
conditions,  and 
psychosocial 
conditions could 
affect medical 
dispatchers 
performance 

 
  

 

First I would like to hear about how you experience to work 
as a medical dispatcher at EMCC Oslo 
 

• Could  you for instance describe a typical working shift 
at EMCC Oslo   

 
 

• How do you perceive 
 

o Staffing and workload 
o Your opinion of the quality of care provided 

at EMCC  
o The atmosphere at work   
o Break processing during shifts 
o Is it common to have discussions/dialogue 

with other medical dispatchers about 
current events   

o Do you have any feedback loops to find out 
if own assessments were correct   

o What’s the opportunities of professional    
development as a medical dispatcher 

 
Could you describe the division of labor and cooperation 
between medical dispatchers, resource coordinators, 
operations manager, on-call EMCC physician, and  
Helicopter Emergency Medical Services-coordinator 
 
How does this affect your work as a medical dispatcher?  

 

•  

• Could you describe your own motivation in relation to your 
job at EMCC Oslo – for instance  

o Why did you apply for a job as an medical 
dispatcher at EMCC Oslo 

 
o Is the job as expected?  

 
o How do you enjoy work?   

 
o Do you feel safe at work as a medical dispatcher?  
o Do you think that patient complaints or supervisory 

cases against EMCC and/or medical dispatcher 
affects your performance as a medical dispatcher?  
If Yes – how? 
  

o Any other issues that could influence your 
performance as a medical dispatcher?  
 
 



Topics Research 
questions 

Interview questions 

Emergency calls and 
recognition of 
suspected stroke 
symptoms   

Knowledge of stroke 
and stroke patient 
treatment    
 
Knowledge of 
symptoms and risk 
factors related to 
stroke. 
 
Factors affecting 
stroke patient 
outcome 
 
The medical 
dispatcher role in the 
chain of stroke 
survival 
 
How do the 
dispatchers 
understand and 
interpret callers' 
descriptions of 
stroke symptoms? 
 
What factors hinder 
or facilitate the 
identification of 
stroke and the 
dispatching of 
necessary resources? 
 

 
Now I want to talk a little bit more specifically about 
recognizing patients with possible stroke symptoms.  
 
We want to emphasize that this is in no way a knowledge 
test. We would therefore appreciate that your give us your 
own and spontaneous reflections on the topics we present 
to you.   
 
 
First of all; what kind of training have you received on 
recognition of stroke patients? 
  

• New employee course? 

• Annual training courses  
 
 
Why do you think it is important to recognize stroke patients 
at EMCC? 
 
What aspects of the dialogue with the caller lead you to 
initially suspect that the patient may have a stroke? 
 
What do you consider important in order to recognize 
patients with possible stroke symptoms? 
 
Are there any specific patient details that could strengthen 
the suspicion of a stroke? 
 
If you suspect a stroke, do you conduct or structure the 
conversation in a particular way? 
 
 
When it comes to urgency in suspected stroke cases, what 
are your thoughts? 
 
Is it important to spend time questioning or quickly dispatch 
the ambulance and ending the call?  
  
How do you collaborate/interact with others when 
suspecting a stroke: 
 

• Resource coordinator 

• Operations manager 

• Other medical operators 

• Ambulance personell 
 



Topics Research 
questions 

Interview questions 

Do you usually update AMIS information about the patient if 
you continue the conversation with the caller after 
dispatching the ambulance? 
 
What makes it difficult to recognize patients with stroke? 
 
If in doubt whether the patient may have a stroke, can you 
seek advice from others: 

• Other medical dispatchers 
• Operations manager 
• On call EMCC physician  
• On call Air ambulance physician or  stroke 
physician  

 
Do you personally consider that you have sufficient 
knowledge about stroke symptoms? 

The use of the 
Norwegian Index for 
Medical Emergency 
Assistance 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 

Factors influencing 
the use of the 
dispatch protocol in 
general and 
specifically in 
handling emergency 
calls concerning 
patients with 
possible stroke 
symptoms. 
  

 
In general how do you use the dispatch protocol  

• Always 

• Occasionally 

• If you don't recognize the patient's condition or 
know what advice to give 

• Mandatory or voluntary use of the index 
 

 
Do you mostly use the dispatch protocol to assess criteria 
and urgency or to provide instructions to the caller?  
As a trained healthcare professional, what are your thoughts 
on using the dispatch protocol compared to relying on your 
own healthcare/medical expertise? 
 
How do you experience the dispatch protocol as a decision 
support tool for recognizing stroke patients? 

 
Which criteria cards do you think are most relevant for 
assessing patients with suspected stroke? 
 
27: Altered consciousness-paralysis 
19: Headache 
39: Eye 
06: Unresolved problem 
 
How do you experience the dispatch protocol functioning 
when you suspect stroke? 
 
Do you have any other procedures or routines that may be 
helpful in assessing whether a patient has a stroke? 
 



Topics Research 
questions 

Interview questions 

Have you experienced a lack of relevant criteria for assessing 
stroke patients in the dispatch protocol, and if so, which 
ones? 
 
How do you proceed if there is a need to provide feedback 
or suggestions for improvements to the content of the 
dispatch protocol? 

  
 
 
 
  

 
 
 
 

 
Other important 
considerations. 

The last - but often the most important - question always 
comes at the end, namely: 
 
What have I forgotten to ask you about that you think 
affects your ability to recognize patients with probable 
stroke? 
 

 

  



Supplementary illustration 6  

Registration form regarding medical dispatchers who were interviewed. 

Name:  

 

Internal EMCC ID: 

Age:  

Sex:   Male        Female       Other   

Education:  Nurse    EMT        Paramedic   

Other:  

 

Specialization:   

 

Position:  Full time       Part time      Proportion: 

 

Position as a medical dispatcher at EMCC Oslo since: 

 

Have you been working in another EMCC ?:   

 

Any other work experience from prehospital emergency services: 

 

Any work experience from in-hospital emergency departments: 

 

Do you have work experience from in-hospital stroke units?    

 



YES /NO    If YES – from where:  

 

Were you employed as a medical dispatcher at EMCC Oslo during the period from 

September 1st   2019, until February 29th 2020?  

YES/NO  

 

Role/function at EMCC Oslo: 

Medical dispatcher    Resource Coordinator          Operations manager   

 

Professional developer    Other role/function: 

 
  

 

 


