
  

  

 

 

Client City of Houston 
 

Project Implementa�on of Emergency Telehealth and Naviga�on (ETHAN) for the Houston 
Fire Department (HFD) as an independent, sustainable, and replicable pla�orm 
 

Objec�ve The objec�ve of ETHAN project was to op�mize emergency response resources and 
improve pa�ent outcomes by reducing unnecessary ambulance rides and 
overcrowding in hospital emergency departments (EDs). GROW was engaged to 
migrate ETHAN to the Microso� Teams pla�orm and revamp the Synapse pla�orm 
with heightened security measures, with the goal of transferring ownership to the City 
of Houston for independent management. This upgraded itera�on of ETHAN sought 
to extend its reach beyond the city, offering a viable solu�on for pa�ents with non-
emergency condi�ons, guaranteeing access to appropriate and �mely medical care 
across various geographic areas. 
 

Strategy The GROW team offered strategic guidance to the City of Houston in establishing an 
autonomous pla�orm for ETHAN. Our firm 

• Successfully managed the re-pla�orming of ETHAN to Microso� Teams, a 
more secure, reliable, and cloud-based pla�orm. 

• Rebuilt the Synapse applica�on source code, allowing the City of Houston to 
manage and maintain it independently. Addi�onally, GROW implemented a 
data extrac�on system from insurance companies, expanding the data pool. 
This enabled doctors to recommend alterna�ve healthcare facili�es within the 
network to non-emergency pa�ents. 

• Provided strategic advice to support the business case for ETHAN's evolu�on 
into an independent tool that can be replicated in other regions facing similar 
emergency healthcare challenges. 

• Created comprehensive training materials, user guides, and workflows were 
developed by GROW and delivered through live, hands-on training sessions 
for end-users of the Synapse applica�on. 

• Offered ongoing maintenance support, data migra�on, and monitoring 
services during off-opera�ng hours for the ETHAN pla�orm. 

 
Results The integra�on of ETHAN with Microso� Teams and upgraded Synapse applica�on 

resulted in significant outcomes: 
 
Reduc�on in unnecessary ambulance rides- A remarkable 90% of pa�ents were able 
to u�lize alterna�ve transporta�on methods, effec�vely reducing the reliance on 
ambulances. This alleviated the burden on emergency response resources and 
reserved ambulance services for life-threatening emergencies. 
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Enhanced pa�ent outcomes - By enabling preliminary examina�ons through video 
conferencing, emergency physicians could provide �mely medical recommenda�ons. 
This facilitated beter coordina�on of care and appropriate treatment for pa�ents, 
ul�mately leading to improved outcomes. 
 
Cost savings - The program successfully diverted non-emergency 911 calls away from 
ambulance rides and emergency department visits, genera�ng substan�al cost 
savings. Pa�ents benefited from reduced medical bills, and hospitals and insurance 
companies also experienced decreased expenses. The cost-effec�ve nature of the 
ETHAN program demonstrated the poten�al for significant savings within the 
healthcare system. 
 
Efficient data analysis - The Houston Fire Department (HFD) was able to analyze 
opera�onal data and medical oversight, fostering con�nuous improvement in their 
processes. 
 
The successful implementa�on of ETHAN with Microso� Teams by the Houston Fire 
Department exemplified the transforma�ve power of telehealth solu�ons in 
emergency medical services. The project not only improved pa�ent care and reduced 
healthcare costs but also garnered aten�on and interest from the medical community 
na�onwide. ETHAN serves as a model for other emergency medical service systems, 
showcasing the substan�al cost savings and opera�onal advantages achievable 
through the integra�on of innova�ve technological solu�ons. 
 

 

 

 


