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Who are we...

Provide a range of specialist patient 
transport and courier services to the 
NHS including: 

•non-emergency patient transfers
•high dependency transfers
•transport for those with mental illness 
•repatriation journeys

We also provide a healthcare courier 
service providing same or next day 
transportation for specimens or 
healthcare notes. 



A little background…

ERS Medical has been trading under new 

ownership for 12 months, with the 

purchase of the business came a 

collection of historical issues relating to 

patient satisfaction. 

In order to deliver to the highest level of 

service we knew patient experience 

needed to be addressed, but more 

importantly become a core measure of 

success within the business. 



A fresh perspective…

Under new ownership, with a fresh 

perspective and a real drive to place 

patient experience at the heart of our 

business we knew a new initiative 

must be put in place to plant it firmly 

into our key performance indicators 

and hold as much weight as financial 

and clinical report indicators.



Our Patient Experience Programme...

Patient safety and patient experience is at the 
very core of ERS Medical as a business. 

As a patient centred business we strive to 
provide the best care for our patients while 
identifying areas to continually improve. 

Our innovative patient experience programme 
ensures we are encouraging feedback at every 
opportunity of the patient journey with us from 
the initial booking process through to after the 
patient has arrived at their destination. 



Feedback….

• End of call surveys

• On board paper surveys (freepost)

• Picture format surveys

• Survey via website

• Signage within vehicles

• Streamlined complaints systems

• Respond within NHS guidelines

• Social media



Reporting….

• Generate monthly reports to feed 

directly into our governance 

framework. 

• Trends are identified and presented 

at the monthly senior management 

team meeting

• As well as quarterly patient safety 

committee meetings overseen by our 

Medical Director. 



Results...

Important to remember this project is 
ongoing and never complete. We are 
striving for continuous improvement.



Looking ahead...

• Feedback about comfort rather than 
historical lateness 

• New fleet - comfort is priority going 
forward

• Patient centred - unique position working 
with primary and secondary care. With 
patients for a long time sometimes, 
crews can be a calming force. Symbiotic 
to patient experience. Hand off to next 
healthcare professional run smoother. 



Thank you...


