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What was the Issue?

We wanted to make sure our patients could access 

our service and information about our services 

regardless of their specific communication needs.

Also, the pandemic presented a number of 

challenges to us in getting information out to 

communities and patients as most of our face to face 

public engagement had ceased due to restrictions, 

IPC concerns, cancellation of large gatherings and 
events
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How did we identify the solution? 

• Multi disciplinary project group

• Executive team dedicated budget 

• Stakeholder feedback 

• Third sector involvement 

• Considered changing public habits 

• Use of new and emerging technologies 

• Sustainable with low future management costs

• Understand support / access needs

• Compliment national curriculum requirements 

• Able to be used across multiple platforms 
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Aims 

• Improve access to information for all groups, providing 

audience specific informaiton about our services

• Dispel the myths about our service and encourage 

correct use of our services

• Establish a new way for people to self-serve 

information

• Develop new ways to engage digitally to support and 

reduce the costs of physical engagement 

• Have content that represented the community we 

serve

• Be as accessible as possible to Deaf/BSL users and 

people with learning disabilities 



Mission: Safe, effective, responsive care for all      |       Vision: Unmatched quality of care 

Online Engagement 

• 134 separate videos all 

contained on our website/ 

Youtube (BSL/Easy Read), 

• An interactive 360 degree 

Ambulance virtual tour 

• Ask a paramedic videos

• Games and activities, lesson 

plans and a school zone to help 

with curriculum needs
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Ambulance 360 tour
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A range of videos developed 

• When to use 999

• When to contact 111

• CPR Man – learn CPR

• Using a defibrillator

• What should road users do

• Patient Transport Services

• How we assess a call

• Ambulance response times

• What happens when you 999

• Over 20 questions answered by paramedics

• Ambulance 360 tour 
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Diversity and access built in to the resources

• Videos have diverse characters

• Child KS2 & KS3/4/adult, BSL and Easy 
read versions of videos created 

• BSL and subtitles all videos

• Language Line and BSL/Text relay services 
highlighted

• Two versions of 360 Tour (KS2 and 
KS3/Adult) 

• Aim to help to reduce health inequalities
and improve awareness of support 
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Different Zones on our website

Adults Young people BSL Learning Disabilities 
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Self Service Schools resource area
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Communications Support guide

Electronic paramedic resource on all tablets in vehicles, over 

100 pages of support that can be accessed in three clicks
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Recite Me – Web tool bar 
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Raising awareness of Text Relay and Interpreters
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Impact (as of August 2022 – 9 months) 

• 83,000 views

• 1,100 hours viewed

• Age profile – 1% under 17, 20% 18-24, 31% 25-34, 

20% 35-44, 15% 45-54, 3% over 55

• Global interest – Russia, Australia, USA, Brazil. 

Moldova, Romania, Mexico, Japan, Malaysia, Saudi Arabia 

• Device used – tablet 44%, phone 32% PC, 12%, TV 10%

• Community, stakeholder and staff 
feedback has been very positive 

Top 5 videos Views
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North East Ambulance Service
Bernicia House 

Goldcrest Way 

Newburn Riverside 

Newcastle upon Tyne 

NE15 8NY 

Name: Mark Johns 

Telephone: 07972 111 202

Email: yourviews@neas.nhs.uk

Twitter: @NEAS_EDI, @NEAmbulance 

www.neas.nhs.uk/patient-info.aspx


