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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

e Improve access to information for all groups, providing B/ Il = E\CIUN=CE]
audience specific informaiton about our services T B Ambulance

e Dispel the myths about our service and encourage Service
correct use of our services

o Establish a new way for people to self-serve

information .
 Develop new ways to engage digitally to support and ~ Meet the Ambulance
reduce the costs of physical engagement Service ...

e Have content that represented the community we A * N
serve

e Be as accessible as possible to Deaf/BSL users and . “ e N
people with learning disabilities S Greees
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e 134 separate videos all
contained on our website/
Youtube (BSL/Easy Read),

e An interactive 360 degree
Ambulance virtual tour

nce comes out to me?

What would happen if the smbulance broke down on

L [ )
e Ask a paramedic videos ¢ | 999 2 111 \ P
S Biale

e Games and activities, lesson
plans and a school zone to help
with curriculum needs

¥ Sy Y pons Test 0gpange, 2k for an Imerpretes

o 8 an A - LLSADE, SOOM

Cortact 999 uing the st or Setnh Son Languuge relay wrvies

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




Ambulance 360 tour
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A range of videos developed

When to contact 111

* When to use 999 & e
« When to contact 111 S 2
° CPR Man — |earn CPR Learn CPR with CPR Man uLinnglitlator

» 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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How we assess your call
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What happens when you call 999 Ask a Paramedic




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

. —
Sl
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Different Zones on our website

Adults Young people BSL Learning Disabilities

Patient Information Learning Zone British Sign Language & Subtitled Videos
Welcome to the patient information section, where you can find out all about the North East

Learning disability zone

R iarcn Serlasfion ot sk e Pe ROE TSR porE Sar vk Pwhiat W Foms ot welcome to our Learning Zone where you will find information, videos, interactive quizzes. We've produced some short films with 2 British Sign Language (BSL) interpreter and subtitle Wel 2 L T

ambulances acivities 2nd games — all about the North East Ambulance Service. make our patient information more accessible. The videos will help you learn about our services, €lcome toouricarning disabsiues
what you can expect and how and when to use them zone!

There is more information in the drop down men to the left but if there g you'd ike to This page will help you understand how and when to use our services and what to expect if you ever

know and you can't find here, check in the Our Services or A

need us. Click on the films below &

We've produced some short films o help you learn about our services, what you can expect and
how and when to use them. Click on t

Here you can find out how to get help
if you or someone else is unwell.

films below to find out more.

we also have a range of videos,

s and information in other formats available on our website:

Please click on the pictures below to
find out more.

view our
* Our Learning Disabil y read I people with learning

2 Videos
"5 .

www.111.nhs.uk

When to contact 111

When touse 999 When to contact 111

Ask a Paramedic

MaAze smiimmennts

How can you help me? Meet the crew

=R

EMERGENCY AMBULANGE

A — ] o= [l (5 R X
Activities and games Scliool VIsits 2nd resources ‘What should other road users do Patient Transport Service m

All about our ambulances Videos

L g

What should road users do Patient Transport Service

How we assess your call Ambulance Response Times

How we assess your call Ambulance response times

g
S

What happens when you call 999 Ask s Paramedic

cALL?

Ask a Paramedic Easy read downloads

What happens when you call 998 Ask a Paramedic

Find more Information about how to contact 111 or 999 If you're Deaf or have a hearing or
speech Impairment here.
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Self Service Schools resource area

School Visits and Resources

We work with local

hools to raise awareness of the ambulance service, the work we do and to

help children and young people learn important life saving skills. We offer free visits from our szaff
to your local event, nursery, school, college or community group, whether that's face to face or

online.

Our programme <an be tailored to different 2ge groups and includes a mix of presentation,

practical
the school or community

kills training. videos and discussion to make sure you get the most from a visit. Complete
booking form to request a visit.

Alternatively, we have developed 2 range of videos, quizzes, learning plans and cther educational
resources that you can download to help you in your own sessions.

Book a school or community visit

Click on the link zbove to request a visit to
your scheol or community group.

Learning plans

Use our learning plans to help you talk to
your students or group members.

Videos

Learn about our services and what to doin an
emergency.

Restart a Heart

Find out more and get involved in Restarta
Heart day.

Quizzes
Test your knowledge by trying our interactive

quizzes.

Knowing your NHS

Z

\)
G

Knowing your NHS

A toolkit of activities to support the delivery
of PSHE at K53.

Learning Plans

Sownlozad one of our Learning Plans to help you deliver educational sessions about the ambulance
service or lifesaving awareness skills to your class or group.

The plans include key messages, suggested activities and links to relevant videos, quizzes and
resources to help you deliver your session.

when to call $59 Learning Plan

When to contact 111 Learning Plan

360 Tour of an Ambulance Learning Plan

Using_a Defibriliztor Learning Plan

CPR Learning Plan

Road Users Learning Plan

Mission: Safe, effective, responsive care for all

Quizzes

would you know what to do in an emergency, when to contact 111, or how to help save someone's
life? Test your knowledge in the interactive quizzes below.

if you haven't already, why not watch our videos. They'il help you learn about what to dein an
emergency so you'll be even better prepared to answer the guestions.

Quiz 1: When to contact 111

Quiz 2: When to use 999

Quiz 3: Using a Defibrillator

Quiz 4: CPR
Quiz 5: Trlaging calls

Vision: Unmatched quality of care




PLEASE READ THESE STATEMENTS
Please keep still

This will help

We are going to move you

VEUILLEZ LIRE CE QUI SUIT
N bompespas. il v plait
G vous s

N o vise déplacer

PLEASE ANSWER THESE QUESTIONS BY POINTING
TO THE APPROPRIATE BOX BELOW.

VEUILLEZ REPONDILE AUX QUESTIONS SUIVANTES
EN MONTRANT DU DOIGT LA CASE APPROPRIFE.

)

Communications Support guide
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100 pages of support that can be accessed in three clicks

11 French Frangais
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Where does it hurt? Faith and Cultural Issues

Communications Support Guide

Faith / Culture Duri

g Healthcare

When entering a home

Customs around death

0 1 2 3 4 6 7 9 10 African Caribbean | Ambulances are associated with | Address older people as Mr o Mrs | Prefer o pass at home with family around
disasters: reassure and explain rather than buy the first name. them. Burial generally preferred to
~ what will happen. Medications | Women and elders have a leacing role | cremation
containing pork may be prohibited. | in the home.
About this guide Sec! Treatment Bangladssh Women generally accept male | Wear sho covers if possible or explain | Important for family to arrange funeral,
healthcare staff but healthcare | why not in an emergency Usually burial not cremation. Hindus have
Section 1: Personal Details Section 9: Feelings ;';':;v'g‘d'*“::"foml bl O Up10 365 days of mourning
y not want to diau
intimate problems in front of male
Section 2: Where does it hurt? Section 10: Professionals Chest Chest *:;"‘;IHW"WS "‘Ci‘f‘l:"‘ﬁ
should ot contain akohol or
animal by-products (especially not
Section 3: What is wrong with you? Section 11: Consent pork).
_ Buddhism Privacy and modesty important. | Patients or famly members may Monk may pray with dying person
i : Pain Scale Section 12: Guidance, supporting people Healthcare staff of the same gender | engage in chanting out loud or Analgesics often refused 10 keep mind
sl FawSea) No Mild Moderate Severe Very Severe ~ Worst Pain may be important. No animal by- | request peace and quiet during times | clear. No set funeral practice, cremation
4 products in medication. Patlents | of crises. or burlal. Family may ask for access to
Section 5: What have you had? Section 13: Faith and culture guidance Pain Pain Pain Pain Possible ok it kgt iomssad v s few N0k
Chinese Some people may respond better 1o | Address male head of family first Fammily il wash the body in many
Section 6: Time of day Section 14: Language Support older, male healthcare staff. Explain circumstances. Burial near to family home
— treatments as you go, to maintain and as soon as possble. Post mortem
N Arm Legs Pain in back trust. liness often associated with distressing for Chinese Musim patients:
Section 7: Contact Section 15: Bi h n Language/Makaton bad huck. Elder members of the explain need if required.
community reluctant to give blood
somples

e

g sanch o ur

3re for every e we touch ﬁ

: Language line LanguageLine
Where does it hurt? Treatment : : Sotion s
Accessmg a telephone Interpreter
Full Body Interpreting services are available in a range of languages, which can be used in face-to-face contact with patients
or over the telephone.
Making a call - when the patient is with you
1. Establish the patients’ language - use the information found here () in the communications support guide to help you
2. Advise the patient you are going to call a telephone interpreter and ask them to wait
3. Call Language Line (please use the number aligned to your service area)
/ a. 0203 901 6700 - 999 Call handler
b. 0203 9016701 - 111 Call handler
=" ’ < 0203 9016702 - Scheduled Care (PTS) staff and call handlers
d. 0203 901 6703 - Unscheduled Care (999) and all other staff
5 o = = 4. When promoted, please state the language you require, you have two attempts to state the language then the call
G D Sick Toothache FENDE o R i ine whil
P Examination Medication Bandages Injection will go to a call agent. Stay on the line while you are connected.
5. Takea note of the interpreter’s ID code, introduce yourself and tell them what type of phone you are calling from
©.g. a speaker phone, mobile or other
6. Brief the interpreter about the situation. Ask the interpreter to introduce each person and give them the first
Front Back question or statement to relay to the patient
o ac 7. The interpreter will then begin a 3-way conversation with you and the patient. Having the phone on ‘Speaker’ may
make things easier, or you can pass the phone between you and the patient, in line with infection, prevention and
control guidelines
o 8. Ask the interpreter to inform the patient when you have enough information and the call is complete
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Raising awareness of Text Relay and Interpreters

)’2 A’»)
|

Contact 999 using the text or British Sign Language relay service

If English isn't your first language, ask for an interpreter
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I m paCt (as of August 2022 — 9 months)

e 83,000 views
1,100 hours viewed

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

Geography Views

lllllll Walch time E'\I’n"!._- Subsoridiers

]
D United Kingdom 32719 39.4%
[(] united States 24061 28.9% A
LW 1‘1 II
[] canada 2344  2.8% ! L
[0 Australia 2255 2.7% | Ak
e e A G e Y TS s WU 3V
[] ireland 4z 0.7% Dec 21 Jan 22 Mar 22 May 22 Aug 22
TOp 5 V|deOS Views

Global interest — Russia, Australia, USA, Brazil.

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

Community, stakeholder and staff

feedback has been very positive

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

Device used - tablet 44%, phone 32% PC, 12%, TV 10%
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16 Dec 2021

Ambulance response times - North East Ambulance Service
13 Jan 2022

16 Dec 2021

: Patient Transport Service
18 Mar 2022

- What should road users do - North East Ambulance Service
e ;o0

What happens when you call 999 - North East Ambulance Service

When to call 999 - Learning Zone - North East Ambulance Service

44,268

14,529
8,558
7,442

1,671
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NHS

North East

Ambulance Service
NHS Foundation Trust

North East Ambulance Service
Bernicia House

Goldcrest Way

Newburn Riverside

Newcastle upon Tyne

NE15 8NY

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

Name: Mark Johns

Telephone: 07972 111 202

Email: yourviews@neas.nhs.uk
Twitter: @NEAS_EDI, @NEAmbulance
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