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Emergency Services Safeguarding Survey Summary 
 

Introduction 
 
The East of England Ambulance Service NHS Trust (EEAST) has a comprehensive annual 

Patient Survey Programme which includes the continuous Emergency Services (ES) survey, 

along with bespoke survey projects which vary each year depending on the Trust’s priorities 

or if there is area of care that is being developed.  

During 2021/22, an ES safeguarding survey was designed in collaboration with the 

Safeguarding Lead with the aim to obtain feedback from patients over the age of 18 who had 

consented to a safeguarding referral (for example: to local authorities, a referral to the Fire 

and Rescue Service for safe and well checks, GP for additional support, mental health 

services, falls teams, early intervention teams or other healthcare professionals such as 

physiotherapists, occupational therapists and district nurses).   

The objective of the survey was to establish patient satisfaction and to continually monitor 

the quality of care and service provided by the Trust, specifically in relation to patients who 

had received a safeguarding referral. Listening to patient feedback enables the Trust to 

identify what is working well but also to highlight areas for service improvement. 

This report summarises the results to the safeguarding survey for patients who had been 

attended to by EEAST and received a subsequent safeguarding referral between July and 

September. This report includes a comparison to the feedback received from patients who 

were attended to by EEAST during April to June 2023 (Quarter 1 (Q1)).   
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Sample 

A random sample of patients who had used the service during July to September 2023 was 

obtained from the Trust’s Safeguarding Team. The sample only included patients over the 

age of 18 years old who had consented to a referral. The sample included patients across the 

whole region covered by the Trust (Norfolk, Suffolk, Cambridgeshire, Bedfordshire, 

Hertfordshire, and Essex). 

Response rate 

 

591 patient experience surveys were posted to patients (July (193), August (198) and 

September (200) who had used the service and received a referral between July and 

September 2023. Overall, 50 surveys have been completed and returned. This equates to an 

8.5% response rate.   

Methodology 

 
A random sample of patients (over the age of 18) who had used the service and received a 

safeguarding referral was collated. The patient sample was traced using the Demographic 

Batch Trace Service, with any patients who did not trace removed from the sample prior to 

survey mail out.  

In November 2023, a paper survey, cover letter and prepaid envelope were sent to each 

patient within the sample, with a month allowed for responses to be received.  

Conclusion 

 
Overall satisfaction with the service received from the Trust was once again rated highly, with 

the majority of patients rating the service as ‘good’ or ‘very good’ during Q1 (96.5%) and Q2 

(95.9%).  
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Most recalled being included to at least ‘some extent’ (Q1:82.6%, Q2:88.1%) in discussions 

relating to onward referral for additional support. During Q2, a slightly lower proportion of 

respondents (Q1:17.4%, Q2:11.9%,) stated that they had not been included in such 

discussions.   

Once again, various responses were provided in relation to where the patient had been 

referred on to for additional support. As seen during Q1, patients were most likely to have 

been referred on to ‘adult social care’ (Q1: 33.3%, Q2:27.1%), ‘other health care provider’ 

(Q1:24.6%, Q2:16.7%) or their ‘GP’ (Q1:19.3%, Q2:16.7%). Patients were generally satisfied 

with the information provided in relation to their referral (89.5%), with most patients going 

on to receive additional support.  

The additional comments received were generally positive and highlighted the 

professionalism, kindness and care provided by staff. During Q1, the main area of 

dissatisfaction predominantly related to delays. Although delays were highlighted by some 

respondents during Q2, the main area of dissatisfaction generally related to communication 

and lack of awareness in relation to existing health conditions. 

The continuation of collecting and reporting on patient feedback will enable the Trust to 

ensure that it meets the community it serves and for every patient to have access to a high 

standard of service.  

Results: 
 
Please see the below results to the safeguarding patient experience survey.  

The percentages within the charts do not include the patients who either did not respond to 

the question or who answered, ‘not applicable/unable to say.’  

Caution must also be taken when interpreting the results which may not be representative 

due to the small sample of patients who completed a survey.  
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Overall, how was your experience of our service?  
 

The below chart shows the comparison between Quarter one (April to June 2023) and 

Quarter two (July to September 2023): 

 

 
 

 

The Friends and Family Test (FFT) score is calculated in line with the updated NHS England 

guidelines: providing the percentage of patients who responded that their experience of the 

service was either ‘good’ or ‘very good.’  

Overall satisfaction with the service received from the Trust was once again rated highly, 

during Q1 respondents rated the overall satisfaction as (96.5%) and Q2 (95.9%). During Q2 

most patients rated the service as either ‘good’ (10.2%) or ‘very good’ (85.7%).  

A small proportion of ‘poor’ and ‘very poor’ responses were received from respondents who 

used the service during Q1 (1.8%) and Q2 (4.0%). 

One patient did not respond to this question. 
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Please can you tell us why you gave this answer: 

Patient Month Positive comments received 

1 July My care & interest in my wellbeing and any required needs I had. 

2 July Each of the crew members were extremely efficient & empathetic. 

3 July 
Very well organised, drivers were really pleasant, very safe & made 
you feel at ease everything was clean and comfortable well done. 

8 July 
From the time the ambulance crew helped me out of the bath until 
I came home, the experience was one of efficiency and kindness. I 
even enjoyed it and had the best night’s sleep for ages. 

9 July Very quick to arrive here, very caring. 

11 July 
The staff were very empathetic and supportive and really made me 
feel safe. 

13 July Highly professional, very caring and definitely the men for the job. 

21 July Staff friendly and communicative. 

30 July 

Because that’s what they were. Arrived quickly and assessed the 
situation. Checked my vital signs and assured me that I was not 
having heart problem. Communication was excellent which gave a 
of calm. 

34 July 
They were more than good they were brilliant. Considerate, kind, 
reassuring and stayed until the hospital could take over and popped 
back to see if ok. Thank you! 

40 July 
I was cared for in my home and then taken to hospital whilst still 
being cared for. The crew were kind to me. 

39 July 
Both ambulances arrived in a timely manner. The ambulance staff 
were very professional, kind and patient and put me at ease. All 
with good humour. 
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Patient Month Positive comments received 

4 August 

I am 86 and severe osteoarthritis in both knees. Scan only have 
paracetamol and as a result I have lost over stone in weight due to 
muscle wastage. I fell over in my bedroom and hit my side on 
bedroom cabinet. My husband telephoned for an ambulance. The 
2 ladies who called were a credit to the ambulance service. They 
thoroughly checked me over including an ECG and put me back to 
bed. 

5 August Very helpful & made you feel you were in good hands. 

7 August 

My wife suffers from dementia so I am filling form on her behalf, 
your ambulance staff treated her very professionally and with 
great care and understanding I can only thank them for the care 
and attention they gave wife. 

14 August 
I think we have the best national service, and the ambulance 
service are fantastic with such lovely crew. 

19 August 
Only took 20 minutes to arrive at the house after the phone call. 
Excellent service & very professional from ambulance team to 
fixing me up with home carers. 

20 August 
The crew were great. The 101 service was great. No complaints 
Thank you.  

24 August 

The paramedics who came to my husband were very patient, 
competent and respectful to my husband who is suffering from 
Alzheimer’s. They managed to get him into the ambulance without 
him becoming aggressive or more agitated. 

26 August 
Came quickly, patient was unresponsive so as her mother I’m 
completing this survey. The paramedics were amazing. I will never 
be able to be more grateful for a team of people. 

33 August The ladies that attended to me were really caring and kind. 

35 August Very patient and understanding, very helpful and thorough. 
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Patient Month Positive comments received 

36 August Brilliant in every way very protective. 

38 August 
They were very good towards my father who is very ill & is end of 
life great experience my dad feel very comfortable. 

42 July 
On all visits they were caring, compassionate and concerned that 
the right outcome was in place for all. 

45 August Because I only received good service. 

12 September 
My answer should be excellent! Because the service was 10 star 
rating. 

15 September 
Staff were very considerate and worked as a team to help me and 
to resolve the situation I was in. 

17 September You always provide a good service. 

22 September 
Because they acted very good. Very polite and professional. Real 
good people. 

23 September 

The ambulance team are very polite always have a smile and 
positive - gentle when treating patients. Always encourage you & 
me patients. Help at hand for the ailment. I am proud of the 
service. 

27 September 
It’s usually a pleasant experience, the staff are uplifting and at the 
same time they carry out all their checks as per their training. 

29 September We had two female paramedics they were caring and helpful. 

32 September 

Because I was extremely grateful on the very quick service you 

provided, how gently you lifted me & how reassuring and kind you 

were on the journey. 

43 September Because the last team of 3 women were fantastic, helpful, caring. 

 



8 
EEAST: Safeguarding Survey 

Q2 July to September 2023 

www.eastamb.nhs.uk  
 

Patient Month Positive comments received 

46 September Very polite, professional, and courteous. 

49 September The paramedics were wonderful. Very caring and professional. 

50 September 
The service was excellent I could not fault it. The ladies are a real 

credit to the ambulance service. 

 

Patient Month Mixed/neutral comments received 

16 July 

I fainted in the bathroom approximately 11.45pm, pressed call 

alarm. The local service contacted ambulance. Only 'out' briefly 

but too dizzy to get up. No physical injury. Ambulance service very 

busy came at 6.15 am, by which time I had crawled to bed! 

 

Patient Month Areas for improvement 

41 September 

Delay in ambulance arriving, had to be chased up. Patient notes 

not read, so staff was not aware of their history. Mis-failings in 

appropriate treatment of patient. Missed mental health history. 

 

Please tell us about anything we could have done better:  

Patient Month Positive comments received 

34 July There was nothing that could have been done better. 

7 August You all do a magnificent job - thank you all. 

26 August 
Nothing could have been that was better as the team were 

amazing. 
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Patient Month Positive comments received 

38 August They were both great. 

12 September 
Nothing, my wife, and I have had to relieve your service many 

times and unfortunately will still need the service in the future. 

16 July 
Probably no. I was not an 'urgent' call out. I was taken to A&E at 

local hospital for check & discharged. 

 

Patient Month Neutral / mixed comments received 

22 September Got good head but body needs replacing worn out. 

27 September My Parkinson’s diagnosis is difficult, and I don’t expect the staff 

to know about it. 

50 September I cannot  

29 September We do not consider there to be anything else they could have 

done. 

32 September Sorry I cannot. 

50 September I cannot think of anything. 

32 September Sorry I cannot. 

 

Patient Month Areas for improvement 

3 July A bit warmer.  

40 July 

Because I was in and out of consciousness, I didn't really 

understand what was happening. It could have been easier if 

they had listened to my ex-husband, who found me. 
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Patient Month Areas for improvement 

42 July 

Concerns raised by spouse were listened to but unfortunately 

not acted on due to no medical indication, unfortunately this was 

a silent stroke. 

24 August 

Waiting times for patients need to be considerably less. Phoned 

at approx. 20.50 on the (date) but arrived 07.00 on the (date, 

next day). 

33 August 
Improved communication between paramedics and GP, as didn't 

hear back from GP and was expecting to. 

15 September Response time I guess. 

23 September A quicker – air ambulance for the A&E & death transport.  

41 September 

Could have read patient medical history beforehand in order to 

provide appropriate care. Lack of awareness for best practice 

and treatment. Blood sugar treatment were in proper, 

carbohydrate not given after glycogen administered. Did not stay 

with the patient long enough, patient later passed away. 

27 September My Parkinson’s diagnosis is difficult, and I don’t expect the staff 
to know about it. 

 

Seven respondents responded, ‘no’ or ‘nothing’ in answer to the above question.   
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Following your contact with the service it was identified that you may benefit 

from additional support, were you included as part of these discussions? 

The below chart shows the comparison between Quarter one (April to June 2023) and 

Quarter 2 (July to September 2023): 

 

During Q2, 88.1% of respondents recalled being included to ‘at least some extent’ in the 

discussions undertaken in relation to additional support required. This compares to 82.6% of 

respondents during Q1.  

During Q2, five patients (11.9%) did not recall being included within such discussions, which 

is a slight reduction when compared to Q1 (17.4%). 

The remaining patients either did not respond or answered, ‘not applicable / unable to say.’   
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Please can you tell us why you gave this answer: 

Patient Month Positive comments received 

42 July 
On all visits they were caring, compassionate and concerned that 
the right outcome was in place for all. 

4 August 

I am 86 and severe osteoarthritis in both knees. Scan only have 
paracetamol and as a result I have lost over stone in weight due to 
muscle wastage. I fell over in my bedroom and hit my side on 
bedroom cabinet. My husband telephoned for an ambulance. The 2 
ladies who called were a credit to the ambulance service. They 
thoroughly checked me over including an ecg and put me back to 
bed. 

5 August Very helpful & made you feel you were in good hands. 

7 August 

My wife suffers from dementia so I am filling form on her behalf, 
your ambulance staff treated her very professionally and with great 
care and understanding I can only thank them for the care and 
attention they gave my wife. 

14 August 
I think we have the best national service and the ambulance 
service are fantastic with such lovely crew. 

19 August 
Only took 20 minutes to arrive at the house after the phone call. 
Excellent service & very professional from ambulance team to fixing 
me up with home carers. 

20 August 
The crew were great. The 101 service was great. No complaints 
Thank you.  

24 August 

The paramedics who came to my husband on (date) and (date) were 
very patient, competent, and respectful to my husband who is 
suffering from Alzheimer’s. They managed to get him into the 
ambulance without him becoming aggressive or more agitated. 
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Please can you tell us why you gave this answer: 

Patient Month Positive comments received 

26 August 
Came quickly, (name) was unresponsive so as her mother I’m 
completing this survey.  The paramedics were amazing. I will never 
be able to be more grateful for a team of people. 

33 August The ladies that attended to me were really caring and kind. 

35 August Very patient and understanding, very helpful and thorough. 

36 August Brilliant in every way very protective. 

38 August 
They were very good towards my father who is very ill & is end of 
life great experience my dad feel very comfortable. 

45 August Because I only received good service. 

12 September 
My answer should be excellent! Because the service was 10 star 
rating. 

15 September 
Staff were very considerate and worked as a team to help me and 
to resolve the situation I was in. 

17 September You always provide a good service. 

22 September 
Because they acted very good. Very polite and professional. Real 
good people. 

23 September 
The ambulance team are very polite always have a smile and 
positive - gentle when treating patients. Always encourage you & 
me patients. Help at hand for the ailment. I am proud of the service. 

27 September 
It’s usually a pleasant experience, the staff are uplifting and at the 
same time they carry out all their checks as per their training. 

29 September We had two female paramedics they were caring and helpful. 
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Please can you tell us why you gave this answer: 

Patient Month Positive comments received 

32 September 

Because I was extremely grateful on the very quick service you 

provided, how gently you lifted me & how reassuring and kind you 

were on the journey. 

43 September Because the last team of 3 women were fantastic, helpful, caring. 

46 September Very polite, professional and courteous. 

49 September The paramedics were wonderful. Very caring and professional. 

50 September 
The service was excellent I could not fault it. The ladies are a real 

credit to the ambulance service. 

 

 

Patient Month Mixed/neutral comments received 

16 July 

I fainted in the bathroom approximately 11.45PM. Pressed call 
alarm. The local service contacted ambulance. Only 'out' briefly but 
too dizzy to get up. No physical injury. Ambulance service very busy 
came at 6.15 am, by which time I had crawled to bed! 

 

 

Patient Month Areas of improvement 

41 September 

Delay in ambulance arriving, had to be chased up. Patient notes 

not read, so staff was not aware of their history. Mis-failings in 

appropriate treatment of patient. Missed mental health history. 
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If you were referred to additional services for support, which services where 

you referred to? (all answer types listed, some multiple answers) 

 

 

Various responses were once again provided in relation to where the patient had been 

referred on to for additional support. During Q2, a slightly larger proportion of respondents 

advised that they had been referred to mental health services (Q1:3.5%, Q2:12.5%), falls 

team (Q1:10.5%, Q2: 18.8%) or ‘adult safeguarding’ (Q1:5.3%, Q2: 8.3%).   

In contrast, during Q2, a slightly lower proportion of respondents had been referred to adult 

social care (Q1:33.3%, Q2:27.1%), GP (Q1:19.3%, Q2 (16.7%) or ‘other health professional’ 

(Q1:24.6%, Q2:16.7%). During Q2, no respondents advised that they had received a referral 

to the Fire and Rescue Service. 

The remaining patients either did not respond or answered, ‘not applicable/unable to say.’ 
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Patient Month Comments received from respondents who answered ‘other’ 

19 August 
Care was arranged for 6 weeks. This took place at 7.30 each 
morning, very good. 

24 August I believe these referrals were made by the police & hospital. 

28 September OT. 

34 July 
I decided not to go ahead with treatment for lung cancer due to 
health status. 

40 July 
There may have been more, but I was in & out of consciousness, 
so I cannot remember. 

 

How would you rate the information provided to you about your referral? 
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Once again, the majority of respondents rated the information provided to them about their 

referral as either ‘good’ or ‘very good’ (Q1: 89.6%, Q2:89.4%), with an increase in the 

proportion of ‘very good’ responses received (Q1: 50.0%, Q2:71.1%).  

In total, eight respondents (9.3%) who had used the service during Q1 and Q2 rated the 

information received in relation to their referral as ‘neither good nor poor,’ During this time 

period, one respondent (Q1) rated the information provided as ‘very poor.’ The remaining 

patients either did not respond or answered, ‘not applicable/unable to say.’ 

Following your referral, did you receive any additional support? 

 

During Q1 and Q2, similar proportions of respondents advised that they had received 

additional support following their referral (Q1:86.5%, Q2:82.4%).  

In total, 11 respondents (15.5%) who had used the service during Q1 and Q2 advised they did 

not receive additional support. The remaining patients either did not respond or answered, 

‘not applicable/unable to say.’ 

 

Yes, 86.5%

Yes, 82.4% 

Following your referral, did you receive any additional support?

Q1 April to June 23 Q2 July to September 23
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The below comments were also received in relation to this question:  

Patient Month Additional comments received  

9 July Medieval ward, heart failure. 

11 July Local support team. 

12 September A health professional. 

15 September 
Initially promised all sorts of help, but finally came down to friends 
sorting things. Then district direct did a little to finish off. 

19 August 
Carers were really caring & very efficient. We had meetings with 
the carers, OTs involved + extra physio. 

20 August Social services, Paramedic Visit, GP visit, Health equipment. 

21 July Admitted to hospital via A&E. 

22 September Hospital cancers - heart, open surgery on going. 

26 August Crisis team. 

28 September OT visited. 

29 August We were referred to adult social care. 

35 August Care support dementia support, physio support. 

38 August Dad received help from adult social care. 

39 July A full NHS check-up. 

40 July 
A falls support person came & checked my home & provided 
advice. 

  



19 
EEAST: Safeguarding Survey 

Q2 July to September 2023 

www.eastamb.nhs.uk  
 

Patient Month Additional comments received 

42 July 
Emergency care pack in place in 24 hours. Follow ups were all 
quick. 

46 September Now living in care home. 

50 September 
Daily visits to help with washing, dressing, breakfast and lunch for 
2-3 weeks. 

 

Do you feel there is anything else we could have helped you with? 

Patient Month Comments received 

5 August Not on this occasion. 

15 
September As an ambulance service all was excellent when they got on 

site. 

16 July 

No, until local surgery’s deal with blood pressure problems and 
difficulties etc of ageing, emergencies will increase. July was the 
3rd call out this year. 

23 September 

I would say that Doctor, orthopaedic, hospital doctor, physio, 
nurse team approved and send somebody with no medical 
qualification came to say would not give you the chair. I need it, 
this chair badly for my bones. I would like you to tell them to 
reconsider it. 

27 September No not at all. 

29 September No, we were quite happy. 

32 
September No, you provided an excellent service of getting me to hospital 

quickly & painlessly. 

33 August Not really, I am on a waiting list. 

40 July No, except to listen to whomever is also attending. 

50 September No - I was getting the support I needed. 
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Additional patient compliments: 

Patient Month Comments received 

3 
July I would like to thank all the staff especially the ambulance 

drivers. 

4 
August Please pass on my grateful thanks to the 2 young ladies who 

called. 

7 August 

I would like to thank the two ambulance staff who showed great 
compassion and understanding and were very helpful. Thank you 
for being so kind. signed patient's husband. 

8 July They were all first class. 

11 July The two ladies were brilliant in every way. 

12 September Many, many thanks to all involved in my care. 

13 July You got us sorted thank you. 

14 August Great service, fantastic crew. Thanks to everybody. 

15 September 

I would like to thank those who came to my aid, they were 
considerate and caring and talk through what they were going to 
do before doing it. 

20 August All the drivers/ crew. The local paramedic/ my GP. 

32 September Wishing you a happy Christmas & a good new year & at least as 
good as the job you do which is 1st class. 

35 August 

I would like to thank everyone involved from the time I phoned 
999 to the time he (my husband) arrived in hospital everyone was 
brilliant and very kind. 

39 July 

I would like to thank both ambulance staff (I had 2 one in June I 
think) and the other in July. They were very professional, kind and 
put me at ease. All with good humour and patience. Many many 
thanks again! 
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Patient Month Comments received 

40 July Thank you for caring for me & being kind to me whilst I didn't 
know what happening & I was afraid. 

42 July 

Both crews that attended were fantastic. Not only with the 
patient but the family. We can’t thank them enough for the care 
and compassion they showed all of us. 

 

Demographics and Equality and Diversity Information  
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What best describes your gender? 

 

 

 

What is your ethnic group?  
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Are your day-to-day activities limited because of a health problem or disability which has 

lasted, or is expected to last, at least 12 months? 

 

Aftercare  

Following this survey, 15 compliments and two complaints were received, these were passed 

to the Patient Advice and Liaison Service (PALS) for logging and actioning as appropriate.  
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