
 

EEAST: Maternity Patient Experience Survey 

October to December 2022 

www.eastamb.nhs.uk 
 

 

 

 

 

                                 

 

 

Maternity Survey 
Patient Experience Report 

 

        Maternity Survey October to December 2022 

 

 

Author: Laura Mann, Patient Experience Manager (Surveys) 

Report Period: October to December 2022 

Date of Report: June 2023 

 

 

 

 

 

   

 

 

 

  



1 

EEAST: Maternity Patient Experience Survey 
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Maternity patient experience survey 
 

Introduction 
 

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

annual patient survey programme which includes a continuous survey for 

Emergency Services (ES)/Emergency Clinical Advice and Triage (ECAT) Service. 

Additional planned survey projects are also undertaken each year, such projects 

vary depending on the Trust’s priorities or if there is an area of care being 

developed/in need of audit.  

During 2021, EEAST supported the World Patient Safety Day global campaign 

theme of ‘Safe Maternal and Newborn Care’ (World Health Organisation, 

2021/22), with the aim being to increase awareness and improve patient safety 

in relation to maternal and newborn care. In support of the campaign, several 

EEAST masterclasses relating to pre-hospital maternity care were held for Trust 

staff and a short film, ‘EEAST Maternity Advice’ (EEAST, 2021) was also produced 

for the public website. The Trust also implemented a Maternity Action Card 

(MAC) to be used as a reference guide to aid assessment and decision making by 

on scene clinicians when attending maternity related calls.  

During this time, an online maternity patient experience survey was also made 

available to enable patients to provide their valuable feedback in relation to the 

service received. The objective of the survey was to establish patient satisfaction 

and to monitor the quality of care and service provided by the Trust for patients 

who had contacted EEAST in relation to a maternity related concern. 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 latest results to the survey, following an invitation to 

feedback mailout to patients who had used the service between October to 

December 2022.  
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Methodology 
 

The online maternity patient experience survey was designed in collaboration 

with the Trust’s Clinical Lead and senior midwives during 2020/21. The survey 

continues to remain available on the Trust’s public website: Maternity Services 

Survey (eastamb.nhs.uk) 

The survey has been promoted using various methods, including the Trust’s social 

media channels and patient information cards. In addition to the above, a 

random sample of patients (who had been attended to by EEAST following a 

maternity related 999 call) was collated, with these patients posted an invitation 

to feedback letter (which included a QR code and link to the online survey).  

The patient sample was traced using the Demographic Batch Trace Service, with 

patients who did not trace removed from the sample prior to survey mail out.  

Sample 

 
The online survey has been available on the public website since December 2020, 

enabling patients to provide their valuable feedback at any time.  

In February 2022, a patient sample was collated using the maternity/pregnancy 

Advanced Medical Priority Dispatch System (AMPDS) codes. The sample covered 

the whole region (Bedfordshire and Luton, Cambridgeshire and Peterborough, 

Hertfordshire and West Essex, Mid and South Essex, Norfolk and Waveney, and 

Suffolk and North East Essex) and included patients aged between 18 to 50 years, 

who had been attended to by EEAST following a maternity related 999 call. After 

discussion with the Clinical Lead, it was agreed that the sample should not 

include patients who had experienced a confirmed stillbirth, serious 

haemorrhage, or miscarriage, to avoid causing any additional distress. 

https://www.eastamb.nhs.uk/contact-us/maternity-services-survey.htm
https://www.eastamb.nhs.uk/contact-us/maternity-services-survey.htm
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The patients within the sample were then posted an invitation to feedback letter, 

with a month allowed for responses. Due to the low number of submissions 

received, the response deadline was extended. The survey was also further 

signposted via the Trust’s social media channels during Maternity Mental Health 

Awareness Week in May 2023, with a view to increase the number of completed 

surveys and feedback received.  

Response rate 
 

Overall, 143 invitation letters were posted to patients who had used the service 

between October to December 2022. 22 submissions were received in response 

to the mail out, which equates to a 15.4% response rate. Following the social 

media signposting, a further six completed survey submissions were received. 

These responses have also been included within this report.  

In total, 24 (85.7%) of the survey submissions received have been completed by 

the patient.  

Conclusion 
 

Patients were generally satisfied with the service received from the EEAST, with 

85.7% of respondents (24) rating the service as ‘good’ or ‘very good.’  

Respondents advised that the 999 call had been made by someone other than 

the patient, with labour (70.8%) the most common reason for the emergency 

call.  Prior to calling 999, 80.0% of patients (20) had initially contacted a 

maternity unit for help and advice.  

Respondents were mostly satisfied (95.2%) with the handling of their 999 call, 

with 84.6% of respondents (22) also satisfied with the length of time they waited 

for an ambulance. Following the emergency call, 73.1% of respondents (19) 

advised that they had been attended to by a crew with an ambulance. 13 (68.4%) 
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out of 19 patients recalled that an examination or assessment had been 

undertaken by ambulance staff, although only six respondents advised that 

handheld maternity notes had been requested. Respondents felt that their pain 

had been appropriately managed or responded that they had not been 

experiencing pain/declined pain relief.  

Ambulance service staff were mostly rated favourably (92.6%) as ‘good’ or 

‘excellent.’ Patients also felt involved in the decisions made regarding their care, 

with 96.3% of respondents (26) advising that they had been treated with dignity 

and respect.  

The additional comments received were generally positive and highlighted the 

professionalism, kindness and care provided by staff. However, one theme to 

arise has been in relation to the perceived lack of confidence/training of 

ambulance service staff when attending maternity related emergency calls. This 

feedback has been shared with the Trust’s Clinical Lead.  

Going forward, additional signposting and consideration of methodology will be 

undertaken to increase the feedback received. 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 receive a high standard of service.  

Results 
 

Please see the below results to the maternity patient experience survey. Please 

note the percentages within the tables/charts do not include the patients who 

either did not respond to the question or who were ‘unable to say.’  

Caution must 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? 

Overall, patients were mostly satisfied with the service received, with 85.7% of 

respondents rating the service received as ‘good’ (3.6%) or ‘very good’ (82.1%). 

Four patients rated the service as ‘poor’ (7.1%) or ‘very poor’ (7.1%).  

Please can you tell us why you gave this answer:  

Patient  Positive comments received 

1 

The paramedics who helped deliver our son were just fantastic!!! I was so 

happy with the whole experience and that’s down to them. His shoulder 

got stuck they didn’t panic, or stress kept us calm and delivered him safely 

and the aftercare whilst waiting for a midwife was just perfect! We can’t 

thank them enough!!! 

5 

The ambulance arrived quite quickly, and the three paramedics were 

amazing, they helped me deliver my daughter at home in an unexpected 

scenario. They also stayed long enough to make sure we were both ok but 

also to make sure the midwives got all the information they needed, as 

they didn’t make it on time for the birth. 

6 

Our little madam decided she wanted to make an appearance more 

quickly that we had expected. My husband phoned 999 and was talked 

through what to do which was great, they were very supportive.  The first 

ambulance arrived within 10 minutes. The duo had actually clocked off 

and were heading back to the ambulance station and as they were going 

past the village came to us as they knew the next nearest ambulance was 

coming from Ipswich - we are so grateful for this. The second ambulance 

arrived I think 10-15 minutes after the first. Both teams were absolutely 

fantastic, they did all the necessary checks on me and on our daughter 

and nothing was too much trouble. We were well supported by them and 

really appreciated everything they did for us. I have great admiration for 

the work they do and will forever be thankful for everything they did for 

us. 

7 

Although the ambulance arrived after my baby was born at home, the 

crew were incredible. Helping us remain calm and sorting us out. There’s 

no way I could express my gratitude to these fabulous people, who took 

amazing care of us all the way to the hospital. Truly wonderful people 

who made a scary experience into a positive memory. 
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Patient Positive comments received 

9 

Their response was quick when our local maternity unit did not believe 

me. We called a few times, and they thought I was not ready to give birth. 

I gave birth downstairs in our home and their turning up was quick and 

reassuring.  

11 
Extremely quick response and supportive. They looked after me and 

reassured me when I was thinking the worst. 

12 
The ambulance arrived promptly. The staff were knowledgeable, 

reassuring, and helpful. 

13 

I was attended to by 2 ambulance crews at home when my labour failed 

to progress as planned at home. The response time was very prompt, 

around 5 mins. Staff were very friendly and reassuring. They offered 

support where needed but also recognised when it was appropriate to 

take a step back. They worked well as a team with the midwife and 

completed a smooth transfer and handover to hospital. 

14 

I had an excellent experience with both the ambulance call handler and 

the two paramedics who arrived to the house around 20 mins following 

the very rapid arrival of our baby girl! The call handler was so incredibly 

calm, warm, and informative, he put my husband at great ease in what 

was a few moments of madness! He was so clear in his instruction and had 

such understanding. We will honestly be forever grateful for that phone 

call! The two paramedics were just wonderful too. They were a joy to 

welcome into our home, nothing was too much to ask, and they ensured 

everything was so super smooth when being transferred to the N&N. 

Sitting in the back of the ambulance and having a chat about the usual 

calls they often get whilst nursing my newborn baby is a memory I will 

never forget.   Considering the crippling pressure the NHS staff are under 

at present, our experience was second to none! 

15 

My baby was delivered safely with the help of the paramedics who 

attended my very quick and early labour, I'm so grateful to them and am 

thankful they were able to arrive in time. 

16 

They were quick to turn up and assisted with the birth of my baby at home 

along with the midwives. There was one new ambulance staff who was 

an amazing help. 

17 

I was sent away from hospital in full labour after being told they were at 

full capacity. I gave birth at my parent’s house with fantastic support from 

paramedics. I have never felt so supported and cared for. They were truly 

amazing! 
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Patient Positive comments received 

19 
It is because the ambulance was well equipped with capable members of 

staff. 

18 

I was about to give birth. The service was extremely helpful, so my partner 

knew what to do step by step, he took the delivery at home. Paramedic 

arrived in time, really quickly, he was extremely helpful. After him couple 

minutes, arrived an ambulance also really nice and helpful people. 

20 

The two lady paramedics arrived at our house and immediately assessed 

the situation and reassured both me and my partner that everything was 

going to be ok. They gave me gas and air straight away and then calmed 

me down before acting fast to get us to the hospital to have our baby girl 

     With 8 minutes to spare      . 

21 

Quick to respond, provided clear instructions and directions over the 

phone and on arrival. All staff were friendly and polite. All staff members 

had a smile on their face and were reassuring. 

26 
They were really quick to attend, and the crew were so supportive and 

kind I can’t thank them enough. 

28 
My wife went into labour at 25+4. Service provided by the 999 call taker, 

and the paramedics from the two ambulances sent was excellent. 

Patient  Negative comments received 

8 

Our child was critical with no heartbeat being observed. First responder 

wasted valuable time bringing equipment that was not required nor was 

there even the request for one as we had a home birth midwife with us. 

This delayed transfer to hospital significantly with an inability to get out 

of the house when the actual ambulance arrived. 

23 

The ambulance arrived nearly an hour after I have birth. I was at risk of 

haemorrhage, so we were advised not to move the baby. When the 

ambulance arrived the technicians had no idea what to do, little maternity 

training. This meant my baby had a developed a stroke and a blood clot 

on the brain and spent a long time in NICU. This could have been 

prevented if the ambulance had arrived quickly and the staff had proper 

training in delivering babies and aftercare. 
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Who contacted the ambulance service for this incident? 

 
All 23 respondents who answered the above question advised that the 

ambulance service had either been contacted by their ‘relative/partner’ (60.9%) 

or ‘someone else’ (39.1%) e.g., ‘midwife.’ 

What was your reason for contacting the ambulance service?  

 

 

Of the 24 responses received, 17 (70.8%) of the emergency 999 calls had been in 

relation to ‘labour,’ four (16.7%) related to complications during pregnancy, one 

(4.2%) related to complications after pregnancy and two (8.3%) had been in 

relation to ‘something else.’  

Please tell us if you had contact with any of the following healthcare providers 

before contacting the ambulance service for this incident? (All answer types are 

listed, some multiple answers) 

 
Over three quarters (20) of respondents (80.0%) had initially contacted a 

maternity unit prior to dialling 999. One respondent (4.0%) had been in contact 

their GP. Four respondents (16.0%) advised that the ambulance service had been 

the first provider contacted.   

Labour

Complications during pregnancy

Complications after pregnancy

Something else
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R
e

a
so

n
 f

o
r 

co
n

ta
ct

Percentage
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How would you rate the handling of your emergency phone call? 

Overall, 20 (95.2%) the 21 respondents who were able to answer the above 

question rated the emergency call handling as ‘good’ (14.3%) or ‘very good’ 

(81.0%). However, one respondent (4.8%) felt the call handling was ‘very poor.’  

How would you describe the length of time you waited for the ambulance 

service to arrive? 

 

Overall, 22 (84.6%) out of 26 respondents rated the length of wait for the 

ambulance as either ‘good’ (3.8%) or ‘very good’ (80.8%). However, three 

respondents described the wait as ‘neither good nor poor’ (11.5%) and one 

respondent recalled the length of wait as ‘very poor’ (3.8%).  

Did you receive a single responder in a car or a crew with an ambulance?  

19 (73.1%) out of 26 patients (73.1%) had been attended to by a crew with an 

ambulance. Three patients (11.5%) had been attended to by a single responder 

and four respondents (15.4%) answered ‘other.’   
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ambulance service to arrive?
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How would you describe the attitude of the ambulance service staff that you 

had contact with? 

Overall, 25 (92.6%) out of 27 respondents rated the ambulance service staff 

favourably as either ‘good’ (3.7%) or ‘excellent’ (88.9%). However, two 

respondents felt that the staff attitude had been ‘poor’ (7.4%).  

Did the ambulance service staff treat you with dignity and respect? 

Positively, 26 (96.3%) out of 27 respondents recalled being treated with dignity 

and respect by ambulance service staff. However, one respondent (3.7%) did not 

feel that they had been treated respectfully or with dignity.   

Did the ambulance service staff request to see your handheld maternity notes? 

Of the 10 respondents who were able to answer the above question, six (60.0%) 

advised that the handheld maternity notes had not been requested. Four 

respondents (40.0%) advised that ambulance service staff had requested the 

notes.  

Did the ambulance service staff examine you in any way or perform an 

assessment?  

Overall, 13 (68.4%) out of 19 respondents advised that an examination or 

assessment had been undertaken by ambulance service staff. However, six 

respondents (31.6%) did not recall either taking place.  
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How would you rate the advice you received from the ambulance service staff? 

 

Overall, 14 (77.8%) out of 18 respondents rated the advice they received from 

the ambulance service staff as ‘very good.’ Other responses included ‘neither 

good nor poor’ (5.6%), ‘poor’ (5.6%) and ‘very poor’ (11.1%).  

Did you feel the ambulance service staff managed your pain appropriately? 

 

Overall, 16 (64.0%) out of 25 respondents felt that their pain had been 

appropriately managed. Nine respondents advised that they had not been 

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

Very good

Good

Neither good nor poor

Poor

Very poor

Percentage

R
e

sp
o

n
se

How would you rate the advice you received from the ambulance 
service staff?

0.0%

20.0%

40.0%

60.0%

80.0%

Yes No I was not

experiencing any

pain / I did not need

pain relief

I declined pain relief

P
e
rc

e
n

ta
g

e

Response

Did you feel the ambulance service staff managed your pain 
appropriately?



12 

EEAST: Maternity Patient Experience Survey 

October to December 2022 

 

experiencing any pain/did not need pain relief (28.0%) or advised that they had 

declined pain relief (8.0%).  

Did you feel involved in the decisions made about your care? 

Positively, all 25 respondents who answered the above question advised that they 

had been involved in the decisions made regarding their care to at least ‘some 

extent,’ with 68.0% of these patients advising that they were ‘definitely’ 

involved.   

Did you feel satisfied with the care received from the ambulance service staff?  

 

Overall, 21 (91.3%) out of 23 respondents were satisfied with the care received 

from the ambulance service staff, with 87.0% of respondents advising that they 

were ‘definitely’ satisfied. Two respondents (8.7%) responded that no care had 

been given.   

 

 

 

 

Yes, definitely 

93.5%

Yes, to some 

extent

3.2%

No care was 

given

3.2%

Did you feel satisfied with the care received from the ambulance service 
staff?

Yes, definitely Yes, to some extent No care was given
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Please tell us about anything that we could have done better: 

Patient  Positive comments received 

1 Nothing they was incredible! 

6 
Not applicable - they were fantastic. I would like to thank them by 

name, but we can't remember the names of the 4 that attended us. 

9 No, they were wonderful. 

16 Nothing, arrived quickly and were great 

18 Everything thing was great 

19 The service was perfect.  Thank you. 

21 
The service which was provided was excellent. No improvement could 

be made 

26 Nothing, they were amazing.  

Patient  Suggestions for improvement 

7 Only got to us faster, but this is out of their control. 

13 

The only thing I would say is that all 4 members of the ambulance 

crew came into the house and stood in the doorway before the 

midwife asked if only 2 could remain inside and the others wait 

outside until they were needed. It felt a little intrusive/unnecessary 

to have 4 people appear at the door when I was in established labour. 

It really wasn’t a big issue for me but may have been an issue for 

other women and I would ask staff to consider how they approach a 

situation where a woman is in labour (especially when there is 

already midwife in attendance). 

17 
Operator could have given us a better idea of how long the 

ambulance would take. 

8 

Provided appropriate response as requested by the midwife, avoided 

wasting valuable time with an inappropriate first responder, more 

thought from the ambulance staff with a home birth midwife in 

transit with us asking us, "if we were on holiday" unacceptable.  

Unavailability of sick trays caused anxiety during transfer, concern 

over transfer time during the period from first responder attempting 

to remove unnecessary equipment even after being told by partner 

and midwife all was unnecessary. Asking for help removing 

equipment to partner rather than allowing transfer to take place.  All 

in all the experience was pretty poor in all respects. 
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Demographics and Equality and Diversity Information 
 

What age are you? 

 
 

 

What is your ethnic group? 

 

 

16 to 24 years, 

3.7%

25 to 34 years, 

51.9%

35 to 44 years, 

44.4%

What age are you?

16 to 24 years 25 to 34 years 35 to 44 years

White, 

88.9%

Asian / Asian 

British, 

3.7%

Black / African / 

Caribbean / Black 

British, 

3.7%

Mixed / Multiple 

ethnic groups, 

3.7%

What is your ethnic group?

White Asian / Asian British

Black / African / Caribbean / Black British Mixed / multiple ethnic groups
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What is your religion or belief? 

 

What is your sexual orientation? 

All 27 respondents who answered the above question advised that they were 

‘heterosexual/straight.’  

 

Do you have any of the following disabilities? 

All 27 respondents who answered the above question advised that they did not 

have a disability.  

 

Are you married or in a civil partnership? 

 

Christian, 40.7%

Buddhist, 3.7%

None, 55.6%

What is your religion or belief?

Christian Buddhist None

Yes, 59.3%

No, 37.0%

Other, 3.7%

Are you married or in a civil partnership?

Yes No Other
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Aftercare  

Following this survey, any compliments or comments of concern/complaint 

received were passed to the Patient Advice and Liaison Service (PALS) for logging 

and actioning as appropriate.  
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Appendix 

 
Appendix 1 – Abbreviations 
 

AMPDS – Advanced Medical Priority Dispatch System 

EEAST – East of England Ambulance Service NHS Trust 

ICS – Integrated Care System 

JRCALC – Joint Royal Colleges Ambulance Liaison Committee 

MAC – Maternity Action Card 

 

Appendix 2 - Link to the online maternity patient experience survey 
 

https://www.eastamb.nhs.uk/contact-us/maternity-services-survey.htm 

 

 

https://www.eastamb.nhs.uk/contact-us/maternity-services-survey.htm
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Appendix 3 - Patient invitation to feedback letter 
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