Developing new ways of measuring the
quality and impact of ambulance service
care: the PhOEBE mixed-methods research
programme

Janette Turner,! A Niroshan Siriwardena,23*

Joanne Coster,' Richard Jacques,! Andy Irving,’
Annabel Crum,! Helen Bell Gorrod,? Jon Nicholl,?
Viet-Hai Phung,? Fiona Togher,? Richard Wilson,
Alicia O’Cathain,’ Andrew Booth,' Daniel Bradbury,’
Steve Goodacre,!' Anne Spaight,3 Jane Shewan,*
Richard Pilbery,# Daniel Fall,> Maggie Marsh,>
Andrea Broadway-Parkinson,> Ronan Lyons,®

Helen Snooks® and Mike Campbell’

1School of Health and Related Research, University of Sheffield, Sheffield, UK
2Community and Health Research Unit (CaHRU), University of Lincoln, Lincoln, UK
3East Midlands Ambulance Service NHS Trust, Nottingham, UK

4Yorkshire Ambulance Service NHS Trust, Wakefield, UK

>Patient and public involvement, Sheffield, UK

6College of Medicine, Swansea University, Swansea, UK

*Corresponding author nsiriwardena@lincoln.ac.uk

Declared competing interests of authors: Anne Spaight reports grants from East Midlands Ambulance
Service NHS Trust during the conduct of the study. Steve Goodacre is a member of the Health Technology
Assessment (HTA) Clinical Trials Board, HTA Funding Boards Policy Group and HTA IP Methods Group.
Helen Snooks is a member of National Institute for Health Research HTA and Efficacy and Mechanism
Evaluation Editorial Board.

Published April 2019
DOI: 10.3310/pgfar07030



Plain English summary

The PhOEBE mixed-methods research programme
Programme Grants for Applied Research 2019; Vol. 7: No. 3

DOI: 10.3310/pgfar07030

NIHR Journals Library www.journalslibrary.nihr.ac.uk



PROGRAMME GRANTS FOR APPLIED RESEARCH 2019 VOL. 7 NO. 3 (PLAIN ENGLISH SUMMARY)

Plain English summary

mbulance services are mainly judged on how well they are doing by measuring how quickly they

respond, or by measuring the care provided for a few emergency conditions. We wanted to develop
new measures that are important to patients, reflect all types of 999 calls and can provide information to
improve care.

The development of new measures was done in stages. First, the literature on what measures had already
been used was reviewed. Patients who had recently used the service were interviewed and it was found
that patients valued receiving appropriate advice, treatment, care and reassurance.

A series of events was then held and consultations were had with a wide range of people, including
the public, clinicians, service managers, commissioners and policy-makers, to identify a small number of
measures for development. A new information record in one ambulance service was also created by
combining ambulance, hospital and death records.

Six measures for further development were identified: managing pain; managing the 999 call; response
time; decisions about whether or not to leave people at home; decisions about whether or not to take
people to hospital; and survival after a serious emergency.

The new patient record was used to find the best way of calculating each measure. It was found that
when the impact of ambulance service care is measured on, for example, survival, factors (such as the
patient’s age, clinical condition and which hospital they went to) have to be taken into account, as these
also have an effect. This is important, because without considering these factors there is a risk of making
unfair judgements about ambulance service quality. It was also found that the process of creating the
combined patient record was complicated and time-consuming. The set of six measures provides a
comprehensive picture of the different aspects of ambulance care but, at present, the difficulties in
combining information means that it is not possible to do this routinely.
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