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Introduction

This is a toolkit to help a community first aider responder or Paramedic work effectively with patients and the community. This will briefly explain what a paramedic and responder is, how to become a paramedic and responder and what help is available while being a paramedic and responder if needed after or during a call with patients. 


What is a Paramedic?
A Paramedic is a specialised trained person who will attend medical emergency calls. You are usually the first senior healthcare professional on scene unless a first responder has been called as well. You can deal with life threatening illnesses to minor injuries. 
You will provide care to a patient which can include high-tech equipment (AED), administer drugs and resuscitation. 
As a Paramedic you must be registered with the HCPC (Health care professional council) which can be acquired after training on a Paramedic Science course.  There are various positions of paramedics which you can work on an ambulance or as an enhanced responder on your own and more.
To become a Paramedic, you can obtain a place at university or with the ambulance trust and train while you work. (Prospects 2019)
   [image: ]



What is a Community First Aider Responder?
A community first responder is someone who responds to local emergency calls before an ambulance arrives. They are providing dynamic first aid saving lives. Responders are fully trained to evaluate the patient and situation they find themselves in. 
Responders carry the basic first aid equipment, but also carry automated external defibrillators (AEDs) and they are fully trained to provide oxygen if needed. (St Johns (2019)


How to become a Community First Aid Responder?
You can become a community first aid responder with St John’s Ambulance Cymru or the West Wales Ambulance Service (St John and WWAS 2019)
If you are over 18 years old; enjoy a challenge; good under pressure and calm in an emergency; a full driving license held for 2 years and ready to learn lifesaving skills. Then why not become a responder and join the team. 
[image: ]

When you are a First Aid Responder
When you have gone through the protocol of the DBS and occupational health checks then your training, you will be allocated to your local area team. 
You will then be given a pager and when an emergency call comes in you will dispatched from the National Health Service headquarters call centre and given the call details. You can be given a call in a public place, workplace or in someone’s home.


When you become a Paramedic
When you have finished your training to become a paramedic. You will need to register with the Health Care Professional Council to be able to practice and get a job with the ambulance service. 
After this you can work as a paramedic.




How to Communicate with Patients 
Communication is key when dealing with an emergency. You need to quickly seek to provide a sense of hope, safety and calmness. This doesn’t matter of the patient is conscious or non-responsive. 
If patient is conscious, look them in the eye and reassure them and them keep calm, the patient can pick up on any signal and any body language and feel that something is wrong. 
You need to try and create a calming setting. You can do this by cleaning up the patient as best as you can for example; wipe blood away and debris from the face. Cover the patient with a blanket they could be cold. Remove anything dangerous nearby and any by standers. All these can cause anxiety and distress. 
If you can build up trust with the patient, it can make the situation a lot calmer and safer for everyone. Show caring, listen to the patient, show empathy, compassion and always reassure the patient and trust is so important. If you don’t have trust the emergency can become hard to treat the patient. 
Try and display competence as well as honesty. Keep talking to the patient it keeps the situation calm.
You must speak clearly and confidently to the patient. Do not use negative messages always use positive ones. In high stressful situations, smells and sights can make everything worse, and the patient can hear messages wrong and become more stressed. (Public Health Emergency 2019)
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How to build a rapport with your patient
To best start with having a good rapport with your patient is to introduce yourself to them, this is important for building up a positive relationship. 
Listening to your patient is positive for the patient. The patient sometimes just wants to talk to someone, they could be lonely. 
Validate fears and concerns the patient may have. Vulnerable patients may need more reassurance than other patients, this sometimes could include patients with Dementia. By acknowledging your patients’ feelings, you are opening the door to learn about the patient. 
You should always do what you are going to do. Always be truthful with the patient as being dishonest can make the patient more vulnerable. 
Do not be apologetic to patients about why you can not be there all the time and do not complain to the patient about staff members. 
It is always nice to be able to sit and talk to the patient about things outside of the home or hospital. Ask them about their life, where they came from and what interests they enjoy doing. Taking the time to talk the patient makes the patient feel cared for and makes the situation less stressful. 
     [image: ]


Confidentiality
Confidentiality is very important in the healthcare sector. You must always store patients records in a locked place where only care providers can access. 
Family and friends are not legible to access the records of the loved ones unless they have permission from that person. 
Confidentiality is important in the workplace as it keeps a professional standard for everyone to follow. And it is important that everyone follows this standard of respect. 
There are times when some services must adhere to the law and break confidentiality because something that they are being told makes them think someone under the age of 18 or a vulnerable person is at risk. The decision is not taken lightly and looking after the best interest of the client. 





Mental Health in the workplace for staff
Emergency services staff save lives everyday. And managing your mental health matters. The pressures that you face daily can hit you hard. You are not a robot and have feelings. There is a lot of help outside of the workplace that can help. 
There is a stigma surrounding mental health and it is not to be embarrassed about. You will not be the only one. There are websites, charities and people that can help they are called ‘Champions’. 
9 out 10 people have been exposed to stress and poor mental health while being in the workplace. Talking is good to help with the release of stress. Talking to your peers or online can help. 
[image: ]People that haven’t reached out for help have gone into isolation and may have turned to drink and drugs, and we don’t want that to happen to you.  (mind/bluelight 2019)
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Signs of Stress, Anxiety and PTSD (post-traumatic stress disorder)
Post Traumatic Stress Disorder is an anxiety disorder caused by very stressful, frightening or distressing events. 
Someone with post traumatic stress disorder often relives the event through nightmares or flashbacks. This could lead to the individual being isolated, irritable and feeling guilty. 
The disorder can happen immediately after the event or it can occur week, months or even years after. It is normal to experience upsetting and confusing thoughts after the event, but most people do improve naturally over a period of time. If symptoms do persist see your doctor and they can point you in the direction of a mental health specialist. (National Health Service 2019)
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Person Centred Care Approach
Person centred care is a counselling approach which is non-direct. The client is an equal partner in planning their care. The client’s opinions are important, and they are respected. 
The approach can help clients to reconnect with their inner values and sense of self-worth, this will enable them to find their own way forward and progress. 
Emergency service staff could use this approach to talk to a counsellor if they do not want to talk to anyone at work. (BAPCA 2018) (Counselling Directory 2017)
Support with Mental Health
There are many mental health support agencies to help you with any mental health issues. Please don’t suffer in silence there are people about to help. 
One is a charity called MIND.
Mind provides advice and support to allow anyone experiencing a mental health problem. They raise awareness and promote the understanding of the problem you have. 
They will not give up until everyone that experiences mental health problems gets the support and respect, they deserve. 
1 in 4 people will experience a mental health problem, but hundreds of thousands of people will suffer in silence. 
Mind can support everyone who want help. They have several aspects of counselling to help.
· Infoline – which offers callers a confidential conversation for the price of a local call. 
· Legal line – which provides information on mental health related law to the public, service users, family members and carers.
· Website and Publications. (mind.org 2019)
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Mental Health Support
Callhelpline is another mental health charity that offers emotional support and information on mental health related matters to the people of Wales. 
[image: ]Anyone that is concerned with their own mental health or a family members mental health can access the service C.A.L.L (Community Advice Listening Line) which offers a confidential listening and support service.  (callhelpline.org 2019)       


SANE is a mental health charity that provides support, guidance and information to anyone that is affected by any kind of mental illness this will include families, friends and carers they can help. 
The charity service is confidential. They also offer a non-judgemental and compassionate emotional support. The team are professionally trained, and they are there to make you feel safe and talk about any problems you may have. 
The charity has several sources to for support. You can join them online at support forums, they have a call back service, a text system, the SANELine and their website have further support. (sane.org.uk 2019)
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Help at work
Do you have help for mental health issues at work? 
Some organisations have a high sickness rate due to mental health issues. This could be because people are ashamed to talk about their illness and hide away from it. 
Staff can raise awareness and highlight their concerns for the lack of help or how to make the issues more aware via a survey.
In the Blue Light industry some departments have a support network with several professionals to help they are called ‘Champions’. There is always a champion on shift day or night. 
These champions are professionally trained in certain aspects of mental health. There are internal co-ordinators, blue light champions, a lead champion and a member of the charity MIND on hand. 
A blue light champion is an individual within the emergency services who will raise awareness of mental health issues within the service. 
The champion is funded through the charity of MIND where they provide training and support. 
The Blue Light Champions can provide information on mental awareness, such as stress and anxiety, supporting other members of the workforce, and help for family and friends. 
     [image: ]
To make the service noticeable, the champion can show leaflets and booklets. Send emails of support if colleagues don’t want to speak face to face. Events can be arranged for awareness and to encourage people to talk about their illness. 
Champions can have a one to one session when you want and set milestones to progress. 
Even though champions are there to help support everyone in the workplace. You can reach out to your colleagues if you find it easier to talk to them. (mind.org 2019)
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How to become a Champion
Champions are a core part of the blue light industry. There a roughly 3000 people who have signed up to be a champion. They have dedicated their time to change the stigma towards mental health in the workplace. Mind organisation will always have a dedicated team to b on hand for any help that it needed.  
A workplace champion is an employee or volunteer who acts in the workplace to raise awareness of any mental health problems. 
A great champion is passionate about finding ways to encouragingly and beneficially challenge mental health stigma. They are also motivated to improve their colleagues to understand mental health.
Champions do a great job and they get satisfaction of helping to improve the behaviours towards mental health. They take the opportunity to develop new skills such as public speaking and organising events. They also, create a healthier environment at work, and make it a more positive experience for other colleagues. 
A champion should have good communication skills, decision skills and organisational skills and most of all listening skills. 
They will help their colleagues by giving out information such as leaflets and posters for events. Create an intranet site for any information you require on mental health. A social media group can be created for others to talk about anything. The champions do offer counselling session for a one to one chat and its more private. They will also provide training days and awareness days for anyone who would like to attend. (mind.org 2019)
So, for you to just remember that you are not alone, and someone is always willing to help and listening. Speak out and make mental health more positive. 
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Organisations that can help
These organisations can help you in anyway that you wish. They have been listed in the booklet already.
Mind Mental Health 
15-19 Broadway, Stratford, London E15 4BQ
T: 020 8519 2122, F: 020 8522 1725
e: supporterrelations@mind.org.uk
Mind Cymru
3rd Floor, Castlebridge 4, Castlebridge,
5-19 Cowbridge Road East,
Cardiff CF11 9AB
T: 029 2039 5123
e: supporterrelations@mind.org.uk
www.mind.org.uk



SANE,
St. Mark's Studios,
14 Chillingworth Road,
Islington,
London,
N7 8QJ
Telephone: 020 3805 1790
Email: info@sane.org.uk
www.sane.org.uk

C.A.L.L Mental Health
Call 0800 132 737 or
Text 81066
www.callhelpline.org.uk

Rethink Mental Illness
Tel: 0300 5000 927
Email advice@rethink.org
www.rethink.org
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