

South Central Ambulance Service (SCAS) is part of NHS Trust and it was created back in July 2006. Since then they successfully providing ambulance and healtcare services to community in counties of Berkshire , Buckinghamshire, Hampshire and Oxfordshire. SCAS serve large area of approximetly 3550 square miles radius with nearly 7 million population.  To assure high qulity service SCAS opperate trough their 103 sites and headqurters Biecester, Oxfordshire and Otterbourne and Hampshire. They have fleet of nearly 279 emergency vehicles as the amount of emergency phone calls they receiving each year is more than half a million. SCAS can be reached on two different phone lines  working 24/7. Their 999 line is planned for accident and emergency request where ambulabce arrival time is essential for saving human live. SCAS NHS 111 service is where patiants are provided with fast clinical advice and Emergency Vehicle if needed. SCAS main services are accident and emergency services, non emergency patient transport. They also provide their  patients with commercial logistics and medical care in hostile enviropments(South Central Ambulance Service NHS Foundation Trust, 2022).
 

The purpose of this report is to outline how Vodafone mobile devices and bespoke app are improving service efficiencies and community engagement. Also  to identify its service users and what services they require from SCAS community responders. Moreover to explain the importance of community responder role, what set of skills, knowledges and training  needed to carry out this responsibility.

The idea behind implementation of Vodafone Mobile devices and bespoke app in this critical service is to improve access to healthcare. Following my research this is one of the few ways to improve quality of healthcare. Moreover to improve responce times,  quality of patient care, fast and reliable communication between office based Clinical  Centre and  Community First and Co Responders. Other way for healhcare quality imrovement is implementing on greated transperancy, collecting data safely, analyzing patient outcomes in order to engage with patients. Vodafone started its partnership with SCAS in 2018 and since then quality of service changed dramatically to better(5 Ways to Improve the Quality of Healthcare | Proactive MD, 2022).
Vodafone Bespoke App is designed to work simple and reliable. Community respoders have to log in and let know coordination centre that they are available to respond. When an incident happened the app will send its location to the nearest responder so he can be  present of the incident location first , to check if emergency livesaving treatment is needed and do his job prior paramedics arrive.  Moreover implementing and recognising the power of technologies help SCAS in many aspects, not only to improve theirt services but to lower the impact of the stress their emeployees experienced durring theit community work.  
Following my reserch the stress raleted to this role is very high. That means community  responders have to obtain verry wide range of skills including fast recovering from stressfull situations. This is verry common problem in healcare providing organizations and one of main factors to consider when quality improvement is used  as a tool for sustainable and competitive advantage as business organisatioan(Woods, 2022).
Many studies prove that limiting stress related issues of healhcare community providers is directly related to theit customers satisfacion. Thats is why healthcare ptoviding organisations like SCAS applying human factor concept called Resilience. This concept observe and investigate how healthcare providing organisations monitor their healh team how they adapt and act on failures of high risk situations. This concept is new for healthcare providing organizations but is commonly used of othrer high-risk industries. Resilience concept simply move focus to observe in details  organization succesfull operations, study them and use them as  success mesurement, improvement and prediction tools. American Psychological Association defines resilience as  process of adapting well in the face of adversity, trauma, tragedy, threats and evan signifacant sources of stress(APA PsycNet, 2022).

Following my research applying resilience of healthcare is very complex process and one of the key success factors of healthcare resilience is the clinical handover which represents variety of patient safety adresed risks.
By benchmarking that process healthcare organisations are limmiting these risks and also increasing their patients sfatey. Clinical handover is defined by the Australian Medical Association (2018) as the transfer of proffesional resposibility and accountability for some or all aspect of are for a patient, group of patients, to another person or proffessional group on a temporary or permanent basis. Moreover problem in clinical handover can occur when communication between healhcare responders is poor resulting service quality issues directly leads to customer unsatisfaction and reputation loss. Poor clinical handover can resul delays in treatments, wrong medications, repetition in diagnostic tests. This leads to waste of time of both patients and community responders and can couse harm to both sides. Its very important for healthcare organisations to implement that in their training policy and to be sure their employees are fully awared of importance of shift handover and be fully awared that failling to submit correct clinical report can cost human life(Thopson and Collet, 2022)
 Therefore following the above healhcare responders have very powerfull position when it comes to overall quality of the healtcare service and can limit business sustainability.
My research shows that to respond adequatelly and to provide fast, safe and reliable help to their patients South Central Ambulance Service is using something like middleman between patients and help responders called Community First Responder (CFR) which role is vital in some cases of emergency. Community First Responder is first person to arrive on incident location, his job is to asses situation, to share critical information with arriving doctors and request additional support from emergency services where needed. CFRs are usually voluneers aged between 18 and 60 years old members from the public, fire service, police support officers, coastguarding and military. South Central Ambulance Cervice curently working with more than 1200 volunteers(CFRs and Co Responders) trained and equipped to provide live saving treatments  and intervensions that can have a essential impact on patient outcome. SCAS community first responders are trained to deliver livesaving treatments. Their skills include using of Automated External Defibrilato (AED), cardiopulmonary resuscitation (CPR). CFRs are also trained to restore and maintain breathing  and circulation wich will provide oxygen and blood flow to the heart, brain and all vital organs(South Central Ambulance Service NHS Foundation Trust, 2022).
My reserch shows that most of the volunteers CFRs are people with desire to help to community, to be involved, or just to make good. Some people are affected and become CFR becouse someone close to them died of the slow emergency help. Community First Responder role is very improtant factor for the quality of the healthcare. South Central Ambulance Service are recognising the iportance of the CFRs and by implementing Vodafone bespoke app they successfully improve work process and job flexibility.
Moreover by implementing Vodafone bespoke app SCAS  are lowerning impact of stress related issues like poor communication on daily basis and boost their employees work related stress resilience. I think communication in business is very important and vital for every succesfull organisation. Therfore following the above communication between patients, healhcare workers, communication between staff members, community first responders(CFR),  phoneline opperators is very important and essential especially in healthcare prviders as their actions are directly  reflecting to community members health and even can leads to loss(Barry and Bury, 2022).

Moreover by introducing Vodafone bespoke app and succesfully implementing it in their operations SCAS  are providing better, faster and more reliable healhcare service. Vodafone app improved communication in the work process, boost  emloyees  resilience , increase customer satisfaction .  Services become more fast, reliable and  easy for all parties. 
Before Vodafone app South Central Ambulance Service was challenged with their heavy work process.  Community First Responders had to carry too many devices to do their job, they was equiped with pager and navigation device as well they need to use their own mobile phones  to communicate with navigation center.  SCAS had also problems with mobile connection that was cousing delays in tracking community first responders  location, delays in dispachimg  nearest responder , also delays in regards to patient clinical road updates.
However SCAS found solution in the face of Vodafone and their partner Commontime. Together they developed  application helping CFRs to register for emergency calls and send status updates to contol room.  By using mobile devices supplied by Vodafone SCAS community first respoders need to use just one device to do their job. This is giving community first responders more time for reaction and more time to prepare and understand specifications of the emergency.  My research shows that Vodafone bespoke app  is making CFRs  daily work process very simple. They need to press a button to accept the job and then map and details about their patient is loaded automaticaly on the phone dislplay. This is making employees more focused on their job , makes their onsite time much quicker and work process more faster. SCAS contol room can locate all onlive voluneers  and  dispach the nearest one to the emergency wich is enabling quick response for patients. Preciced location also helping SCAS to improve their employess safety and  guarantee their patient are receiving treatment on time.

Healthcare organisations like SCAS have to think how to countiniuslly  improve and find better effective way to  connect and encourage communication between community service providers families, phisitians, other care providers, insurance providers throughout their patiants entire healhcare journey.

Another important factor to improve healthcare service qulity of organisations like South Central Ambulance Cervice is the abillity to research and learn from other organisations. This is common improvement tool and its proven taht primary care rpoviders are uniquely positioned to connect patientts to additioal services that will increase their success amd their healhcare service satisfaction.
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