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Introduction

Community engagement is a strategic approach to building relationships, interactions and communication between an organisation and community members to derive results from both parties. It is an essential approach for an organisation as they get involved with communities, which will enable a company to make informed and better decisions. This is because the organisation can see the bigger picture and analyse the consequences of initiatives and projects. This case study has chosen Vodafone’s initiative to provide mobile devices and a bespoke app to the CFR and the SCAS. Vodafone, United Kingdom, has been serving more than 18 million customers with more than 660 thousand home brand consumers in the UK and has more than 400 retail stores nationwide (Vodafone, 2022 c).
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Figure 1: Distribution of Vodafone Mobile Customers from 2013-2021, country-wide
(Source: Statista, 2021)


Outline how Vodafone mobile device can improve South Central Community responder

Vodafone UK has recently announced their new initiative to deliver mobile devices and a bespoke app to the South Central Ambulance Service (SCAS) (NHS, 2022 a). The aim was to escalate their efficiency for their 1200 CFRs (Community First Responders) and Co-Responders like fire, police and military located in Berkshire, Oxfordshire, Hampshire and Buckinghamshire in the UK. Co-Responders and CFRs are trained volunteers who appear in medical emergencies and lifesaving interventions before the ambulances arrive. 
Therefore, Vodafone provides mobile devices with 4G connectivity and a bespoke app, which is secure and can manage patients' information. To date, Vodafone has delivered 350 mobiles in Oxfordshire, Hampshire, Buckinghamshire and Berkshire and 210 devices are lined up for the coming weeks. Vodafone developed the bespoke app in collaboration with CommonTime, which enables reliable yet straightforward communication between the Clinical Coordination Centre and the CFRs (Sheehan, 2018). To use the app, CFRs need to log in and mark that they are at their disposal to respond. Thus, when a case appears, the closest accessible responder will get the alert and provide the accurate location, incident details and the fastest route to reach there. On the responders' arrival, they will share all the necessary information regarding the case and can send a request for the emergency service additional assistance. In addition to that, the app tracks CFRs movement through GPS. 
This initiative of Vodafone has helped the SCAS track the available volunteers during emergencies so that they can dispatch the respective responder to the location. The bespoke app also allows the SCAS and the control room to check if patients are receiving the proper treatment and volunteers are safe. Therefore, Vodafone has aided SCAS by providing them with effective devices, which helps them to save precious minutes when getting equipped for an emergency. 








Identify its service users and what services they require from the Community responders.

The service users of Vodafone are customers who are using digital and telecommunication, deliver IT services to corporate clients, governments and partner organisations as well. Vodafone serves approximately 300 million mobile consumers and 27 million customers consuming fixed broadband across 21 of their markets and 48 partner markets (Vodafone, 2022 a). SMEs have been one of Vodafone’s service users as it provides many digital opportunities with a wide range of affordable and accessible tools. Large industries and multinational companies have also been the service users of Vodafone as the company provides unique global solutions, which are customised sector-wise that includes mobility, unified connections, cloud services, IoT (Internet of Things) and other professional services (Vodafone, 2022 b). Apart from these service users, public sectors also use fixed communications and innovative mobile solutions to global, military and civil agencies. 
As Vodafone is serving the CFRs and SCAS with their mobile device and a bespoke app, the service required from the community responders is the practical usage of the company's services. Vodafone has specially designed the bespoke app and provided the device to provide authentic and detailed information and is still working on other areas to provide adequate services to a broader audience. 





Explain the importance of the Community responder role.

Community First Responders (CFR) are a body of volunteers specially trained to immediately respond to life-threatening emergencies in the location where the responders work or live. The goal of CFRs is to reach the area even before the ambulances arrive to provide life support to the people at risk. In the UK, the CFRs are trained to use an Automated External Defibrillator (AED), CPR and oxygen therapy and airway management. The aim is to keep the patient stable by providing the appropriate care until the ambulance crew with doctors arrive at the scene and eventually take over the treatment process (NHS, 2022 b). Moreover, as the CFRs only attend to the crisis near their location, they can arrive at the scene early, enabling them to start their lifesaving treatment earlier and eventually save more lives this way. Understanding the importance of CFR’s time management scheme, Vodafone has joined hands with the SCAS and CFR to innovate a device and a bespoke app. The SCAS can save several minutes and save more lives simultaneously.
During the crisis of COVID-19, the CFRs had extended their roles. They used to collect and distribute medication, shopping, food and other necessary supplies to the people experiencing vulnerability at that time. Apart from that, the volunteers do the mentioned tasks for individuals suffering cognitive impairments and or other vulnerable diseases (NHS Volunteer Responders, 2022). The CFR has also delivered care providers at COVID-19 and other flu vaccination camps with non-clinical duties like check-in assistance or signposting. 
CFRs are also trained to offer transportation to the people discharged from the hospital to make sure that the patients safely settle back to their homes or even provide assistance with medical appointments.  
CFR volunteers also provide services in transporting equipment, medication and supplies from NHS services to the incident site. They also assist pharmacies in delivering medicines. This particular role is a big help to Local Resilience Networks with conveying food parcels (NHS Volunteer Responders, 2022). Additionally, CFR offers telephone assistance to those in isolation and eventually disengaged. This provision is being given to an individual for 4 weeks, with 3 calls occurring each week. Contrary to this provision, volunteers are not trained to provide interventions in mental health. 


Explain the skills and knowledge needed to carry out the role.

To volunteer for CFR, one will be trained by the SCAS to calmly and professionally handle a crisis with medical emergencies. The volunteers will be prepared to provide early life support to the critical patients before the arrival of the ambulance crew at the spot. After the ambulance arrives, the responders have to continue to assist the SCAS team during the patients’ treatment. As per Barry et al. (2019), it has been observed that volunteers of CFR have existing knowledge and skills in emergency and medical care. It has been identified that individuals who have skills in first aid are the first ones to join the CFR. Other than skills in an emergency or first aid, a particular set of soft skills and knowledge of first aid are required to become a volunteer in CFR.
Skills required for becoming Community First Responders
· Problem Solving 
The primary job of a first responder is to make a quick decision during an emergency. This is because they have to provide life support to the most critical patient before they attend the others. Therefore, the skill of problem-solving aids the first responders to make quick and efficient strategies and decisions regarding medical treatments (Indeed, 2021). Moreover, the employees of Vodafone have been bestowed with such skills to respond to the problems that first responders were facing. Their partnership with the CFR and SCAS has highlighted that applying technical solutions given by Vodafone has provided a real and immediate impact on the service offered to patients (NHS, 2022 a). 
· Physical Strength
One of the most necessary attributes for a CFR volunteer is physical strength, mainly because they often have to move or rescue patients from a dangerous site to a safer place to provide medical care to the victims (Indeed, 2021). Responders also use their strength to save victims from vehicles or break open the doors of a burning building and move them to an ambulance for medical attention. 
· Staying Calm
The job of first responders is hazardous, that is why staying calm is the key to getting the task done. Remaining calm will aid the responders to focus on the incident, make good decisions and effectively neutralise the stressful situation (Indeed, 2021). This skill will also enable the volunteers to provide appropriate information to the healthcare professionals. To hone this skill, Vodafone's mobile devices and the bespoke app have led the volunteers to get the necessary information to be prepared mentally before they reach the spot. 
· Situational Awareness
This is the ability to understand the surrounding areas vital as the responders are the first ones to respond to the medical emergencies before the ambulance and health professional arrive (Indeed, 2021). Situational awareness helps them to ensure safety for the most critical patients. Responders also move the victims to a safer place, go through the patient's vitals and refer immediate treatment once the professional sources arrive. 
Knowledge required for becoming Community First Responders
· High School Diploma
To join the CFR as volunteers, they must complete their high school. Good knowledge in Mathematics, Science and English is required to progress through the first responder's training program. Alternatively, to become an efficient first aider, one can apply for a GED program to understand first responders' procedures (Indeed, 2021).
· Knowledge of EMT
Aspiring CFR volunteers must enrol in training programs before applying for certification (Indeed, 2021). The training programs will help the aspiring candidates to gain the knowledge of fundamentals, paramedic and intermediate of EMT (Emergency Medical Technician). These programs coach students on trauma response, respiratory management, IV fluid treatment , and how medical devices such as defibrillators and backboards are used. 








Explain what training and development requirements might need to be considered.

· Investment in training to bridge the knowledge gap between community responders and the industry. 
As the world progresses faster, traditional training practices are not enough for the first responders. Thus, department leaders need to invest in upgraded and innovative training, eventually bridging the knowledge gap (Huber, 2017). While investing in developing a training model, one needs to look after the regular updates and content expansion. Trainers must be industry experts and should evaluate each course, and the accreditations should meet state and national requirements. Department leaders also need to focus on the learning outcomes of their teams. 
· Provide flexible and scalable training and meet the needs
Technology has accelerated the industry knowledge, which also provides training solutions. Department leaders need to offer online classes and virtual reality to help aspiring responders attend training sessions anytime and from any device. Karabiyik et al. (2019) states that firefighters use virtual reality for their training. Therefore, incorporating virtual tools in a training program will help the aspirers practice their skills safely. This will eventually prepare the responders to perform well in real-life hazardous situations. 
· Ensuring training hone skills and improves retention
Department leaders need to arrange engaging training sessions where more teams can interact, which will improve retention. They need to incorporate case studies and scenarios and get hold of industrial and expert instructors who will help learners prepare for stressful and critical situations. It is crucial to look after the training options to face the real-life crisis, so they should have all the tools to improve their outcomes. Therefore, arranging innovative training will help the learners be current, hone their skills and improve their efficiencies. 



Conclusion
In conclusion, it can be stated that Vodafone has made the jobs of CFRs and SCAS a lot easier. This initiative has boosted the efficiency of the CFRs and the SCAS and Vodafone has created a noble brand image for itself. The leverage provided by the company has made the work easier for first responders. In addition to that, the community first responders have been proved to be one of the essential groups of people who are constantly putting their lives in danger for the sake of the community's safety. 
Summary
The strategic approach to building a relationship and communication between an organisation and community members for their benefit is known as community engagement. In this engagement, community first responders play a significant role in serving the community in the best ways, especially during crises and emergencies. Community responders have become the most critical group of individuals because they are specially trained in serving patients during emergencies much before ambulance and health crew arrival. These responders have been known for rescuing and saving more lives. However, the training and development of these responders are being improved to serve the community most effectively. 
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