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Mobile responder service
The mobile response service (MRS) comprises an 
appropriately equipped vehicle, staffed by a fully 
trained person, the primary function of which is 
to resolve urgent diffi culties of service users when 
no ambulance is required. 

Alarm and call centres, working to agreed criteria, 
decide what constitutes the need for a home visit 
and pass on requests directly to South Western 
Ambulance Service NHS Trust (SWAST).

On arrival at the service user’s home the 
responder will assess the patient’s needs,  
implement the most appropriate action and 
deliver, or arrange for delivery of, appropriate 
interventions.

The South Western Ambulance Service NHS Trust 
covers the four counties of Devon, Cornwall and 
the Isles of Scilly, Somerset and Dorset

For more information or to feedback on all our 
services, please visit www.swast.nhs.uk

Any queries: paul.smith@swast.nhs.uk

This leafl et can also be provided in other 
formats or languages on request
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Isles of Scilly

Cornwall

Devon

Somerset

Dorset

Ethnic Groups
To describe ethnic origin please circle as 
appropriate
a) White  b) Mixed
British  White and black Caribbean
Irish  White and black African
Any other white background  White and Asian
Any other mixed background
c) Asian or Asian British  d) Black or black British
Indian Caribbean
Pakistani African
Bangladeshi Any other black background
Any other Asian background
e) Other Ethnic Groups  f) Not stated
Chinese
Any other ethnic group

Any further comments

.........................................................................

.........................................................................

.........................................................................

.........................................................................
(please enclose additional sheets if necessary)

Name ................................................................

Address ............................................................  

.........................................................................

Telephone number (if available)

……………………………………………..….

Would you like more information about the trust 
intention to be a NHS foundation trust? Yes / No

Please return to: PR and Communications Department
South Western Ambulance Service NHS Trust, 
Abbey Court, Eagle Way, Exeter, Devon, EX2 7HY

✂

Service users should be offered advice and 
information to help them manage their health 
and well being. This may be given following 
liaison with a landlord, support provider or 
another professional who helps the service user 
live independently. MRS staff may also make 
pre-arranged appointments with sheltered 
housing schemes to re-visit service users, who 
have recently used the response service at a more 
convenient time, or to liase with support staff at 
times when they are on duty.



Under no circumstances must referrals 
be made directly to the mobile response 
teams

On arrival at a service user’s address the mobile 
responder may have to contact call centres to 
gain access codes/details. In this instance the call 
centres MUST return the call to the appropriate 
mobile number to ensure confidential information 
is being passed to the responder.

This service is not designed to replace existing 
support arrangements, the MRS should attend 
only when other existing contacts or warden 
services within sheltered housing have been 
exhausted or are not available/appropriate.

If MRS is unable to respond to a call within the 
target times, due to demand, they may refer 
the call back to the call centre or on to further 
triage by the paramedics/nurses in the ambulance 
service clinical hub.  They will then contact the 
call centre to advise if an alternative course of 
action is required.

What kind of response times can service 
users expect?

95% of calls to the MRS number will normally 
receive an on-the-ground response within three 
hours at the outside.  The target response times 
for the service are as follows:

❙❙ 50% of responses will be made within one 
hour,

❙❙ 75% in two hours,

❙❙ 95% in three hours.

How the work of the MRS differs from 
normal ambulance response teams?

Staff providing this service will be available  
24 hours a day, seven days a week. 

They will arrive in an unmarked vehicle and 
will not wear uniforms, although they will be 
identifiable by name badge. They will usually 
be lone workers and will carry specialised lifting 
equipment to enable them to lift without the 
assistance of a second person.

They will carry a mobile phone enabling them to 
make calls, receive referrals and stay in constant 
communication with call centres and other 
services.

Availability of the service

MRS will provide an exclusive 24-hour service 
based in Exeter, Totnes and Bideford which will 
cover the whole of Devon excluding Plymouth 
and Torbay.

If call centre staff have concerns about a patient’s 
breathing, conscious state or are seriously worried 
about the condition of the caller, they should 
dial 999 and their call will be triaged using the 
national ambulance system.

MRS is provided to deal with non-medical 
emergencies within Devon.

How will referrals be handled by the 
MRS?

Calls to the MRS will be answered by the 
ambulance service clinical hub and channelled 

through a dedicated phone line.

Although hub staff will, in order to take a referral, 
ask some questions about the service user’s 
condition and make an initial risk assessment, this 
will not constitute a full medical telephone triage.

Hub staff will prioritise referrals based on risk and 
background information received from the call 
centre before dispatching MRS staff.  

Referral and eligibility

In order to be eligible to receive this service, 
members of the community must be:

❙❙ Over 55 years

❙❙ Currently paying a charge for an alarm and/or 
housing support service

❙❙ Unable to access support, either because 
people that normally help them are unavailable 
or off duty, or because they have no regular or 
identified people to help them

Assessment of the need for immediate 
interventions

Any interventions resulting from this initial 
assessment are provided by the MRS directly or 
following liaison with other, more appropriate, 
parties.

A risk assessment in relation to the service user’s 
immediate environment and condition should be 
carried out by MRS directly or following liaison 
with other, more appropriate parties, followed by 
appropriate actions to mitigate immediate risks. 


