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Fewer staff in ambulance trusts witnessed errors, near misses and incidents, but the
findings from the fourth annual survey of NHS staff reveal that violence and abuse
against staff remains unacceptably high.

In October 2006, a total of 240,580 staff in the NHS were asked about their views and
experiences of working for the NHS in England. Almost 4,550 staff from 12* ambulance
trusts took part in the survey, representing a response rate of 49%. 2006 was an unusual
year for ambulance trusts: nine of the 12 trusts were new organisations, formed from 28
smaller trusts that had participated in previous national surveys of staff.

This document reports the survey’s key findings relating to ambulance trusts, including
any changes from previous surveys. It reports the attitudes and experiences of staff in
the NHS and can be used to improve working conditions and practices in healthcare
services and therefore the quality of care provided to patients. Further detail, including
the results of the survey for each trust, is available on the Healthcare Commission’s
website at: www.healthcarecommission.org.uk.

Key findings for ambulance trusts

« 84% of staff reqularly work more than their contracted hours in a
week (slightly higher than in 2005), including 32% who regularly work
unpaid extra hours (slightly lower than in 2005)

« only 46% of staff had received an appraisal in the previous 12 months

» 12% of staff had experienced some sort of discrimination at work,
the same as in 2005

« the percentage of staff suffering from work-related injuries has not
changed since 2005, but the percentage suffering from work-related
stress has decreased

« 28% of staff experienced physical violence from patients or their relatives,
and 2% experienced physical violence from other staff - similar levels to
previous years

« 48% of staff experienced bullying, harassment or abuse from patients
or their relatives (compared with 43% in 2005), while 19% experienced
this treatment from other staff

« 41% of staff had witnessed at least one potentially harmful error,
near miss or incident in the 12 months before the survey - this figure has
decreased substantially since 2003

*The Isle of Wight NHS PCT was not included in this survey
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Working hours and overtime

Eighty-four per cent of staff reqularly worked more than their contracted hours
compared with 82% in 2005, 83% in 2004 and 84% in 2003 - which shows a slight
Increase over the previous year, but is generally fairly stable over time. Three
quarters (75%) were paid for working extra hours, compared with 70% in 2005 and
72% in 2004, and the number of people working unpaid extra hours decreased to 32%
(from 35% in 2005).

Fifty-three per cent of staff had taken advantage of flexible working in the previous 12
months ([down from 56% in 2005). The most common types of flexible working among
staff in ambulance trusts were annualised hours (26%) and flexi-time (16%).

Appraisals

Forty-six per cent of staff in ambulance trusts had received an appraisal or
performance development review in the previous 12 months, compared with 49% in
2005, 39% in 2004 and 40% in 2003. However, only 18% said that their appraisal helped
them to improve how they worked, set clear objectives and left them feeling that their
work was valued. This compares with 19% in 2005, 17% in 2004 and 20% in 2003.

Discrimination

Twelve per cent of staff in ambulance trusts said they had experienced some form of
discrimination at work in the previous 12 months (the same as in 2005).
In particular:

« 2% of men and 1% of women said they experienced discrimination because
of their gender (2% and 4% in 2005 respectively)

+ 3% of staff aged 51 or over said they experienced discrimination on the basis
of their age (compared with 5% in 2005)

Due to the relatively low number of respondents from ambulance trusts, and the
small proportion of respondents with a disability or from black and minority ethnic
backgrounds, it was not possible to provide a reliable estimate of how many people
experienced discrimination on the basis of disability or ethnicity.
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Injuries and stress

Thirty-six per cent of staff said they suffered work-related injury or illness during
the previous 12 months. This figure had not changed since 2005.

The percentage of staff who said they suffered from work-related stress in the
previous 12 months decreased again in 2006 to 33%. This is substantially lower than
previous years, continuing the downward trend from 37% in 2004 and 2005, and 42%
in 2003.

Work-related stress and moving and handling were the most common causes of
injury or illness in the workplace. Other causes include injuries from needlesticks
and sharps, slips, trips and falls, or exposure to dangerous substances.

Job satisfaction

Fifty-six per cent of staff reported that they were generally satisfied with their jobs,
compared with 58% in 2005, 59% in 2004 and 57% in 2003, a slight downward trend
since 2004. This figure is based on the level of satisfaction that staff have with
various aspects of their job, such as the recognition they receive for good work and
the extent to which their work is valued by the trust.

Violence and bullying

Twenty-eight per cent of staff in ambulance trusts experienced physical violence
from patients or their relatives in the previous 12 months, compared with 27%
in 2005, 30% in 2004 and 31% in 2003. Two per cent of staff experienced physical
violence from other staff - this figure has not changed since 2003.

Forty-eight per cent of staff had experienced bullying, harassment or abuse from
patients or their relatives in the previous 12 months - a substantial increase
compared with 43% in 2005, and higher than the 46% seen in 2004 and 2003. The
number of staff who said they experienced this kind of treatment from other staff
also increased to 19%, in line with the findings of the 2003 survey (this figure had
decreased to 17% in 2005 and 2004).

Eighty-seven per cent of staff said they knew how to report an incident of violence,
bullying, harassment or abuse. However, only 60% of staff who had experienced
physical violence, and only 44% of staff who had experienced bullying, harassment
or abuse, reported it. These represent substantial decreases from 67% and 51%
respectively seen in 2005.
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Errors, near misses and incidents

The percentage of staff who said that they had seen an error, near miss or incident in
the previous 12 months continued to decrease. Forty-one per cent of staff said that they
had seen at least one error, near miss or incident in 2006 that could have hurt staff or
patients, compared with 47% in 2005, 49% in 2004 and 53% in 2003.

Eighty-three per cent said that the most recent error, near miss or incident they had
seen had been reported (down slightly from 85% in 2005, but higher than 80% in 2004).
Two-thirds (66%]) also felt that their trust encouraged errors, near misses or incidents to
be reported (compared with 68% in 2005), but only 37% felt that action was taken by their
trust to prevent such events from happening again (compared with 39% in 2005).

Hygiene and the control of infection

Just over half (52%) of staff said that hot water, soap, paper towels or alcohol rubs were
always available when they needed them and 37% said they were always available to
patients, suggesting a slight improvement in the availability of these items for staff (50%
in 2005) but no change for patients (37%).

Sixty-seven per cent of staff had received training from their trust in the control of
infection, the same as in 2005. However, only 36% had received this training in the
previous 12 months, down from 40% in 2005.

Next steps

All trusts have received their own results for this survey, along with detailed information
about how their results compared with other trusts.

These findings will be used as part of our annual health check for 2006/2007, which
assesses whether healthcare organisations are meeting the standards and targets set
by Government.

The next national survey of NHS staff will be carried out in autumn 2007. We want to
continue to capture the views and experiences of staff working in the NHS and we urge
trusts to feed back the results of the survey to staff, along with details of the action

being taken to address specific issues raised. Staff need to be assured that the results

of the survey can lead to changes at a local level. You may like to consider presenting the
results at team meetings or in newsletters for staff, placing your trust’s feedback report
on your intranet and regularly updating staff on the progress that has been made against
specific actions.
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