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This submission is a summary of consumer experiences collected during the 2019 project by Health 

Consumers’ Council and the Behaviour Change Collaborative, taken from a report by the Behaviour 

Change Collaborative.  

How 000 ambulance calls are received, assessed, prioritised and dispatched in the metro area and 

in the regions  

• Generally people seem satisfied with response time, particularly in the metro area. 

• However ramping is seen as a major contributor to delays (in accessing treatment).  

• Reliance on GPS is seen as a contributor to delays. 

The efficiency and adequacy of the service delivery model of ambulance services in metros and 

regional areas of WA  

• Ambulances not being able to transport wheelchairs is seen as a major issue for people with 

disability and their families.  

• Ambulances are not well-equipped to deal with people with overweight and obesity, which 

leads to considerable discomfort, and at worst may result in an inability to safely secure 

patients for the journey.  

• Interpreters are not available / being used in some cases where they need to be.   

• Many consumers reported medic alert bracelets not being checked.  

• Access to patient health data, including previous ambulance records and My Health Record 

is not available and could in some cases provide a useful background.   

Whether alternative services delivery models in other jurisdictions would better meet the needs 

of the community  

• A free service (or one which was paid for by some alternative mechanism such as a levy with 

rates or driver’s licence) would likely be well received by community.  

• Smaller first responder vehicles could be a useful addition to some high traffic metro areas 

and difficult to access country areas.  

• Other means of transport for low-risk trips (mental health and patient transfers) should be 

considered. 

Any other matters considered relevant to the committee  

• Cost of ambulances in WA are high and a barrier to vulnerable populations.  

• Some consumers are unaware of cost until they use them and get a bill.  

• Many consumers are not aware that you can buy ambulance (only) insurance.  

• The use of fully equipped ambulances for patients who do not require them (e.g. mental 

health, homeless and rough sleepers) reduces availability to those who do. 

• There is a perceived lack of opportunities for health consumers to provide feedback (good 

and bad) about ambulance services to the providers. 

• Mental health consumers feel response protocols reflect structural stigma which in turn 

leads to inflexible, unnecessarily traumatic interactions with ambulance services and police.  

• Some visitors to country areas are not aware that ambulances are staffed by volunteers and 

in some cases this prior knowledge may have affected decision to call (vs driving self to 

hospital).  

 


