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1. AUDIT BACKGROUND/RATIONALE 

The National Ambulance Service (NAS) responded to 187,162 AS1 calls (i.e., urgent and emergency – 
999 calls) in 2011 and of these approximately 10% were tagged refusal of transport/care.  The NAS is 
currently developing a comprehensive protocol on the management of patients refusing care or transport.  
In the interim, the NAS considered it prudent to issue guidance to ambulance personnel on this important 
issue and in November 2011 a guidance document entitled, Interim Guidance on Patient Refusal of Care 
was issued (Appendix B). 

This audit is to provide assurance to the NAS that ambulance personnel are complying with the interim 
guidance that was issued in relation to refusal of care in November 2011.  

 



 

 

2. AUDIT OBJECTIVES 

The objectives of the audit are as follows: 

• To provide an overview of the NAS procedure for capturing data on a refusal of care / transport call. 

• To determine from the data the number AS1/999 calls that were tagged ‘refusal of care’ for the period 
01January 2012 to 30 September 2012.  

• To determine from the data whether the interim guidance on patient refusal of care, issued by the NAS 

in November 2011, is being implemented nationally. 

 

3. SIGNIFICANT FINDINGS 

The main findings from the audit are as follows: 

1. Nationally, there are a number of different operating systems for logging and managing emergency 
calls, currently in use across control centres, some of which are not compatible.  

2. Between 01 January and 30 September 2012 there were a total of 101,620 AS1/ 999 calls received 
nationally, of which 7,467 (7.35%) were tagged refusal of care/transport. 

3. The audit team requested 755 (10.11%) Patient Care Report forms (PCRs) for calls that were tagged 
refusal of care/transport from the control centre managers of which 403 (53.38%) were received.  

4. Nationally, PCRs for calls tagged as refusal of care/transport are scanned to a database by an 
external contracted company.  Control centre managers have access to their own area database. 

5. The audit team found evidence of good practice in the completion of the majority of PCRs. with good 
explanatory free text. 

6. The audit team found evidence of a small number of PCRs that were poorly completed and contained 
minimal information and / or free text. 

7. The audit team recognise that in a significant number of PCRs examined patients were uncooperative 
and it would have been difficult for ambulance personnel to record the required data specified in the 
guidance document. 

4. RECOMMENDATIONS 

The audit team recommends the following: 

1. The NAS must strengthen the Interim Guidance on Patient Refusal of Care by developing a 
comprehensive policy to address the issue of refusal of care /transport. 

2. The NAS should review the current control centre call logging systems and identify one system as a 
national system going forward. 

3. Following implementation of a policy on patient refusal of care/transport the audit team recommend 
that the policy would be audited circa twelve months post implementation. 

 

5. CONCLUSION 

The audit team found that the NAS Interim Guidance on Patient Refusal of Care is implemented in all NAS 
areas with variable levels of compliance. 
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