
Providing emotional and practical support to people, their families or carers, 
while in the accident and emergency department, with the option to include 
transport home. Delivering practical tasks that support NHS colleagues 
with the efficient operating of the accident and emergency department. 

f Vulnerable people will feel better
supported and less anxious

f Inappropriate use of accident and
emergency departments is reduced

f People can return home more quickly
following assessment and/or treatment

f Reduction in social admissions

f NHS accident and emergency department
staff feel more supported.

The impact

- Four hour accident and emergency
department wait time target

- High volumes of people
presenting at emergency
departments

- Lengthy waits, both in
the department and in
ambulances outside of
departments

- Stretched capacity of
NHS staff in assisting
people while they wait
for triage or treatment.

Teams are deployed within emergency 
departments, providing emotional and 

practical support to people, their relatives 
and carers, including transport home and 

follow-up welfare calls if required. Teams 
provide emotional support for people who 

are experiencing confusion, distress or 
disorientation. They also offer practical support 

to meet someone’s immediate physical needs. 
This could mean providing a blanket, sick bowl, 

or pillow, as well as food and drink. The team liaise 
with healthcare professionals and relay information to 

patients, relatives and carers.

The service

Accident and emergency 
department support

The challenge

77%
Of NHS staff surveyed felt that the 
British Red Cross made a significant 
contribution to improving patient flow 
in the department and reducing delays.

87%
Felt that the service made a 
significant contribution to 
freeing up NHS staff and 
improving their wellbeing.


