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In the dynamic and critical 
environment of emergency 
medical services (EMS), the efficient 
and accurate management of 
patient information is paramount. 
This white paper explores the 
strategic procurement of Electronic 
Patient Care Record (ePR) systems 
for ambulance services, highlighting 
their transformative potential. 
We delve into crucial aspects 
such as seamless integration with 
hospital systems, precise scoping 
to meet organisational needs, 
the imperative of intuitive user 
experience (UX) and ease of use 

Executive summary

for front line personnel, and the 
powerful application of Business 
Intelligence (BI) for continuous 
service optimisation. By adopting 
a well-planned approach to ePR 
implementation, ambulance 
services can significantly enhance 
operational efficiency, improve 
patient outcomes, ensure data 
security and compliance, and 
leverage data driven insights to 
evolve and excel in pre-hospital 
care.
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The evolving landscape 
of Emergency Medical 
Services

The landscape of emergency 
medical services is continually 
evolving, driven by advancements 
in medical science, technology, 
and the increasing demand for 
rapid and effective pre-hospital 
care. At the heart of this evolution 
lies the critical need for robust 
information management. 
Traditionally, ambulance services 
have relied on paper-based 
patient care reports (PCRs), a 
method fraught with challenges. 
These challenges include illegible 
handwriting, delayed data entry, 
difficulties in sharing information 
quickly with receiving hospitals, and 
the sheer volume of paperwork that 
can detract from direct patient 
care. Such limitations not only 
impede operational efficiency but 
can also compromise patient safety 
and the quality of care delivered.

Introduction

The advent of Electronic Patient 
Care Record (ePR) systems marks 
a significant paradigm shift in 
how EMS agencies operate. An 
ePR system is a digital solution 
designed to document, manage, 
and share patient care information 
electronically, from the moment an 
ambulance is dispatched to patient 
handover at the hospital. These 
systems are more than just digital 
forms; they are comprehensive 
platforms that simplify workflows, 
enhance data accuracy, and 
facilitate real-time communication. 
The strategic adoption of an ePR 
system is no longer a luxury but a 
necessity for modern ambulance 
services aiming to provide the 
highest standard of care, optimise 
resource utilisation, and ensure 
compliance with increasingly 
demanding healthcare regulations.
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Electronic Patient Care Record 
(ePR) systems are specialised 
software solutions designed 
to digitise and optimise the 
documentation of patient 
encounters in the pre- hospital 
environment. Unlike their paper 
predecessors, ePR systems offer a 
dynamic and interactive platform 
for EMS personnel to record vital 
patient information, assessments, 
treatments administered, and 
transport details in real-time. These 
systems are integral to modern EMS 

Understanding ePR systems 
for ambulance services

operations, serving as the central 
repository for all patient-related 
data collected from the point of 
contact until patient handover.

The core functionalities of an ePR 
system extend beyond simple data 
entry. They are built to enhance 
every facet of pre-hospital care 
delivery and administrative 
processes. Key features typically 
include customisable templates 
and forms that guide EMS providers 
through the documentation 
process, ensuring that all necessary 
information is captured efficiently 
and accurately. This structured 
data collection is crucial for 
maintaining consistency across 
different patient encounters and 
among various EMS personnel.

One of the most significant 
advantages of ePR systems is their 
ability to enhance workflows [1]. 
By providing intuitive interfaces 
and pre-filled fields, these 
systems reduce the time spent 
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on documentation, allowing first 
responders to focus more on 
patient care. The integration of 
ePR systems with other operational 
software, such as billing systems, 
further simplifies administrative 
workflows by automatically 
translating medical treatment 
codes into billing codes, thereby 
improving revenue cycles and 
reducing manual errors [1].

Furthermore, ePR systems 
revolutionise record-keeping by 
offering secure and simplified data 
management [1]. Patient records 
are stored on encrypted, cloud-
based servers, ensuring high levels 
of data security and accessibility. 
This digital format eliminates 
the risks associated with paper 
records, such as loss, damage, or 
unauthorised access. Access to 
patient information is credential-
based, and every interaction with a 
patient file is tracked and archived, 
providing a comprehensive audit 
trail for compliance and quality 
assurance purposes. The immediate 
availability of patient history is 
a critical benefit, allowing EMS 
providers to quickly access past 
medical information, which can 
be life-saving in emergencies, 
especially for patients with complex 
medical conditions or allergies [1].

EPR systems also ensure complete 
data collection by prompting users 
to fill in all required fields before 
a report can be finalised [1]. This 
feature significantly improves the 

quality and completeness of data, 
which is essential for accurate 
performance analysis, including 
response times and treatment 
effectiveness. The portability of 
these systems, often accessible 
via mobile devices like tablets, 
means that patient records are 
available to EMS personnel from the 
moment of dispatch until treatment 
completion, even when working 
outside the ambulance [1]. This 
mobility eliminates the need for 
cumbersome paper charts and 
clipboards, allowing for more agile 
and responsive care delivery.

Finally, ePR systems promote 
standardisation across EMS 
agencies [1]. By using a common 
digital platform, all first responders 
collect and communicate 
information in a consistent format. 
This standardisation is particularly 
beneficial in scenarios involving 
multiple agencies, as it ensures 
seamless information exchange 
and improves coordination. 
Moreover, updates to patient 
care reporting standards can be 
implemented system-wide, ensuring 
that all personnel are working 
with the most current guidelines. 
In essence, ePR systems transform 
raw data into actionable insights, 
ultimately leading to better patient 
outcomes and more efficient 
ambulance services.
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Procuring an ePR system is a 
significant strategic decision for 
any ambulance service, requiring 
careful consideration of various 
factors to ensure the chosen 
solution aligns with operational 
needs, enhances patient care, and 
provides long-term value. Beyond 
the core functionalities, several key 
areas demand thorough evaluation 
during the procurement process.

4.1. Integration and hospital 
connectivity

One of the most critical aspects 
of an effective ePR system is its 
ability to integrate with the wider 
healthcare IT infrastructure. One 
example is the National Health 
Service (NHS) in the United 
Kingdom, where integration is 
achieved through regional and 
national data exchange layers that 
connect ambulance services with 
the broader healthcare system.
The pre-hospital environment is 

Key considerations in ePR 
procurement

merely the first link in a continuous 
pathway of patient care, and 
ensuring that patient information 
flows efficiently into these 
exchange networks is vital for 
continuity of care and improved 
outcomes. Traditional methods of 
information transfer, such as verbal 
reports or faxed documents, are 
prone to errors, delays, and can 
significantly impact the efficiency of 
patient handover.

Modern ePR systems are 
designed to facilitate real-time 
data exchange between EMS 
providers and hospitals, enabling 
the receiving facility to prepare 
for the patient’s arrival, access 
critical medical history, and make 
informed decisions even before the 
ambulance reaches the hospital 
[3]. This seamless flow of information 
can drastically reduce offload 
times, improve patient flow within 
the ED, and ultimately enhance 
the quality and speed of care. For 
instance, an ePR system integrated 
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with a hospital’s Electronic Health 
Record (EHR) system allows for 
the instantaneous transfer of 
patient data, eliminating the need 
for redundant data entry and 
minimising the risk of transcription 
errors [9].

Achieving this level of 
interoperability requires adherence 
to established healthcare 
data exchange standards. Key 
standards include Health Level 
Seven (HL7) and Fast Healthcare 
Interoperability Resources (FHIR). 
HL7 has long been the foundational 
standard for exchanging clinical 
and administrative data between 
healthcare applications. FHIR, a 
newer standard, builds upon HL7 
by offering a more modern, web- 
based approach to interoperability, 
making it easier to exchange 
data between disparate systems 
and across different platforms. 
An ePR system that supports 
these standards ensures broader 
compatibility and future-proofs 
the investment by allowing for 
integration with a wider range of 
healthcare systems.

Challenges in integration often 
arise from the diversity of systems 
used by different hospitals and the 
varying levels of technological 
maturity across healthcare 
organisations. However, adopting 
a commercial off-the-shelf (COTS) 
ePR solution allows ambulance 
services to outsource much of the 
integration work to a third-party 

specialist, reducing complexity and 
risk. By leveraging external expertise 
for connecting with hospital 
networks, regional, and national 
data layers, EMS organisations can 
focus on delivering a robust, high-
quality core ePR solution while 
ensuring reliable interoperability 
across the care continuum.

Interoperability software 
platforms, such as those offered 
by ImageTrend, are specifically 
designed to strengthen care 
coordination through secure and 
real-time data interoperability, 
connecting pre-hospital and 
hospital data effortlessly [3]. These 
platforms often feature automated 
ePCR integration and configurable 
reporting, transforming clinical 
information into actionable insights 
for both EMS and hospital teams 
[3]. Furthermore, compliance with 
standards like NTDB, American Burn 
Association, and CDC Coverdell 
ensures that the data collected 
and shared meets national quality 
and reporting requirements [3].

In essence, the ability of an ePR 
system to connect EMS data to 
the broader healthcare ecosystem 
is not just a technical feature; it 
is a fundamental requirement 
for optimising patient care, 
improving operational efficiency, 
and fostering a truly integrated 
healthcare delivery system.
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4.2. Correct scoping and 
customisation

Effective procurement of an ePR 
system hinges on a thorough 
and accurate assessment of an 
ambulance service’s unique needs 
and operational environment. 
This process, known as scoping, 
involves identifying the specific 
functionalities, integrations, and 
customisation capabilities required 
to support and enhance existing 
workflows, rather than forcing the 
organisation to adapt to a rigid 
software solution. A one-size-fits-all 
approach rarely succeeds in the 
complex and varied world of EMS, 
where protocols, call volumes, 
geographical considerations, 
and local regulations can differ 
significantly. 

Scoping begins with a 
comprehensive analysis of current 
documentation practices, pain 
points, and desired improvements. 
This involves engaging with all 
stakeholders, including paramedics, 
EMTs, dispatchers, medical 
directors, billing personnel, and 
administrative staff. Understanding 
their daily tasks, challenges, and 
expectations is crucial for defining 
the functional requirements of the 
ePR system. For instance, some 
services may require advanced 
features for mass casualty incidents, 
while others might prioritise robust 
reporting for quality assurance 
or specific state-mandated data 

elements. Scalability and flexibility 
are paramount considerations 
during scoping. An ePR system 
should be capable of growing 
with the ambulance service, 
accommodating increases in call 
volume, personnel, and future 
technological advancements 
without requiring a complete 
overhaul. Flexibility refers to 
the system’s ability to adapt to 
changes in protocols, regulatory 
requirements, or organisational 
structure. This often translates to 
a system that offers extensive 
customisation options.

Crucially, the procurement process 
can be made far more efficient 
if tendering specifications clearly 
identify and define distinct user 
groups, such as road crews, HEMS 
teams, or dispatch personnel. By 
specifying the actual users and 
their operational contexts upfront, 
vendors can more accurately 
scope the work, tailor the solution 
to real-world needs, and optimise 
implementation, ultimately ensuring 
the ePR system delivers maximum 
value from day one.



9

White Paper: Procuring an ePR system for ambulance services

Customisation allows an 
ambulance service to tailor the ePR 
system to its specific needs. This can 
include:

Configurable forms and templates

The ability to design patient care report forms that take full advantage 
of digital capabilities, rather than simply replicating paper forms. This 
allows the inclusion of smart data fields, automated calculations, 
and workflow optimisations that support clinical decision-making and 
enhance efficiency, ultimately accelerating user adoption.

Workflow automation

Customisation to automate routine tasks, such as pre- populating 
patient demographics from dispatch information, triggering alerts for 
critical findings, or generating specific follow-up tasks based on patient 
conditions. This reduces manual effort and improves efficiency.

Integration points

Defining specific integration requirements with other systems beyond 
hospital EHRs, such as Computer-Aided Dispatch (CAD) systems or billing 
software. This ensures a holistic approach to data management across 
the entire EMS operation.

Reporting and analytics

Customisation of reporting dashboards and data analysis tools to focus 
on key performance indicators (KPIs) relevant to the service’s strategic 
goals, such as response time analysis, clinical outcome tracking, or 
resource utilisation patterns. 
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By meticulously defining the scope 
and prioritising customisation 
capabilities, ambulance services 
can procure an ePR system that 
not only meets their immediate 
needs but also serves as a flexible 
and powerful tool for continuous 
improvement and adaptation 
in the long term. This proactive 
approach minimises the risk of 
costly post- implementation 
modifications and ensures that 
the system truly empowers EMS 
professionals.

4.3. User experience (UX) 
and ease of use

In the high-stakes, time-sensitive 
environment of emergency 
medical services, the user 
experience (UX) and ease of 
use of an ePR system are not 
merely desirable features but 
critical determinants of its success 
and adoption. EMS personnel 
operate under immense pressure, 
often in challenging conditions, 
where every second counts. 
A cumbersome, unintuitive, or 
slow ePR system can hinder their 
ability to provide timely care, 
lead to documentation errors, 
and ultimately contribute to user 
frustration and burnout. Therefore, 
prioritising a well-designed UX is 
paramount during the procurement 
process.
The core principle guiding UX 
design for healthcare software, 
especially in the pre- hospital 

setting, is to assume that users 
will receive minimal to no formal 
training [2]. EMS providers are often 
expected to quickly adapt to new 
technologies while managing their 
demanding clinical responsibilities. 
This necessitates a system that 
is inherently intuitive, allowing 
users to perform basic functions, 
such as adding patient notes 
and measurements, from day 
one without extensive instruction. 
The use of familiar language 
and terminology, avoiding 
jargon unique to the software, 
further contributes to ease of 
understanding and reduces the 
learning curve [2].

Another crucial aspect is facilitating 
fast and accurate documentation. 
Traditional paper- based systems, 
despite their limitations, offered 
a certain fluidity that digital 
systems must strive to replicate or 
surpass. An effective ePR system 
should provide easy ways to add 
structured notes, similar to how 
social media platforms allow 
for quick tagging or mentions. 
This ensures that critical clinical 
data is captured in a format 
that can be easily analysed and 
reported on, without forcing users 
through a labyrinth of clicks and 
menus that might lead them 
to resort to less structured, free-
text entries [2]. Furthermore, the 
system must support interrupted 
workflows, acknowledging that 
EMS personnel are frequently 
interrupted during their tasks. The 
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ability to start documentation, 
pause, and seamlessly return to 
complete it later is essential for 
maintaining data integrity and user 
efficiency [2]. Embracing mobile 
features like voice-to-text, photo 
capture, and location services can 
significantly enhance the speed 
and convenience of data entry in 
the field [2].

A well-designed ePR system also 
exhibits a ruthless approach 
to information hierarchy [2]. 
While digital systems can store 
vast amounts of patient data, 
presenting all of it simultaneously 
can overwhelm users and obscure 
critical information. The system 
should intelligently bring the most 
important information to the 
surface, summarising key data 
points and allowing users to delve 
deeper only when necessary. This 
prevents alert fatigue, a common 
issue in healthcare software where 
an excessive number of alerts leads 
users to ignore them, potentially 
missing crucial warnings [2]. Robust 
search and filtering tools are also 
vital, enabling users to quickly 
locate specific information within 
a patient’s record, much like a 
powerful web search engine [2].

Finally, an effective ePR system 
should actively support decision-
making. Beyond merely displaying 
data, it should highlight important 
changes or patterns in a patient’s 
health, explain what the data 
means, and even suggest potential 

actions. This transforms the ePR 
from a passive documentation tool 
into an active clinical assistant, 
empowering EMS providers to 
make more informed and timely 
decisions in the field. To achieve 
this level of user-centric design, it 
is imperative to involve domain 
experts (paramedics, EMTs) and 
end-users throughout the entire 
design process, from problem 
definition and idea generation to 
the evaluation of solutions [2]. This 
collaborative approach ensures 
that the final product truly meets 
the needs and expectations of 
those who will use it daily.
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4.4. Data security and 
compliance

In the realm of healthcare, the 
security and privacy of patient 
data are not merely best practices 
but stringent legal and ethical 
imperatives. For ambulance 
services adopting electronic 
Patient Record (ePR) systems, 
ensuring robust data security 
and unwavering compliance 
with relevant regulations is a non-
negotiable aspect of procurement 
and implementation. The sensitive 
nature of patient data necessitates 
a multi-layered approach to 
protection, safeguarding against 
unauthorised access, breaches, 
and misuse.

The primary regulatory frameworks 
governing patient data in the UK 
are the Data Protection Act 2018 
(DPA 2018), which incorporates 
the General Data Protection 
Regulation (GDPR) into UK law, 
and the Common Law Duty of 
Confidentiality (CLDC). These 
regulations require that the 
collection and processing of 
personal data be fair, lawful, and 
transparent [11].

Additionally, organisations must 
adhere to the Data Security and 
Protection Toolkit, an online self-
assessment tool that all entities with 
access to NHS patient data and 
systems must use.

Beyond these frameworks, 
ambulance services may also 
need to comply with NHS-specific 
guidance, sector standards, and 
international data protection laws 
when interacting with patients 
across borders. Therefore, an ePR 
system must be designed and 
implemented with these diverse 
compliance requirements in mind 
[11].

An important consideration is 
whether to host an ePR system 
on-premises or in the cloud. 
On-premises hosting gives 
organisations full control but 
requires significant investment in 
infrastructure, maintenance, and 
staff. Cloud solutions, by contrast, 
offer scalability, lower upfront 
costs, and access to advanced 
security, compliance certifications, 
and redundancy provided by 
specialised vendors. They can also 
reduce environmental impact by 
using energy-efficient data centres. 
However, reliance on cloud 
providers means careful attention 
must be paid to vendor practices, 
connectivity, and long-term 
regulatory compliance [10].
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Data encryption

All PHI, both in transit (when being transmitted between devices or to 
cloud servers) and at rest (when stored on servers or devices), must be 
encrypted using strong, industry-standard encryption protocols. This 
renders the data unreadable and unusable to unauthorised individuals 
even if a breach occurs.

Access controls

The system must implement robust access controls, ensuring that only 
authorised personnel can access PHI, and only to the extent necessary 
for their job functions. This includes unique user IDs, strong password 
policies, multi- factor authentication (MFA), and role-based access 
permissions. Audit trails, which log every access and modification to 
patient records, are crucial for accountability and detecting suspicious 
activity [1].

Audit trails and data integrity

An effective ePR system maintains comprehensive audit trails that 
record who accessed what information, when, and from where. This 
provides an invaluable tool for security monitoring, incident response, 
and demonstrating compliance during audits. Furthermore, mechanisms 
to ensure data integrity are essential, preventing unauthorised alteration 
or destruction of PHI.

Key features and considerations for 
data security and compliance in 
an ePR system include:
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Secure cloud infrastructure

If the ePR system is cloud-based, the vendor must demonstrate that 
their cloud infrastructure meets stringent security standards and 
certifications (e.g., ISO 27001, SOC 2 Type II). They should also have 
clear policies and procedures for data backup, disaster recovery, and 
business continuity.

Vendor security practices

A thorough due diligence process should be conducted on potential 
ePR vendors to assess their security measures, incident response 
plans, and ongoing commitment to data protection and vulnerability 
management. This includes reviewing contracts and data processing 
agreements (DPAs) to ensure the vendor meets obligations under the 
Data Protection Act 2018 and GDPR, clearly defining responsibilities for 
handling, storing, and protecting patient data.

Regular security audits and penetration testing

The ePR system and its underlying infrastructure should undergo regular 
security audits and penetration testing by independent third parties 
to identify and remediate potential vulnerabilities before they can be 
exploited.

By prioritising these data security 
and compliance considerations, 
ambulance services can 
confidently adopt ePR systems, 
knowing that they are not only 
enhancing operational efficiency 
and patient care but also 

upholding their fundamental 
responsibility to protect sensitive 
patient information.
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The true power of an ePR system 
extends far beyond efficient 
documentation; it lies in its ability 
to generate a wealth of data 
that, when properly analysed, can 
drive significant improvements in 
ambulance service operations 
and patient outcomes. This is 
where Business Intelligence (BI) 
and advanced analytics play a 
transformative role. BI in healthcare 
involves the aggregation, analysis, 

Leveraging business 
intelligence (BI) for service 
optimisation

and transformation of data from 
various sources into actionable 
insights, helping organisations 
enhance processes, make 
informed decisions, and achieve 
strategic goals [8]. For ambulance 
services, BI provides the tools to 
move from reactive responses to 
proactive, data-driven optimisation.
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The data collected through an 
ePR system, ranging from response 
times, patient demographics, 
chief complaints, treatments 
administered, and transport 
destinations, forms a rich dataset 
for BI analysis. By applying BI tools 
and techniques, ambulance 
services can gain a deeper 
understanding of their operations, 

identify areas for improvement, and 
predict future needs. The expected 
benefits of BI in healthcare include 
easier access to data, time savings, 
improved decision-making, and 
ultimately, improved outcomes [3].

Key metrics and areas for 
optimisation through BI analytics in 
ambulance services include:

Operational efficiency

Analysing response times, on-scene times, transport times, and offload 
times can reveal bottlenecks and inefficiencies in the service delivery 
chain. BI dashboards can provide real-time visibility into these metrics, 
allowing managers to identify underperforming areas and implement 
targeted interventions. For example, analysing offload times at different 
hospitals can help in strategic patient routing to reduce delays at 
emergency departments [3].

Resource allocation and deployment

Historical ePR data, combined with external factors like weather 
patterns, public events, and demographic shifts, can be used to 
predict demand for ambulance services. Predictive analytics, often 
powered by machine learning techniques, can forecast peak demand 
periods and geographical hotspots, enabling optimal placement and 
scheduling of ambulances and personnel [7]. This proactive resource 
deployment can significantly improve response times and ensure 
adequate coverage.
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Clinical performance and patient outcomes

BI can be used to evaluate the effectiveness of different treatments 
and protocols. By correlating specific interventions recorded in the 
ePR with patient outcomes, services can identify best practices, refine 
clinical guidelines, and improve the quality of care. This data can 
also highlight areas where additional training for personnel might be 
beneficial.

Quality assurance and compliance

Automated validations within ePR systems help ensure that required 
data is collected consistently [6]. BI tools can further enhance quality 
assurance by identifying patterns of incomplete documentation 
or deviations from protocols, allowing for timely corrective actions. 
This also aids in demonstrating compliance with regulatory reporting 
requirements.

Financial performance

Integration of ePR data with billing systems allows for accurate and 
timely billing, improving revenue capture and reducing denied claims 
[4]. BI can analyse billing data to identify trends, optimise coding 
practices, and ensure financial sustainability of the service.

Community health insights

Aggregated and anonymised ePR data can provide valuable insights 
into community health trends, such as prevalent medical conditions, 
injury patterns, or the impact of public health initiatives. This information 
can be shared with public health agencies to inform prevention 
strategies and resource planning. 
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Implementing BI in ambulance 
services involves selecting 
appropriate BI tools, establishing 
data governance frameworks, 
and developing the analytical 
capabilities of staff. The goal is 
to transform raw ePR data into 
actionable intelligence that 

supports continuous improvement, 
allowing ambulance services 
to not only respond effectively 
to emergencies but also to 
strategically optimise their 
operations for the benefit of both 
patients and the community.
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The successful adoption of an 
ePR system extends beyond the 
selection and procurement phases; 
it critically depends on a well-
executed implementation strategy 
coupled with effective change 
management. Introducing a new 
technology that fundamentally 
alters daily workflows can be met 
with resistance if not handled 
thoughtfully. A phased approach 
to implementation, robust training 
programs, and continuous support 
are essential to ensure a smooth 
transition and maximise user 
adoption.

Implementation and 
Change Management
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Phased implementation approach

Rather than a ‘big bang’ 
rollout, which can overwhelm 
an organisation, a phased 
implementation allows for gradual 
integration and adaptation. This 
might involve:

Pilot program

Starting with a small group of users or a single station to test the system, 
identify unforeseen issues, and gather feedback in a controlled 
environment. This allows for fine-tuning before a wider deployment.

Module-by-module rollout

Implementing core documentation features first, followed by more 
advanced functionalities like integration with CAD or billing systems, or 
specialised modules for specific types of calls.

Geographical rollout

For larger services covering extensive areas, implementing the system in 
one region or district at a time can help manage resources and provide 
localised support.
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Align on scope early

Before any phased rollout begins, 
it is critical to define the system’s 
scope, goals, and priorities 
with all stakeholders. Clarifying 
expectations upfront ensures 
the implementation aligns with 
organisational needs, reduces the 
risk of miscommunication, and sets 
a foundation for successful change 
management. 

A phased approach allows 
the organisation to learn and 

Role-based

Tailored to the specific needs and responsibilities of different user groups 
(e.g., paramedics, EMTs, supervisors, administrative staff).

Hands-on

Incorporating practical exercises and simulations that mimic real-
world scenarios, allowing users to gain confidence in a low-stakes 
environment.

adapt, minimising disruption to 
critical operations and building 
confidence among users.

Training and user adoption 
strategies

The most sophisticated ePR system 
is ineffective if users are unwilling 
or unable to use it proficiently. 
Comprehensive and ongoing 
training is vital. Training should be:

Accessible and flexible

Offered through various modalities (e.g., in-person workshops, online 
modules, quick-reference guides, video tutorials) to accommodate 
different learning styles and busy schedules. On-demand resources are 
particularly valuable for refresher training or troubleshooting.
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Continous

Initial training should be followed by ongoing education, refresher 
courses, and updates as the system evolves or new features are 
introduced. This also helps reinforce best practices and address any 
emerging challenges.

Strong leadership buy-in and advocacy

Leadership must clearly communicate the rationale for the new system, 
its benefits, and their commitment to its success. Their visible support can 
significantly influence user attitudes.

Early and continuous user involvement

Involving end-users from the initial planning and selection stages (as 
discussed in UX design) creates a sense of ownership and ensures the 
system meets their practical needs. Their input should be actively sought 
and incorporated throughout the implementation process.

Beyond formal training, fostering 
user adoption requires a proactive 
change management strategy. This 
includes:
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Ongoing support and maintenance

Post-implementation, continuous 
support and maintenance are 
crucial for the long-term success of 
the ePR system. This includes:

Identification and empowerment of champions

Designating and supporting key users as ‘champions’ or ‘super-
users’ who can provide peer-to-peer support, answer questions, and 
advocate for the system among their colleagues. 
* Clear communication: Regularly communicating progress, addressing 
concerns, and celebrating successes throughout the implementation 
journey. Transparency helps manage expectations and build trust. 
* Feedback mechanisms: Establishing clear channels for users to 
provide feedback, report issues, and suggest improvements. This 
demonstrates that their input is valued and helps in continuous 
refinement of the system.

Technical support

A readily available help desk or support team to address technical 
issues, system glitches, and user queries promptly.

System updates and upgrades

Ensuring that the ePR system is regularly updated with new features, 
security patches, and compliance requirements. This may involve 
working closely with the vendor.
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Performance monitoring

Continuously monitoring system performance, data integrity, and 
security to ensure optimal operation and identify potential issues before 
they escalate.

Data governance

Establishing clear policies and procedures for data quality, data access, 
and data retention to maintain the integrity and utility of the information 
collected.

By meticulously planning for 
implementation and proactively 
managing change, ambulance 
services can ensure that 
their investment in an ePR 
system translates into tangible 
improvements in operational 
efficiency, patient care, and overall 
organisational effectiveness.
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07.

The future of ambulance 
services with ePR

The journey towards modernising 
ambulance services is inextricably 
linked with the adoption of 
advanced technological solutions, 
chief among them being the 
Electronic Patient Care Record 
(ePR) system. As this whitepaper 
has explored, an ePR system is far 
more than a digital replacement 
for paper forms; it is a foundational 
technology that empowers 
EMS agencies to deliver higher 
quality care, operate with greater 
efficiency, and make data-driven 
decisions that ultimately save lives.

The strategic procurement of 
an ePR system requires a holistic 
approach, encompassing 
careful consideration of its core 
functionalities, seamless integration 
capabilities with hospital systems, 
precise scoping to align with 
unique organisational needs, and 
an unwavering focus on intuitive 
user experience and robust data 

Conclusion

security. When these elements 
are meticulously addressed, an 
ePR system transforms into an 
invaluable asset, streamlining 
workflows, ensuring accurate and 
accessible patient information, and 
facilitating critical communication 
across the healthcare continuum.

Moreover, the true long-term 
value of an ePR system is unlocked 
through the intelligent application 
of Business Intelligence (BI). By 
transforming raw operational 
and clinical data into actionable 
insights, BI enables ambulance 
services to continuously optimise 
response times, allocate resources 
more effectively, enhance clinical 
protocols, and improve patient 
outcomes. This data-driven 
approach fosters a culture of 
continuous improvement, allowing 
services to adapt to evolving 
demands and achieve new levels 
of operational excellence.
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In an era where healthcare 
demands are escalating and 
technological advancements 
are accelerating, the decision to 
invest in a comprehensive ePR 
system is a strategic imperative for 
any forward-thinking ambulance 
service. It is an investment not just 
in technology, but in the future 
of pre-hospital care, a future 
characterised by enhanced 
efficiency, superior patient safety, 
and a profound commitment 
to leveraging every available 
tool to serve communities with 
unparalleled effectiveness. 

By embracing modern ePR 
solutions, ambulance services 
can solidify their role as critical, 
technologically advanced 
components of the broader 
healthcare ecosystem, prepared to 
meet the challenges of today and 
tomorrow.
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