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Our Mission, should we choose to accept it?



Why Introduce the Buggy?

• Survey showed that 
35% of patients and 
visitors needed some 
assistance due to 
temporary ill health or 
mobility problems  

• Introduced in April 
2012



Our Motley Crew



New Hospital, New Service  

• New volunteer role in trust but established elsewhere
• Full drivers licence and training required, plus a yearly 

update
• Electric golf cart adapted to suit the needs of 

passengers, with ease of accessibility and patient safety 
at the forefront of the service. 

• The service is operated entirely by volunteers who have 
made many suggestions to improve and enhance the 
service e.g. lap belts for larger patients.

• Operates Monday to Friday 09:00 – 16:00. Starting to 
get requests for earlier start.



New Challenges

• Difficult environment to operate with pedestrians, 
cyclists, motor cyclists, farmers market, fruit and veg stall 
but maintaining an impeccable safety record

• Complaints if buggy not operating due to inclement 
weather, occasional driver absence and because 
passengers want the buggy to operate elsewhere on the 
hospital site, e.g. to the train station, E.D!

• Secure facility to store for overnight charging – 6 
batteries to power the buggy

• Servicing and maintenance



New Partnerships 

• Team work and 
networking with other 
trusts

• Liaising with suppliers 
for adaptations

• Submitting bids for 
funding for the buggy

• Staff side discussions 
to ensure not job 
substitution

• Risk assessments 
• H&S team 

requirements built into 
specifications e.g. 
speed restriction, 
decibel levels

Continued……..



New Partnerships (continued)
• Discussions with Fire Officer 

and car park operators about 
storage and charging

• Working with the suppliers we 
were able to ensure that 
training could be adapted as 
the buggy operates in a 
pedestrian area.

• Drivers liaise with 
Welcomers/reception staff if 
passengers require further  
assistance ensuring continuity 
of service 



Patient Experience
• Only 200 metres but slight 

incline and is a daunting 
prospect for those with illness 
or physical disability.

• Improved accessibility for all 
patients and visitors whether 
they have permanent or 
temporary ill health or mobility 
problems

• Meets needs of patients with 
visual impairment and those 
who are frail and elderly

Continued….



Patient Experience (continued)

• As a major trauma centre and RCDM we have a high 
number of patients with trauma  

• Friendly faces of buggy drivers offer stress relief for 
patients, and many of the drivers now know the patients 
who attend regularly. 

• First contact for many people, small service but BIG
impact

• Plus those that are lazy! 



Key out comes and evidence of success

• Improved accessibility for patients and visitors
• Contributes to the Trust Dignity Agenda
• Raised the volunteer profile as Buggy drivers are often 

the first to greet patients
• Along with the Welcomer role, reduces the impact on the 

reception desk staff and enables them to deal with more 
complex issues. 

• Charitable donations improved from grateful passengers
• Patient experience feedback consistently praises the 

service



Key outcomes (continued)

• First year just over 13,000 passengers
• Second year  increased to 20,000
• Passenger numbers are continuing to grow and  are on 

target to reach a total of 50,000 passengers by 
Christmas. 

• Success has led to the investigation of internal buggy to 
provide further support to patients.

• Encouraged people to volunteer when the more 
traditional roles didn’t appeal.

• Buggy drivers won the Volunteer(s) of the year award in 
2013 in the Trust Best in Care Awards 



And the Winners were……



Best in Care Awards Ceremony

• Former Birmingham poet laureate, Charlie Jordan 
announced the short listed finalists and Dave Clarke 
read the citations for each one. 

• When asked to announce the winner Charlie broke into 
verse, and very kindly gave us her poem so that we 
could reproduce it below.



“Mostly it’s just for one volunteer, but tonight it’s an incredible crew.
Giving their time for the hospital, so we’re here to say ‘Thank You’,
To a team of amazing people, who created a service together,
They’re outdoors in shorts or thermals – never shirking the weather…
In a buggy that’s newly rain –proofed, so you never need an umbrella,
You might want your lipstick tho, if your driver’s a cute young fella!
Because sometimes we can’t walk that far, every step seems longer than a mile.
The Shuttlebug gang can ‘give you wings’ ,and a lift with a radiant smile.  
They’ll chauffeur you to and from the car park, just like Lizzy the Queen.
Drive you to the entrance with a demeanour kind and serene.
You’ll whiz along in the buggy, like a star on a Hollywood filmset.
Enjoying the view of the QE, and a glorious Brummy sunset.
There’s even a safety bar, like the top rides at Alton Towers.
Our Shuttlebug crew are the stars here, with compassionate super powers.
They provide a professional service, weekdays from 9 until 4.
They’ve carried 21,000 passengers and still are eager to help carry more.
Forget Lewis Hamilton or Jenson Button, Shuttlebug drivers really are number one.
Let’s celebrate our ‘Volunteers of the Year’ with a round of applause to say ‘well done’ “



Did we achieve the NAVSM Mission?

• Developed following best practice guidelines and 
thorough risk assessment

• Patient experience – patients rely on the buggy , it 
alleviates stress, patients arrive on time, efficient clinics

• Dignity agenda – offering a preferable alternative to a 
wheel chair 

• Supporting volunteers - Annual training checking 
competencies, regular meetings to ensure drivers fully 
supported
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