
Quality improvements within
the active user pathway

Background: Pathway Pre-review

Summary
Liverpool Wheelchair Service has recently reviewed the active user 
pathway to provide an improved experience for our patients. The 
purpose of this poster is to share local experience of the key areas 
the service has reviewed and implemented changes.

Aims and Objectives:
• To identify key areas of improvement within Liverpool 

Wheelchair Service active user pathway and commissioning

• To share implemented changes and learning the service has 
experienced to best support the needs of active user patients.

Referral
into
service

Triage and allocated to 
routine waiting list for 
assessment by any therapist

Initial assessment 
with wheelchair 
therapist

Assessment with rep and 
wheelchair therapist. Assessment 
completed and order placed

Handover with 
company rep and 
wheelchair therapist

The service completed a review of the current pathway and identified key areas where we
could improve upon and gaps in provision.

• Increased knowledge and skills of staff 
following additional training

• Application of additional knowledge and skills 
to provide more detailed assessment

• Increased stock of assessment wheelchairs and 
parts to aid assessment process and support 
joint decision making with patients.

• Widens scope of patient choice and 
access to increased features within 
active user range and parts. For 
example, spinergy wheels, light up 
castors, ellipse pushrims

• Access to lighter weight or carbon fibre 
chairs.

• Supports improvements or changes in 
patient ability to support independence 
and function

• Supporting progression of wheelchair 
skills to the individual

• Exploration of benefit of gap in service 
re: commissioning scheduled reviews.

• Enables bespoke adjustments

• Supports wheelchair health check by an 
engineer team and immediate repair

• Reduction in potential for less active 
loan provision

• Reduction of impact on active user 
independence and function.
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Key
areas of

development

Improved assessment or review

Bespoke adjustments Improvements in stock held within service

Use of PWB top up or notional plus

Referral into service or 
direct contact review and 
repair line

Triaged and assigned to 
active user specialist 
wheelchair therapist or 
engineer

Urgent appointment organised Bespoke adjustments 
to follow patients skill 
development

Rapid in 
house repair

Assessment and 
order of equipment 
by active user 
specialist wheelchair 
therapist

Scheduled 
reviews

•Patient feedback was collated to 
identify whether changes made to 
service provision have had a positive 
outcome for patients. Patient 
feedback supports the changes 
made to the active user process

•Use of the PWB notional plus or top 
up to provide more choice has been 
a positive experience for patients. It 
has enabled patients to access 
better specification of wheelchairs 
still within NHS provision. Repairs 
continue to be managed by the 
service. This has opened up more 
opportunities to meet patients 
health and well being goals, rather 
than just clinical goals of 
prescription

•The pathway review gave the service the 
opportunity to highlight gaps in current 
service provision and commissioning, in 
particular the need for scheduled reviews to 
support bespoke adjustments and progression 
of patients function and ability in active user 
wheelchairs

•Training, knowledge and skills have improved, 
to support further development across the 
team, a skills resource is being developed 
alongside in-house training to share the in 
depth knowledge and skills across the team

•Further areas of development planned 
include exploration of the use of power assist 
devices. Development of wheelchair skills 
training and resources for new adult active 
users to achieve the best functional mobility.

Discussion and outcomes:

Initials Q1 Q2 PWB review frequency
AW Better Same Yes 12 Q1 Q2
JT Better better yes 24 Better 18 Better 16
RW Better better no 12 Same 5 Same 6

KW Better better no not required Worse 0 Worse 0
PG Better Same no 12
EC Same Same no 12
MA Same 0 no 12
LK Same same no 24
MD Better better no 12
CB Same better no not required
JF Same Same no 12
JV Better better no 24
DQ Better better no 12
MC Better better no 24
ED Better better no 12
DD Better better no 36
AG Better better no 12 PWB Review frequency
RH Better better no 24 Yes 3 12 months 14
AH Better better no 24 No 20 24 months 6
NC Better Same no 12 36 months 1
JD Better better no 12 no set period 2
JK Better better no 12
SC Better better yes 12
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How do you feel the level of access to the 
service changed since your previous wheelchair 
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Yes
13%

No
87%

Did you use the PWB Top Up as part of your 
prescription?

12 months
61%

24 months
26%

36 months
4%

no set period
9%

How frequently would you like a planned review 
to be? 
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Pathway: Post review

Handover bespoke 
adjustment by active user 
specialists within service

36 months
4%

24 months
26%

12 months
61%

No set
period 9%

Yes
13%

No
87%

Patient feedback

Please see handout for
references and bibliographyliverpoolwheelchairservice@merseycare.nhs.uk   www.merseycare.nhs.uk/our-services/liverpool/wheelchair-service


