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Updates this quarter: 

1. Non-Emergency Medical Transport 
Procurement 

2. Thames Ambulance Service 
Performance Update 

3. Building improvements to the 
Emergency Department at Hull Royal 
Infirmary 
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NON-EMERGENCY MEDICAL TRANSPORT 
(NEMTS) SERVICE PROCUREMENT 
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Non-Emergency Medical Transport Services?  

Provides eligible patients with safe and reliable NHS 
funded transport to and from medical appointments, 
where they have a condition that that prevents them 
from travelling by any other means.  

 

Sometimes referred to as Patient Transport Services 
(PTS) 

 

Not 999 or ‘blue light’ paramedic service 
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Categories of Service User Journey 
 

Planned Routine e.g. hospital outpatients 

 

Same Day e.g. discharge from hospital 

 

Priority i.e. Renal, Oncology/Haematology or Jean 
Bishop ICC 

 

Out of Area Journey e.g. appointment at Leeds 
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Performance Framework - KPIs 
Planned Routine Journeys Percentage of service users picked up within 120 minutes before 

appointment 
 

95% 

Planned Routine Journeys Percentage of service users arriving up to 60 mins before their 
appointment 
 

95% 

Planned Routine Journeys Percentage of service users collected within 90 minutes after their 
booked ready time 
 

90% 

Same Day Journeys Percentage of same day service users collected within 120 minutes of 
journey booking 
 

95% 

Priority Service Users Percentage of service users should arrive no more than 30 minutes 
before their appointment 
 

95% 

Priority Service Users Percentage of service users are to be collected within 30 minutes of the 
booked ready time 
 

90% 

Priority Service Users Percentage of priority service users journeys to be no more than 30 
minutes from collection to destination 
 

90% 

Journey Time Percentage of journeys (planned routine; same day; priority service 
users) to be no more than 60 minutes from collection to destination; 
 

97% 

Telephone Call Answering Percentage of calls to be no more than 2 minutes 90% 
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Performance Framework: Quality 

• Infection Prevention and Control 

• Training 

• Patient Safety 

• Serious Incidents 

• Safeguarding 

• 4C’s (Compliments, Comments, Concerns, Complaints) 

• Safer Staffing 
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Contract Award 
 

Preferred Provider: Yorkshire Ambulance 
Service NHS Trust 

 

Contract Length: 5 years with option to extend 
for a further 2 years 

 

Service Commencement: 1 April 2020 
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THAMES AMBULANCE SERVICE LIMITED (TASL) 

 

CONTRACT FOR NON-EMERGENCY MEDICAL 
TRANSPORT SERVICES 

 

PERFORMANCE UPDATE 
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Contract Summary 

• Contract will terminate 31 March 2020 

• Contract management is being maintained 
during the notice period 

• Performance remains challenged and below 
target for majority of KPIs which are focussed 
on timeliness of transport 

• Quality of service is also reported in terms of 
patient experience, workforce, infection 
prevention and control 
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TASL Performance: KPI Summary 
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TASL Quality: Patient Experience 
 

 

 
 

Analysis of concerns 

Collection/Waiting Time 15 

Eligibility   2 

Staff Behaviour   1 
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TASL Quality: Patient Experience Survey 
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TASL Quality: Workforce (1) 
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TASL Quality: Workforce (2) 
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TASL Quality: Infection Prevention & Control 
 

 

 

 

 

 

 

16 



 
 

TASL Quality: Care Quality Commission 
 

 Latest report August 2019  
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Building improvements to the 
Emergency Department at Hull 
Royal Infirmary Autumn 2019 
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Capital Improvements 

1. Dedicated entrance and improved 
environment for emergency care area 
(minors) with new clinical streaming model 

 

2. Additional 12 assessment spaces in the 
Medical Assessment Unit 

 

3. Expansion of the existing Medical Ambulatory 
Care Unit to include Surgical specialities 
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Emergency Care Model 
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Next Hull CCG updates to Health and 
Social Wellbeing Overview and 

Scrutiny Commission: 
 

 

 

 

December 2019: Paediatric Autism Assessment 
and Diagnosis 

 

February 2019: Quarterly Partnership Update 
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