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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 O
P~
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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 - KPls

Planned Routine Journeys

Planned Routine Journeys

Planned Routine Journeys

Same Day Journeys

Priority Service Users

Priority Service Users

Priority Service Users

Journey Time

Telephone Call Answering

Percentage of service users picked up within 120 minutes before
appointment

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

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

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

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

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

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

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

Percentage of calls to be no more than 2 minutes

95%

95%

90%

95%

95%

90%

90%

97%

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 O
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THAMES AMBULANCE SERVICE LIMITED (TASL)

CONTRACT FOR NON-EMERGENCY MEDICAL
TRANSPORT SERVICES

PERFORMANCE UPDATE

s VA



(

Qs

healthier

Contract Summary oot

Contract will terminate 31 March 2020

Contract management is being maintained
during the notice period

Performance remains challenged and below
target for majority of KPIls 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: KPl Summary

. 2017/18 | 2018/19
Key Performance Indicators Target Apr-19 | May-19 | Jun-19 | Jul-19 | Aug-19
Full Year | Full Year
Pl d Servi icked ithin 120 minutes bef
a1 anr_1e en.-nfe users picked up within minutes before 953 28% 933 91% 50% 50% 91% 933
Routine appointment
a2 Planr_uzd Serwc_e users arriving up to 80 mins before their g5 g5 295 2% g5 a0% a0% 395
Routine appointment
Qg Planr_uzd Service users El.tlllEEtEdWIthlr'l %0 mins of their 90% 243 83% 83% 81% 8% 28% 26%
Routine booked ready time
& d i llected within 120
a3 |same Day SME Cay SETVICE USErs coliscted within 95% 7% 83% 73% 73% 79% 77% 77%
minutes of journey booking
Priority Service |Servi hould arri than 30
s riority Service E_WIEE users shou c arrwe_nu:u more than 95% 519 48% cae; c3% cae; 56% 60%
Users minutes before their appointment
Priority Service |Servi llected within 30 minut f th
as riority Service [Service users El't' ected within 30 minutes of the 0% 5 7% 6% 74% 20% 7% 65% 6%
Users booked ready time
Priority Service |Pricri i j to b th
a6 riority Service FIDF-It\,'SEWIEE USErs journeys to be no more than 50% 743 81% 243, 7% gcs 863% 243
Users 30 minutes
] tob than 60 minutes f
a7 |lourneyTime | ConeY= 10 BENO MOTE han BO minutes from o07% 03% 09% 09% 09% 09% 100% 02%
collection to destination
7~
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TASL Quality: Patient Experience

Hull Patient Concerns & Complaints Dashboard
2019-2020 Q1 Q2
Apr-19 | May-19 | Jun-19 Jul-19 Aug-19 | Sep-19
o of 2 Compliments 1 2 0 0 0 0
e CDHE_EmS Concerns 5 2 5 ] 4 2
Complaints
Formal Complaints 0 0 1 1 1 0

Analysis of concerns
Collection/Waiting Time 15
Eligibility 2
Staff Behaviour
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[ASL Quality: Patient Experience Survey
Q42018 2019 Q12019 2020 Q2 2019 2020
Hull Response Hull Response Hull Response
Question Asked Score of 44+ Score of 44+ Score of 44+
(GoodfGreat) (GoodfGreat) {GoodfGreat)
HOW WOULD YOU RATE THE HYGIEME & CLEAMLINESS OF
100% 100% 100%
OUR VEHICLES?
HOW COURTEOUS & CARING ARE PATIEMT TRAMSPORT
100% 100% 100%
STAFF?
HOW WOULD YOU RATE THE TIMELINESS OF THE SERVICE? 84% 62% 97%
HOW COMFORTABLE WAS YOUR JOURMEY? 95% 92% 94%
HOW SAFE & SECURE DO YOU FEEL WHEN YOU'RE WITH US? 100% 100% 100%
HOW ACCOMMODATING ARE WE TO YOUR HEALTH &
100% 98% 98%
MOBILITY NEEDS? |
HOW EFFECTIVELY WERE YOU COMMUMNICATED WITH? 100% r 100% 100%
Hull Hull Hull
Friends & Family Test (FFT) % Positive Response % Positive Response % Positive Response

(Likely/Extremely Likely) | (Likely/Extremely Likely) | [Likely/Extremely Likely)

HOW LIKELY ARE YOU TO RECOMMEND TASLTO FRIEMNDS &
FAMILY IF THEY NEEDED TRANSPORT?

a5 26% 9954
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TASL Quality: Workforce (1)
a1 a2
Apr_ 19 | May_19 | Jun_19 | Jul_ 19 | Aug 19 | Sep_19
Hull WTE Required 44 44 44
ﬁ E Flanned vs. Hull WTE Current 425 475 46.7
g £ Actual Hull Current Vacancies 1.31 -3.5 -2.3
E E Hull WTE Hours B075 6375 6375 6375 7125 7005
£ 2 |in Month Leavers [Hull 0 1 1] 0 1 1 1
In Month Starters [Hull 0 2 1 0 4 1
Other Hull Hours 85 1655
Abstractions Hull % 0.12% 0.02%
u short term staff | Hull WTE Hours 71 7B 106 B6.75 12 33.75
E sickness Hull % 117% 1.22% 1.66% 1.05% 0.17% 0.48%
f';: Medium term  [Hull WTE Hours g3 130 0 0 45 180
ﬁ staff sickness  |Hull % 155% 2.04% 0.00% 0.00% 0.63% 257%
§ Long term staff |Hull WTE Hours 120 240 390 375 3375 120
= sickness Hull % 198% 3.76% 6.12% 5.E2E% 4 74% 171%
“ Total Sickness/Absence % 467% 7.05% 7.78% B.953% 5.54% 476%
Total Sickness{Absence Hours 284 4478 486 441 75 3945 333.75
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TASL Quality: Workforce (2)

a1l 02
Apr=19 Mav=19 Jun=1‘EIl Jul=1£Il Aug; 19 Sep=19
] Hull Hours 0 2215 155 126.25 102 135
2 Bank Hours
(] Hull % 0.00% 3.47% 2.38% 2.08% 1.43% 193%
= . Hull Hours 0 269 472 1] JB6% 323.00
s Overtime Hours
= Hull % 0.00% 4.19% 7.25% 0.00% 5.41% 4.61%
“E{ Third Party Hours Hull Hours 1] 0 0 24 1] 1]
= Hull % 0.00% 0.00% 0.00% 5.44% 0.00% 0.00%
= g Staff with current
g B DBS checks % [Hull 100% | 100% 100% 100% | 100.00% | 100%
m E‘ Staff with current
A .
S Licence checks % |Hull 10:0% 10:0% 10:0% 100% | 100.00% | 100%
= %" an| ¥ relevant staff in receipt Induction Training
E & = 100% 100% 100% 100% | 100.00% | 100%
S 2 &
= g — |% of Staff in receipt of Statutory & Mandatory Trai
2 BT% BT B7% 00% 00, 00% o0
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TASL Quality: Infection Prevention & Control

AUDIT APR MAY JUN JUL AUG SEP

Vehicle Spot Checks — Exterior 85% 73% 9% 1% B0% 100%

Wehicle Spot Checks — Cab 85% 83% 20% 87% 100% 100%

Wehicle Spot Checks — Saloon BE% o0% 07% 100% 100% 100%

Wehicle Spot Checks — Equipment 1009 100% GB% 100% 100% 100%

Deep Cleans performed within time scale ({12 whks) 1005 S0 BB S6% 100% 100%
CoSHH Compliance Sd% 10:0% 1003 100 100% 100%

staff — Uniform Compliance Go% 100% 005 100% 100% 100%

Staff — Hand Hygiene 100% 10:0% 1003 1005 100% 100%
Housekeeping Compliance 100% 100% 100% 100% 100% GE%
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TASL Quality: Care Quality Commission

Latest report August 2019

Overall

Requires
improvement

Read overall
summary

Safe
Effective
Caring
Responsive

Well-led

Requires improvement @&
Requires improvement @&
Good @
Good @

Requires improvement @

CQC inspections & ratings of
specific services

Patient transport Requires
services improvement

Emergency and urgent care

Type of service

Ambulances
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Building improvements to the
Emergency Department at Hull
Royal Infirmary Autumn 2019
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. Dedicated entrance and improved
environment for emergency care area
(minors) with new clinical streaming model

. Additional 12 assessment spaces in the
Medical Assessment Unit

. Expansion of the existing Medical Ambulatory
Care Unit to include Surgical specialities
~
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Emergency Care Model

Patient presents at ED Requires HUTH clinical care

pathway - Care Navigator
to facilitate access

Requires alternative provider
clinical care pathway— Care

v

Navigator to facilitate access Seen by streaming nurse
Suitable for ACU
Remain in primary care Requires ED care
stream

Patientdirectedto ED

A

/Care Navigator Registervia ED receptionist

A
Seen by primary care SeenbyAssessment Nurse
clinician to frontload any
diagnostics/investigations

A
Seen by ED Clinician
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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




