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Ambulance Response Programme

©)

Sorted out all of our performance problems

©)

Everything has gone swimmingly

©)

Everyone is happy

©)

Game over
What’s next?

©)

® Only joking!
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But let’s reflect on what’s been achieved...

©)

Successful lobbying effort by AACE
Wholescale change in a difficult political climate

Completely new operating system that’s turned out pretty much as
the sector proposed

©® Excellent example of productive collaborative working with
commissioners, regulators and others

® Moved from responding to circa 50% of incidents in 8 minutes to
less than 10% in 7 minutes

©® Sending the most appropriate resource rather than something to
stop the clock

© ©

©® Cleaned house on rules that just don’t make sense anymore
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It’s not perfect...

©)

Categorisation still needs work

©)

Took longer than we’d like but is based on strong evidence

©)

Still too many standards but at least they make sense

©)

Still very time based but with increased focus on clinical
measures

©)

Still lots of unexplained differences between trusts but we
have the tools to increase our focus on unwarranted variation

©
lightfoot

Solutions 2018



o . . <2,
ASSOCIATION OF Bringing together skills, expertise and shared v . ALF2018

AMBULANCE knowledge in ambulance services @ “ambulance Leadership Forum
CHIEF EXECUTIVES

Dispatch on Disposition

® Giving EOC staff enough time to make better assessment of the
patient’s needs.

©® Allowing up to 30 seconds before starting the clock for Category 1

patients to ensure rapid dispatch of resources to the most seriously
ill.

©® Allowing up to 240 seconds before starting the clock for all other
categories.

® Prevents immediate dispatch of multiple resources to incidents
where that level of response is not required.

® Preserves fast response resources for those in greatest need.
Preserves conveying resources for those who need transportation.

©)
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Pre Triage Sieve and Nature of Call

© 2 9 © 9

© © 9

@)

©

PRE TRIAGE SIEVE — new script for call handlers at point of answer:
Before entering NHS Pathways or MPDS ProQA

Q1 “Ambulance Service is the Patient Breathing?”

Q2 - If Yes to 1 “Is the patients conscious?”

Q3 - If No to 2 “Does the patient have noisy breathing?”

If applicable (i.e. Patient is breathing and conscious or is unconscious without
noisy breathing)

Q4 — “Tell me Exactly what's happened” and select from potential NOC code
Identifies up to 75% of Cat 1 patients within 30 seconds.

On average 102 seconds saved compared to awaiting MPDS/NHS Pathways
“codes”

Having confidence that we’re catching a high proportion of Category 1 patients
offers assurance around allowing up to 240 seconds to triage other patients.
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AACE ”Nature of CaII (Noﬁ)" viewer

o *AACE Task and Finish Group
I\/IPDS Trusts view
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AACE Nature of Call (NoC) Task and Finish Group Viewer
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Welcome to the AACE Nature of Call (NoC) Task and Finish Group Viewer

This Viewer provides a reference for five of the English MPDS Trusts to support
benchmarking of the key elements of the Category 1 patient response process.
This Viewer was created in partnership by Lightfoot and AACE, to support the
AACE / NHS England NOC in MPDS Task and finish group, and has also proved very
useful for reflecting the wider Category 1 pathway.

Statistical Process Control (SPC) is adopted throughout using Lightfoot’s
improvement science platform signalsfromnoise® - to provide insight, highlight
where change has occurred, and to show variation.

Each chart reflects the daily summary values as provided by the Ambulance Trusts
covered in this work stream (NOC in MPDS).

Where appropriate a minimal level of data transformation has been applied, in
order to maintain consistency and to meet specific reporting requirements of the
NoC Task and Finish Group.

As such, this viewer should be used for benchmarking, shared learning and 10
support decision support rather than statutory reporting.

Should there be any queries regards the underpinning data within your Trust, in
the first instance please contact your Business Intelligence department or AACE.

If you have any further guestions regarding the Viewer please contact Lightfoot at:
enquiries@lightfootsolutions.com or AACE at dan.gore@aace.org.uk

I .

Ambulance Leadership Forum
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[ EMAS ] [ EoEAST ] [ LAS ] [ NWAS ] [ YAS ] [ Overall ] [ National J
Benchmarking
Time Profile By Day(wk) v | Start Date Inherit <none> End Date |Inherit <nane>

Welcome Page | Cat 1 Perf = Cat 1 Perf - Mean | Cat 1 Perf- 90th | Cat 1 Volume % Call Answer | Cat 1 Early Identified  Clock Start Trigger = CPU to Early Precict | CPU to Final MPDS | TO to 1t Alloc |
CPU to 1st Alloc | Early Predict | Chief Complaint

Mean Cat 1
Performance
Pre Triage Sieve

Mean Cat 1
Performance
NOC

Mean Cat 1
Performance
Key Words

Mean Cat 1
Performance
No early predict
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Category 1 Performance

Please select one of the options below to view by “mean” or by “90% Centile”
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2 Emergency
Operations Centres

111 Services

Operating out of over 70 sites
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Emergency calk

909

1.8 million

Im 201517
(5,000 calls a day)

Population

a furthiar 30m visttors
wach year

Time with patlent
[Awuriegal

F_ Y=

47 minutes

‘n ~

5,251 staff
63% of which are frontline
Our staff are changing — more
graduates, more women,
higher expectations, no longer
a “job for life”

Seat of Government & Monarchy

comméssknnglc LGS
. [=eG Ao F
]
STPs in London Clinical
Commissioning
_Grnups
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London’s journey on the programme

Ambulance Response
Programme Trial

SCAS / YAS / WMAS

ARP Trial — 2"
phase
EMAS / NWAS

® Vision aligned with principles of 2
ARP and desire to: of Hoalt &

gf H_e'T)I(l:h &
©® Using data differently to engage
staff

® Understanding variation and
bottlenecks

® Quickly identify what is working and

©
lightfoot

Decision by Secretary
of State for Health —
all Trusts to transition

All Trusts Live

(loWAS — Q1 2018/19)
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Key themes to delivering the new standards

Meeting the challenge through a patient-centric vision

Outcomes Patient
Vision Outcomes

SPC
Improvement
Science Platform

Signals from Noise (sfn®)

Tracking &
Share Best
Practice
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First stage getting the data and processes alighed

T - g S—" —

=) (= ) e

i

-
v
i
o

|
I
|
I
|
I
|
I
Fur “riigr e I
|
m n . [ [
.40 EEosps Eps lEEw0tmizs EE-02m08s I pamiis
B I
" |
i I
— |
I
I
1M _255 (5 =Y I:I'I'l.ﬂ:l:_. (3l + 8 T [eFrS T 1 —~ﬂﬂl‘l1llﬂ5|
:5 100 E. m""”“:ﬁﬂs “m;mmm = .555 ta ;,._35 ::.m:mmu I;hm.[l‘lrnﬁ?sm- |
|
I
N I [
(ST ¢ > 1 ¢ » I s I ) :
I
| e vt . u u n mntza I
153 ey Iz —03mdBs chets —08md7
—20 pirimise —45 m «—04m13 mdTs
151— 159 o e 0 1M20s 5 mall |ﬁ-'} S == |
ﬂn. I :
I
I
I
S — C >, C D> ¢ I v N
I
. 1-:.. Ih:rh.. n-m:.. 5:.. Iu.n:.- nhh. m- |
ST — 265 | —53 | | —~03mils sz —08mMIEs
m— 299 o e SVImi6s D THRS -a0s il |




Breaking down the process to visualise variation and
bottlenecks

Where on the
patient’s journey is the problem

O . t :D o s, e o .
= 7 f 2 & 1 ] A
° s Allocat:
Call Pick Up Problem Location Allocation Firstc/)fra:iser Mobilise Arrival

A

@
Stand Down

Sector

]
)
Arrive A&E

006

HR
Roster
Capacity
Staff Survey
Incident Management
Patient Satisfaction
Infections
Demand

Triangulated with Other Data Sets EOC

Teams

Clinician

Granularity
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Making it real — Cardiac Arrest

Response Time Greater Than (X) | >07m v |

MPDS Chief Complaint | [09] CARDIAC/RESPIRATORY ARREST

>X min Cat 1 Incidents.

=X min Count of Catt Incidents
e i 0185520 530

CARDIACRE SPRATORY ARREST

g

H

g

§

g g
Threshold Distribution Count

This viewer shows both the incident location and location of activiation

(for the first arriving resource).

‘The Response time threshold dropdown can be used to specify the 1
threshold i respanse duration required (57 minutes for example). 2
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Sharing best practice

S SRS SRS S E——

-~

O
lightfoot

yolem y/mog 1

yolem g/mog L

yorem H/mog Ll

yoyem /mog L

yolem g/mog L

\/ \/ \
T call Pick Uy I i Il catd I | mml‘m‘x}\]:ﬂm Cat 1 Mea I
P I To o 1" Allocation {ALL) I | anl‘allmn (l-zlvnmin} | I T0 to 1" Arrive Allocation [ALL) | I [Early || - |
| I 1! | I I |
I | | | I I
C > 1€ > e Dli¢ )| |
N EEEEEE—— Call Connect to Pickup: C1- | T0 to First Allocation: C1: | I T0 to First Arriver Allocation: C1 I TotoFist v Aocafion: C: Exty Fredi: | | A25: Mean response time: C1: |
v g Sutes 251343113 520553 oete intares 315 e 18 perea e Gt Upareea, F15-03-13 0553350 bt | o peees: 031 b0 |
o i i
= I . | o | | || g |
Trust / EOC Benchmarking Ea . . | it pra— | :::'“ [ I | . (R bt 7 | | = conie - — |
A T e S - I 1 I
£ £ i £ i £ i I3
Canirel Centres (Sy Dimsneian Order) | Caniro Canle g2y Dimarcion Crsey I Coniral Canime (By Dimsncion Ordsr] I | Comiral Cantras By Dimantion Ordse) | Genirol Canirss (B Dimencion Ordsr) |
¢ > 1€ D11C IC D1lC D | D |
—_— Call Connect to Pickup: C1: Bow I ww First Aliocation: C1: Bow: I T0 to First Arrver Allacation: C1: Bow: | | T0to FrstAives Alocation:Ci;Eay Fredic: Eow: || A25: Mean respanse fime: C1: Baw: |
:::. | e e | l | m'i | & I
-V Tl | drrloe W AT orel U AT Tor
— = = ) — |
e L : :
S — PoEoE bR § 08 i -
Eaw By Dlmn‘h u:n o) | S (B Dimension Order) 05 m I
—
C D |C D,
 EEE— Call Comest to Pickup: C1: Waterioo: | TO to First Allocation: C1: W, q, 04 mT O4m foo: |
e e ST
| = X X i
Waterloo EOC e | 03m3 03m25s !
- | = 03mT X 02m538 T -
3
| 02m43s I
—_— i85
‘Watarico (Sy Dimension Ordar} }
02m 1 -
——
- a— “i----,.lllll 01m- —

-
m

Copyright© Lightfoot
Solutions 2018



What have we seen....

® 8.5% of incidents are Category 1

® 43% were early identified
© 12% PTS
® 31% NoC

® The average response time for Category 1 incidents is 7m13s, 13 seconds
above the ARP standard

® Those incidents that received an early identification (either PTS or NoC),
had an average response time of 5m43s (1m30s quicker)

A25: Mean response time: C1
Data Updated: 2018-02-02 06:03:22

028m30s

028m00s

07 m20s

Time

07 mODs

O&m320s

O mO0s
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Our progress since go live
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Opportunities

By modelling changes to these key indicators, we have identified a potential
65 second improvement in the overall Category 1 mean response times

©)

©)

©

Call Answer Mean
® A reduction to a 5 second mean will save 12.4 seconds
% Early Identification
® Anincrease to 65% (from the current 42.9%) will mean an additional 22.1% of Category 1
patients will receive a quicker Category 1 identification.
® The impact of this additional 22.1% of patients receiving a faster allocation has the
potential to improve the overall Category 1 mean by 29.8 seconds
Call pick up to PTS time
© Currently the average time to achieve PTS (for those it triggers a Category 1 response) is
44 .8s
@ If this can be achieved in 30s, this has the potential to reduce the overall Category 1
mean by 1.8 seconds
Call pick up to NoC time
©® Currently the average time to achieve NoC (for those it triggers a Category 1 response) is
1mO06s
©® If this can be achieved in 45s, this has the potential to reduce the overall Category 1
mean by 6.4 seconds
Call pick up to Chief Complaint
©® Currently the average time to reach Chief Complaint is 2m05s
©® If this can be achieved in 1m40s, this has the potential to reduce the overall Category 1
mean by 14.2 seconds
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