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CATEGORY OF PAPER 

Specific action required:  Provides Assurance:  For Information:  

 

Board of Directors’ Meeting – 27/09/2018 

Report title: Staff Story 

Purpose of report: The purpose of the report is to provide the Board with a reflection of our service 
delivery through a patient experience or staff perspective, with a view to use these 
experiences to continually improve the services delivered. 

Key issues: 
(key points of the paper, how this supports the 
achievement of the Trust’s corporate 
objectives, overview of risk implications, main 
risk details on page 2) 

Previous patient stories which have been shared with the Board in June 2015, 
March 2016, January 2017 and February 2017 highlight the experiences of 
patients using our services at the end of their lives. The key theme arising from 
these reports was the positive impact personalised care can have for patients at 
the end of their life, specifically identifying the need to consistently: 

 Provide timely transport to a person’s chosen place of death. 

 Provide personalised, compassionate care from staff with appropriate 
education in delivering end of life care. 

As a result of learning from both positive and not so positive patient stories, the 
Trust has implemented a dedicated end of life service which won the national 
Nursing Times Award.  However, it was recognised there was more to do. The 
appointment of the End of Life Care Facilitator is the most recent development to 
continue to take this work forwards. In Partnership with Macmillan Cancer 
Support, our new Macmillan Nurse/End of Life Care Facilitator was appointed.  
Therefore Sarah Turnbull, has provided her story for this report to introduce 
herself and new team to NEAS staff and wider audience (stakeholders / public).  

Sarah’s story introduces her team and the role they are going to play in developing 
and providing an unmatched quality service and experience for our palliative and 
end of life patients and their loved ones. 

Given some of the gaps identified from previous feedback Sarah has undertaken 
a review of the Essential Annual Training for staff and Is now delivering training 
specific to the service lines (unscheduled and scheduled care). A palliative/end of 
life care link group for staff has been created, the aim of which is to promote our 
service, to disseminate information, to share innovation and discuss good and 
bad examples of practice and learn from them.   

The aim is to promote and launch the service by September/October 2018 with 
NEAS and Macmillan and external stakeholders to establish collaborative 
working. 

The report provides assurances that previous feedback had been considered and 
acted upon to continue improving experience and quality of care for patients at 
the end of their lives. 

Issue previously considered by: N/A 

Recommended actions: 

The Board is asked to review the Blog and take assurance that the introduction 
of the Macmillan Team within the Trust will improve the quality of the service 
and care for our palliative and end of life patients and provide the best possible 
experience for patients and their families at a difficult and sad time. 

Sponsor / approving director: Director of Quality and Safety  

Report author: Gillian Summers, Complaints Manager, Patient Experience Team 

Governance and assurance 

Link to Trust Priorities: 
(please tick) 
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Link to CQC / KLOE: 
(please tick) 

Caring Responsive Effective Well Led Safe 

     

Link to Trust values: 
(please tick) 
 
 
 
 
 
(Please explain how this paper supports 
the application of the Trust’s values in 
practice)  
 

Pride 
Strive for 

excellence 
Respect Compassion 

Take 

responsibility 

& be 

accountable 

Make a 

difference – 

day in & day 

out 

      

The introduction of the Macmillan Team shows take responsibility for the service 
we provide and that we are striving to make a difference to provide an excellent 
service. Demonstrating compassion and respect for our patients an d their 
families during difficult and sad times. 

Any relevant legal / statutory 
issues? 
(Such as relevant acts, regulations, national 
guidelines or constitutional issues to consider) 

N/A 

Equality analysis completed 

If this is not relevant please explain 
why: 

 

Yes No Not Relevant 

   

An equality analysis is a review of a policy, function or significant service 
change which establishes whether there is a positive or negative impact 
on particular social groups 

Key considerations Details 

Confirm whether any risks that 
have been identified have been 
recognized on a risk register and 
provide the reference number: 

Not applicable 

Please specify any Financial 
Implications 

Not applicable 

Are any additional resources 
required e.g. staff capacity? 

Not applicable 

Is there any current or expected 
impact on patient 
outcomes/experience/quality? 

Improved patient experience and training / awareness for staff. 

Specify whether appropriate 
clinical and/or stakeholder 
engagement has been undertaken: 

(stakeholders could include staff, other Trust 
departments, providers, CCGs, patients, 
carers or the general public) 

Stakeholder engagement will be undertaken by the Trust Macmillan Team. Staff 
engagement already commenced and both stakeholder and staff engagement will 
be ongoing.  Blog to be shared via Comms Team for publication in The Summary 

Are there any aspects of this paper 
which need to be communicated to 
our stakeholders (internal or 
external)? 

(Please tick – if ‘yes’ then please complete all 
boxes. Please briefly specify the key points for 
communication and ensure the Comms team 
are informed via 
mailto:publicrelations@neas.nhs.uk) 

Yes No Positive Negative 

    

Proactive Reactive Internal External 

    

Bog to be shared vi 

 

mailto:publicrelations@neas.nhs.uk
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Board of Directors’ Meeting 
Staff Story  

27th September 2018 
 

My name is Sarah Turnbull and I am the new Macmillan Nurse/End of Life Care 

Facilitator for NEAS.  I began my palliative care career at St Oswald’s Hospice in 

Gosforth then became a Community Palliative Care Clinical Nurse Specialist working 

in South Tyneside for nearly a decade. I have a BSc in Palliative Care and I am a non-

medical nurse prescriber. I continue to work in a clinical role one day a week in a 

community setting. 

I was interested in applying for this role as I believed this service required someone with a diverse palliative 

and end of life care knowledge to bring experience and credibility to this interesting and exciting new role. 

NEAS and Macmillan have collaborated to create a Quality Partnership Agreement to provide a high 

quality palliative/end of life care service in its delivery of Emergency Care, Urgent Care and non-

emergency services.  

A secondment opportunity was established for a Macmillan Nurse for 12 months in 2016, this lead to a 

three year delivery plan based on quality markers in the route to success (2012) With Macmillan 

engagement it led to the development of a dedicated specialist palliative/end of life care service to promote 

sustainability.  Three dedicated roles were developed to lead the service.   

Macmillan Nurse/End of Life Care Facilitator - provider of clinical expertise, develop, lead and manage 

the service, lead and provide education and high level networking with strategic partners 

Macmillan Engagement Officer – key worker and front facing contact point on behalf of Emergency 

Operation Centre (EOC) and operational staff, build and strengthen relationships with internal and external 

stakeholders 

Macmillan Administration Support – general administrative duties, day to day management and 

organisation, pivotal in information sharing within NEAS and assist in ongoing service promotion. 

I am delighted to announce that the Macmillan Team are now fully appointed.  Chloe Ince is our Macmillan 

Administrative Support, she was an experienced 999/111 call handler and latterly a Patient Transport 

Service call handler for NEAS.  Our newly appointed Macmillan Engagement Officer is Paul Galloway who 

is currently a Special Patient Notes Officer here at NEAS. 

The Macmillan team will develop the service and strategy ensuring the trust is keeping up to date with 

national, regional and local policy.     

Recruitment was my first task when I commenced my role in April and the second was education. I 

reviewed the current Essential Annual training for staff and updated it ensuring the staff had current up to 

date national, regional and local knowledge in regard to palliative and end of life care. 

We aim to review our current systems of information sharing which enables NEAS to have as much up to 

date patient information as possible aiming to improve the patient and family experience. As part of this 

we are able to review the previous patient stories submitted to the board which highlight areas for 

improvement but also some fantastic cases where we have really got things right for the patient and family. 

We have begun scoping exercises to establish current palliative/end of life education across the trust. We 

have asked Health Advisors/frontline staff to complete a questionnaire in regard to palliative and end of 

life care.   
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The findings will be reviewed and we aim to create a bespoke palliative and end of life care training 

package for staff in the near future.  We have also established a palliative/end of life care link group for 

staff following a request in The Summary for staff to get in touch if they had an interest.  The response 

was excellent and we have frontline staff and Health Advisors and members from the Patient Experience 

Team ready to meet us on the 31st August here in HQ for our first meeting. The aim of the group is to 

promote our service, to disseminate information, to share innovation and discuss good and bad examples 

of practice and learn from them. The intranet pages will be reviewed and amended and we plan to create 

a pocket guide for staff in regard to palliative and end of life care.  

The service provision of the end of life care transport will be reviewed to determine its usage and a guide 

will be implemented to facilitate staff in booking appropriate transport for the appropriate need. We can 

see from the patient experience highlighted in previous reports, particularly the story from February 2017, 

the fantastic feedback for the staff working in this area as other staff and patients described the crew as 

‘amazing’ and that the patient ‘smiled all the way home because of the way the crew handled the situation’. 

With such positive feedback it is no surprise this transport won a Nursing Times award in 2016. The clear 

theme arising from the previous patient stories is the difference compassionate, personalised care makes 

to patients receiving end of life care, with clear examples of the distress this caused families when we fail 

to deliver care in this way. We aim to ensure this service is working to the best of its abilities ensuring 

palliative and end of life care patients have timely access to transport and personalised care in regard to 

end of life admissions and/or discharges. 

To ensure we adhere to the promotion of clinical effectiveness, efficiency, safety and align services to the 

CQC domains and to the routes to success framework.   

We aim to promote and launch the service by September/October 2018 with NEAS and Macmillan and 

external colleagues.  With the new appointment of our Engagement Officer we will strive to continually 

promote the service with stakeholders and specialist colleagues and establish collaborative working 

relationships.  Looking forward we aim to develop a patient/carer focus group to evaluate, reflect and 

improve our service provision.  We will also create and develop links with other Ambulance Services 

nationally sharing innovation and practice and promoting the excellent work we do here in the North East. 

Learning from previous patient stories our ambition is to offer and provide an excellent palliative care 

experience for this group of patients ensuring they and their families witness our NEAS values of 

compassion, pride, respect and making a difference as this is what families remember.  Some of our 

patient stories reflect this however some do not, which is evidenced in the Patient Stories previously 

presented to the Board relating to this patient group 

The take home message from this Macmillan/NEAS blog is that this service is here to provide clinical 

expertise in the form of education, engage with our internal and external colleagues and to ensure that 

palliative and end of life care patients receive the highest standard of care from NEAS at every opportunity. 

I am really looking forward to working with you and I am here to help, educate, reflect and support. 

Sarah Turnbull 
Macmillan Nurse/End of Life Care Facilitator 
 
 
 
 
 
 
 
 
Plan to share learning / information: 
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 Essential Annual Training for scheduled and unscheduled care staff updated and is being delivered 

 Create a bespoke palliative and end of life care training package for staff 

 Established a palliative/end of life care link group for staff to promote our service, disseminate 
information, share innovation and discuss good and bad examples of practice and learn from them. 

 Create a pocket guide for staff in regard to palliative and end of life care   

 Promote and launch the service with NEAS and Macmillan and external colleagues and continually 
promote the service with stakeholders and specialist colleagues and establish collaborative 
working relationships.   

 Looking forward develop a patient/carer focus group to evaluate, reflect and improve our service 
provision.   

 Develop links with other Ambulance Services nationally sharing innovation and practice and 
promoting the excellent work we do here in the North East. 

 Share this Blog with all staff through The Summary to raise awareness and encourage staff 
involvement. 
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