
Staff from a number of NHS Trusts in 
the region joined North East Ambulance 
Service at a special event to offer advice 
on health and wellbeing to the public on 
Thursday 17 June.

Visitors to Captain Cook Square in 
Middlesbrough picked up information and 
advice from North East Ambulance Service, 
South Tees Hospitals NHS Foundation Trust, 
Tees Esk and Wear Valley NHS Foundation 
Trust and NHS Middlesbrough.

There was also general health advice from 
professionals on blood pressure awareness, 
how to be safe in the sun and how to access 
psychological therapies and dementia 
awareness.

NEAS’ Occupational Health Department were 
on hand all day to give general advice to the 
public about healthy living and the team took 
over 100 blood pressures. Normally the nurses 
from Occupational Health only deal with 
staff health issues, but they were keen to get 
involved with the day to show the public the 
kind of service they provide for staff.

Susan Coldron, your membership officer 
for NEAS, used this as an opportunity to 
tell the public about our plans to become 
a foundation trust and to recruit public 
members. Joanne Coyne from Customer 
Care and Non-Executive Director Helen 
Tucker also lent a hand answering questions 
about how to access the services provided by 
North East Ambulance.
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A new NHS help card designed to be 
carried by patients who want to let NHS 
staff know about any extra help that they 
need has recently been launched by NHS 
North East. 

The purpose of the Help Card is to make it 
easier and more comfortable for patients to get 
the care that they need whenever they visit an 
NHS hospital, their GP surgery, dentist, optician 
or if they need an ambulance. 

The front of the Help Card allows the user 
to write down anything that they need extra 
help with. For example, this could be that they 
have difficulties with hearing or speech, have 
a learning disability, can’t walk far or that they 
get confused. 

If the patient doesn’t speak English, they can 
point to their language on the card which 
lists the most common languages spoken in 
the region, or patients can point out on the 
card that they use British Sign Language. 

Family members, friends and carers can  
also use the Help Card and it will be made 
available across the north east in hospitals,  
GP surgeries, dentists, opticians and 
pharmacies. A successful pilot has already 
taken place across City Hospitals Sunderland 
NHS Trust and the card is now being rolled out 
as a six month region-wide pilot. 

North East Ambulance Service and South 
Tyneside Foundation Trust held their first Joint 
Medicine For Members Event on Tuesday 12th 
May at South Tyneside District Hospital. The 
event entitled ‘what happens after you dial 999 
with chest pains’ was for public members of both 
trusts and was co presented by Caroline Shaw, 
a paramedic for North East Ambulance Service 
who works out of South Shields station and Dr 
Shaz Wahid, Consultant Physician & Clinical Lead 
– Emergency Care Pathway at South Tyneside 
District Hospital.

Both speakers where introduced by Mr 
Peter Davidson, Chairman of South Tyneside 
Foundation NHS Trust. Caroline showed the 
audience the cardio monitoring equipment and 
talked about what would happen after a crew 
arrived on scene if a patient was having a heart 
attack, talking them through the ‘journey’ to 

hospital. Dr Wahid then  talked about the process 
after the patient arrived at the hospital up until 
they were discharged. This was followed by a 
question and answer session.

The talk was a huge success, everyone we talked 
to afterwards said that they thoroughly enjoyed 
the event and that they would be interested in 
attending more.
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The North East Ambulance Service answered nearly 
432,000 emergency calls in 2009/10; 27,000 more 
than in the previous year, a new report from The NHS 
Information Centre shows.

We also completed 279,000 emergency patient journeys 
in 2009/10; just over 10,000 more than in the previous 
year, according to the report: Ambulance Services: 
England, 2009-10.

The report also includes for the first time figures on the 
number of non-emergency calls resolved with telephone 
advice only. In 2009/10 the figure was 15,700 or 9 per 
cent of all non-emergency calls in the North East.

Ambulance responses are split by category; A 
(immediately life threatening) B (serious but not 
immediately life threatening) or C (not immediately serious 
or life threatening). For category A incidents, the service 
has a target of an emergency response arriving at the 
scene within eight minutes in 75 per cent of cases, and a 
fully equipped ambulance, if required, to attend within 19 
minutes within 95 per cent of cases.

In 2009/10 the percentage of category A incidents 
resulting in an emergency response arriving at the scene 
within eight minutes was 75.4 per cent, compared to 
the previous year of 75.7 per cent, while the percentage 
resulting in a fully equipped ambulance arriving in 19 
minutes was 98.8 per cent.

Of the 12 NHS organisations providing ambulance 
services in England, seven met or exceeded the 75 per 
cent standard for eight minute response times, the same 
number as the previous year. 

The report also shows that of the 261,000 emergency 
calls received in the North East, ambulance crews were 
able to treat 40,000 patients without taking them into 
hospital.

Paul Liversidge, Director of Operations at NEAS, said: “All 
those involved in ambulance response, from the control 
and contact centres to the hospital door, had a very busy 
year. More calls were received than last year.

“Ambulance response time targets are the toughest in 
the world and this year has been made even tougher in 
the context of the coldest winter in thirty years.

“Targets have played a key role in improving standards in 
the ambulance service, but we know that the next stage 
is to measure performance against patient outcomes. 
Working with the NHS more widely we must also 
concentrate on prevention so problems can be seen to 
earlier before an emergency response is required.”

He added: “I am really proud of all our staff who have 
worked very hard over the past year to respond to the 
calls from patients in need across the North East even 
quicker. Our staff on the front line in A&E and PTS 
services and our contact centres and our partners in 
the voluntary ambulance services and community 
first responders all do a tremendous job, but their 
success is part of a team effort which also involves 
our support staff working hard to keep front line 
services running all the time.”

The full report is at: www.ic.nhs.uk/pubs/
ambserv0910

Busiest year yet for 
ambulance service



David Miliband, the former Foreign 
Secretary, officially opened 
NEAS’s second contact centre and 
emergency planning facility in 
Monkton and declared the Trust 
a world leader in ambulance 
services.

Mr Miliband, MP for neighbouring 
South Shields constituency, had 
just returned from a trip to China 
when he visited the new building in 
Hebburn on 19th March to formally 
open the facility.

Followed by TV crews and journalists, 
he was given a tour of the second 
contact centre by manager Graham 
Robinson, the HART facilities by Simon 
Swallow and Russell House A&E station 
by team leader Daryen Lemmon.

Mr Miliband said: “I am 
honoured to be here today 
among individuals whose 
professionalism, bravery and 
commitment is second to none.  
To be opening Russell House 
means a lot to me.

“The public depend on the 
ambulance service from the 
999 call to the ambulance 
arriving and its expertise and 
skill when there is a major 
incident. At Russell House, we 
have an organisation that has 
really thought through what a 
modern ambulance service is 
about. This should be a source 
of reassurance and pride to 
everyone in the North East.”

During his tour of Russell 
House, Mr Miliband met 
many staff from the contact 

centre, HART and Russell House station. In 
his speech, he later said: “The commitment 
and loyalty of the staff is very obvious 
in the innovation that has gone into the 
creation of this centre to meet the modern 
demands of the ambulance service.

“We live in a complex society and to 
anticipate need, we have to bring together 
a whole range of services. This facility 
demonstrates that NEAS is at the cutting 
edge of the British ambulance service. 
NEAS is a British leader and a world leader. 
Whatever the emergency, the North East 
has the best plans in place with public 
services working together and responding 
quickly together.”

Mr Miliband added: “Organisations do 
not exist in isolation, particularly in the 
public sector, and we are all proud to be 

NEAS is a British leader and world 
leader, says David Miliband as he 
opens Russell House

associated with the North East Ambulance 
Service in what is clearly a good partnership 
between the NHS and government.

Russell House was named in memory of 
North East-based estates consultant Tony 
Russell who died shortly after identifying 
the site as a potential new facility for NEAS. 
It is linked with Ambulance headquarters to 
create a virtual 999 network for the entire 
North East region. 

The contact centre will use the same NHS 
Pathways triage system used at Ambulance 
headquarters in Newburn to sort calls 
quickly and efficiently in an emergency, 
in order to provide the fastest possible 
response to those in greatest need first.  

The Hazardous Area Response Teams 
(HART) are specially recruited and trained 
personnel who will provide the ambulance 
response to major incidents. Incidents could 
involve hazardous material or environments 
that have occurred as a result of an accident 

or have been caused deliberately. The 
Emergency Planning Unit is responsible 
for coordinating a response in the event 
of a major incident in the region. 

Chairman Tony Dell said: “Our triage 
system and directory of services combine 
to enable a genuine single point of access 
service which is unique to ambulance 
services in England.  Moreover we believe 
that it places us firmly at the top of the 
league in terms of quality and patient 
efficiency.

“Over the last decade the number of 999 
calls to ambulance services has doubled 
and this rise in demand is continuing to 
grow. We need to ensure that we are not 
only fit enough to meet today’s demand, 
but that we have the capability to be 
more responsive to patients in the future. 
For the first time, we are now able to 
provide an uninterrupted 999 service  
in the event that we lose the use of 
one contact centre.”
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The first Quality Account for the North East 
Ambulance Service was published at the 
end of June. It focuses quality at the heart 
of everything that NEAS does across three 
dimensions - patient safety; patient experience; 
and effectiveness of care.

The account also includes national indicators 
to achieve greater consistency in comparing 
services across the NHS and monitoring of 
progress against national priorities. The first 
report has been developed in partnership 
with patient and public representative groups, 
NHS commissioners who “buy” NEAS services 
on behalf of the public and local councillors 
responsible for scrutinizing health care. 

NEAS has identified five areas where we believe 
we can improve the quality of our services over 
the next 12 months:

•	 Improve	the	availability	of	hand-washing	
materials and improve our cleaning 
arrangements so that we can achieve the 
highest standards of cleanliness 

•	 Improve	our	staff	survey	results

•	 Improve	how	we	manage	patients	with	
asthma or hypoglycaemia to achieve national 
performance targets

•	 Improve	how	we	get	patient	feedback	and	
use it to plan improvements

•	 Make	sure	that	people	who	are	at	the	end	
of their life and wish to die at home are not 
taken to hospital inappropriately

NEAS Chairman Tony Dell said: “Publishing 
information on performance has been 
encouraged in recent years within the NHS  

as a mechanism for driving 
improvement through public and 
professional accountability. It is the 
reaction and response of organisations 
to this information that can improve 
performance and drive quality 
improvement. 

“The accounts aim to assure the public, 
patients and commissioners that the 
quality within our organisation is regularly 
being analysed and that specific priority 
areas are agreed upon to give focus for 
improvement.”

NEAS Chief Executive Simon Featherstone 
said: “I hope that you enjoy reading our 
Quality Account and will continue to share 
a sense of pride in the achievements of your 
ambulance service. 

“Despite the additional activity arising from 
the swine-influenza pandemic and some of the 
worst, prolonged, winter weather conditions 
seen for many years, the Trust delivered 
the commitment to respond to 75% of life-
threatening calls within 8 minutes of connection 
to our contact centres; a major achievement 
involving a real team effort on the part of  
the various directorates within the Trust, with 
the support of our commissioners across the 
North East.”

Our Quality Account is available to download 
from our website at www.neambulance.
nhs.uk. A hard copy is also available from 
ambulance headquarters at Bernicia House, 
Goldcrest Way, Newburn Riverside, Newcastle 
upon Tyne NE15 8NY. The NEAS Quality 
Account is also available on audio CD  
and Braille.

NEAS first Quality Account is published



Would you like to  
become a governor?
When it achieves foundation trust status North East Ambulance Service will have 
a Council of Governors. The council will be formed from elected and appointed 
individuals who represent members and other stakeholder organisations. 

We are holding a series of awareness sessions around the region to explain in more 
detail what it means to be a governor, giving members a chance to meet some of 
our senior staff and non executive directors.

Sessions have already taken place in Sedgefield, Middlesbrough, Gosforth, Alnwick 
and Sunderland

Further sessions have been arranged throughout the region which all members are 
welcome to attend between 6.30pm and 8pm on the following dates

14th July Darlington Area, Dolphin Centre

19th July Hexham, Beaumont Hotel

13th September Redcar Area, Eston Sports Academy

16th September Newcastle, City Library

23rd September Hartlepool Maritime Museum

If you would like to attend any of the sessions or you would like any further information 
please contact Susan Coldron on 0191 430 2263 or email members@neas.nhs.uk



Events Calendar

Joint Medicine for Members 

12 May 2010 at South Tyneside District 

Hospital – What happens when you dial  

999 with chest pains

17 Jun 2010 at Captain Cook Square 

Middlesbrough – Healthy Living Event

Sept 2010 at Cobalt Business Park – Falls 

24 Nov 2010 at Queen Elizabeth Hospital  

– what happens when you dial 999 with  

chest pains.

If you would like any further information or 

would like to reserve a place please contact 

Susan Coldron on 0191 430 2263

Governor Awareness Sessions

14 Jul 2010- Darlington  

Dolphin Centre 6.30pm to 8pm

19 Jul 2010 – Hexham   

Beaumont Hotel 6.30pm to 8pm

13 Sept 2010 – Redcar  

Eston Sports Academy 6.30pm to 8pm

16 Sept 2010 – Newcastle  

City Library 6.30pm to 8pm

23 Sept 2010 – Hartlepool  

Maritime Museum 6.30pm to 8pm

Board Meetings 

29 Jul  
2010

Public Meet-

ing AMB HQ
1000

30 Sept 
2010

Public Meet-

ing AMB HQ
1000

25 Nov  
2010

Public Meet-

ing AMB HQ
1000

27 Jan  
2011

Public Meet-

ing AMB HQ
1000

31 Mar 
2011

Public Meet-

ing AMB HQ
1000

Other dates for your diary

30 Aug 2010 – Glendale Show

17 - 18 Jul 2010 – Middlesbrough Mela

31 Jul - 1 Aug 2010 – Newcastle Mela

17 Jul 2010 – Northern Pride


