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Play your part

Unmatched quality of care, every time we touch lives.

I’m delighted to present an overview of 
our Quality Strategy for 2017-2020. As a 
Trust, we are developing a culture where 
excellence is something we strive for 
every day, through strong leadership and 
improved training for our staff. 

We have signed up to Investors in People to ensure 
NEAS is a great place to work and attracts the best 
employees. Building on the great achievements 
delivered by our previous Quality Strategy 2014-17, 
we now have the robust foundations in place to allow 
Quality Improvement to flourish and excel further 
throughout 2017-2020.

We received a ‘Good’ rating from our 2016 CQC 
inspection which was one of only two awarded to 
ambulance trusts nationally, this is a testament to 
the hard work and dedication of our teams, but we 
recognise we have more to do. 

Our aim is to be “Outstanding” in our delivery of the 
CQC fundamental standards and be the best we can in 
delivering safe and effective patient care whilst at the 
same time ensuring a high level of patient satisfaction 
and a positive experience.

This year we have been identified as the best performing 
ambulance trust in Research and Development and have 
had a number of publications in national journals for 
Trauma and our work with cardiac arrest and stroke.

We will of course be implementing the new Ambulance 
Response Programme in 2017, which will ensure patient 
outcomes are the focus of our delivery and not just time 
of arrival, centred on being a mobile treatment service 
rather than a transport service. 

Our ambitions within this strategy will build on our 
previous successes across our whole workforce and 
we look forward to working together to take on the 
challenges ahead – to care, to see, to learn, to improve.

Joanne Baxter
Director of Quality and Safety 
(Executive Nurse)

All colleagues 
and partners have 
a role to play in 
achieving our 
Quality Improvement 
ambitions. 

Our key achievements 
will be monitored by the 
Quality Committee and will 
be shared both internally 
and externally in our annual 
Quality Report.

For further information please contact Joanne Baxter 
Tel: 0191 430 2000 Email: Joanne.Baxter@neas.nhs.uk

A full copy of the Quality Strategy can be found at 
https://www.neas.nhs.uk/about-us/how-we-are-doing.aspx

Engage our 
existing staff 
through our new 

clinical management 
structure and Quality 

Improvement 
programme

Engage our partners, 
via our lead commissioners 

and through our established 
networks, such as the Urgent 

& Emergency Care Boards 
across the region

Engage our 
patients, carers 

and family 
through our range 

of engagement 
events, public board 
meetings and public 

governors

Engage new staff by 
introducing the Quality 

Strategy as part of corporate & 
local induction

Improving 
Quality

We received a 
‘Good’ rating from 
our 2016 CQC 
inspection which 
was one of only 
two awarded to 
ambulance trusts 
nationally, this is 
a testament to 
the hard work 
and dedication of 
our teams, but we 
recognise we have 
more to do. 



Aims 
• No preventable deaths 

• Continuously seeking out and reducing patient 
harm 

• Achieving the highest level of reliability for 
clinical care 

• Deliver what matters most: work in partnership 
with patients, carers and families to meet their 
needs 

• Deliver innovative and integrated care at or 
closer to home, which supports and improves 
health, well-being and independence 

Aims: No preventable deaths / Continuously seeking out and reducing patient harm 

Sign up to safety Improving early recognition of 
Sepsis

Keeping vulnerable adults and 
children at risk of harm safe

• Continue to improve our open 
reporting culture

• Make reporting as easy as possible 
for all staff 

• Increase our near miss reporting 

• Implement “excellence reporting”

• Reduce moderate and above harm 
to patients

• Ensure we learn and act on themes 
from incidents and complaints to 
continuously improve services

• Continue education & training on 
sepsis

• Audit sepsis care bundle & action 
any practice issues

• Improve point of care testing for 
sepsis

• Work with partners across the region 
to improve sepsis outcomes for 
patients

• Introduce safeguarding referrals 
using ePCR

• Audit the quality of our safeguarding 
referrals & feedback to staff

• Expand & improve our safeguarding 
training & offer bespoke training to 
support our frontline staff

• Introduce CWILTED, which will 
ensure the voice of the child / adult 
is “heard”

Aims: Achieving the highest level of reliability for clinical care 

National Audits & Confidential 
Enquiries

NICE guidance Research & Development

• Review national and local audit 
findings to support excellence in 
practice

• Introduce a Best Practice conference 
to be held every 2 years for our staff 
and stakeholders

• Review all NICE guidance, including 
Quality Standards published to 
support compliance

• Periodically review existing NICE 
guidance to review compliance with 
same

• Maintain our position of being 
the leading Ambulance Service for 
Research & Development in England

• Increase our research portfolio, to 
include where possible international 
studies and industry funded studies

• Evidence where we have 
implemented research findings in 
NEAS 

Aim: Deliver what matters most: work in partnership with patients, carers & family to meet their needs

Learning from complaints Longest waits for an ambulance End of life care

• Ensure our response to a complaint 
is “right first time”

• Better collect and use feedback from 
those who have used our services 

• More fully reflect on complaints 
from a patient’s perspective

• Improve data analysis to support 
organisational learning & 
improvement

• Review the impact of delays in 
ambulance arrival from a patient 
experience and safety experience

• Implement the new Ambulance 
Response Programme in autumn 
2017 and monitor impact on waiting 
times 

• Review complaints & incidents 
relating to waiting times

• Continue to provide and monitor 
our performance for our dedicated 
end of life vehicle

• Implement our three year Specialist 
Palliative and End of Life Care 
strategy, supported by our newly 
funded Palliative Care team, working 
in partnership with Gateshead FT

Aim: Deliver innovative & integrated care at or closer to home, which supports & improves health, 
wellbeing & independence

Model of Care Pathway Reviews Our workforce

• Transform from a transport service to 
a clinical care and treatment service

• Improve access for our call takers to 
healthcare professionals in order to 
support decision making

• Develop advanced practice and 
upskill our workforce on clinical 
assessment

• Work with partners to update 
Directory of Services (DoS) 

• Work with our mental health trusts 
to develop alternative pathways 

• Better utilise IT to improve 
information flow to crews as they 
work 

• Develop a staffing and skill mix 
model, to enable more robust 
reporting to NEAS’ Board 

• Implement a Clinical Annual 
Recognising Excellence (CARE) 
programme which enables 
clinicians to review their own 
practice, learning needs, personal 
development and supervision

• Implement the leadership and talent 
management programmes  

Aims: No preventable deaths / Continuously seeking out and reducing patient harm 

Frailty Infection prevention & 
control (IPC) & pressure ulcer 
prevention

Medicines governance

• Develop a Frailty Strategy 

• Review our pathways for complex 
patients

• Develop dementia guidance for 
frontline staff

• Improve access to Emergency Health 
Care Plans 

• Reduce conveyance of frail patients 
to hospital, where safe to do so

• Embed our IPC audit framework

• Improve our use of Personal 
Protective Equipment (PPE)

• Review invasive procedures

• Review practice for patients with 
suspected gastro enteritis

• Educate our staff on pressure ulcer 
assessment & prevention

• Pilot a pressure ulcer risk assessment 
tool

• Assess medicines governance using 
NHS Protect framework

• Maximise the use of Patient Group 
Directions 

• Review medication incidents & learn 
from these

• Continuously improve medicines 
governance, security and storage.

Aim: Achieving the highest level of reliability for clinical care 

Clinical Ambulance Quality 
Indicators (AQIs)

Cardiac arrest Learning from deaths

• Be ranked in the top three 
ambulance services for all clinical 
quality indicators relating to cardiac 
arrest, heart attack, stroke

• Share paramedic performance 
to identify excellence & improve 
practice

• Develop Pathways for heart attack 
and stroke ahead of 2022 

• Implement resuscitation checklists 
for clinicians

• Implement the “10 steps” action 
plan

• Use new technology to provide real 
time feedback on the quality of CPR

• Implement our Learning from Deaths 
policy

• Focus on learning through case 
reviews of failed resuscitations

• Develop a broader approach to case 
review over the next three years   

Quality aims and actions - a path to 2020 

A full copy of the Quality Strategy can be found at https://www.neas.nhs.uk/about-us/how-we-are-doing.aspx

The patient is at the centre of what we do, and our Quality Strategy outlines 
how we will deliver on our objectives and what measures we will use to 
demonstrate we have achieved improvements for patients, their loved ones 
and staff. 

We will deliver high quality patient focused care, by staff who are skilled and supported in their 
role. We will develop the best models of care to meet the needs of our patients, particularly 
around delivering care at or closer to home.

Our approach is based on three key objectives; that we will ensure the care we provide is 
Safe, Effective and provides a positive Patient Experience, wherever possible.

We want to create a quality improvement (QI) movement in NEAS, where staff are engaged and 
empowered to make small and large scale changes to improve the quality of our care and services 
for patients, working as teams to achieve this. We will develop a QI Hub and equip many frontline 
staff with the skills and methodology to support this work. 

The Quality Strategy is not a stand-alone document, it sits alongside a number of other key 
strategies which are all aligned to our vision, mission, values and strategic aims. 


