
OUR VISION  
FOR THE FUTURE 
Trust Strategy 2021-2026 



Contents

4 Welcome

6 Our geography and population

6 Our Trust

7 Developing our strategy

8 Our Mission, vision and values

9 The impact of Covid-19

10 Our external environment 

11 Our ambulance and emergency service partners

11 Sustainability planning

12 Our ambitions

12 People – a great place to work and grow

13 Partner – collaborate and innovate with our partners

14 Quality and safety – safe, compassionate and inclusive care

14 Performance – deliver outstanding performance, every time 

16 Our roadmap

17 How we will monitor this

18 Our strategic framework

19 Summary of engagement

2    North East Ambulance Service Strategic Plan 2021-2026 North East Ambulance Service Strategic Plan 2021-2026    3      



At the end of what has arguably been the 
hardest year for the NHS in its history we are 
determined to move forward and develop 
the North East Ambulance Service vision for 
unmatched quality of care.

Our five year strategy sets out a clear direction for us and, as we progress,  
we will map out in detail the action plans that will allow our amazing 
teams to deliver this vision.

We are starting from a position of strength, with colleagues at every level  
and in every role striving for excellence in all they do, but we know there  
is more to achieve and we hope you will support this strategy to make  
sure the North East Ambulance Service continues to make a difference  
to people when they need us most. 

Welcome 

Helen Ray
Chief Executive

Peter Strachan
Chairman
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Our geography 
and population

North East Ambulance Service (NEAS) covers 3,230 square miles of the north east  
of England, from the Scottish Borders to North Yorkshire, including Northumberland, 
Tyne & Wear, County Durham, Darlington and Teesside, with rural, coastal and 
urban areas.

With its population of 2.7 million the north east has areas  
of significant deprivation, with lower life expectancy in  
comparison with the national average in England, with an  
older population and increased mortality rates for cancer,  
heart disease and COPD. 

North East England also has increased rates of A&E  
attendance and admission to hospital for mental health  
reasons, in comparison with the average for England  
(source: https://fingertips.phe.org.uk).

Our Trust

At NEAS we provide an unscheduled care service to respond  
to 999 calls and a scheduled care service which provides  
pre-planned non-emergency patient transport in the region.  
We operate NHS111 for our region which is supported by a  
clinical assessment service, providing clinical support to health 
advisors and patients ringing 111 and 999. These services are 
supported by our operations centres based in Newburn and 
Hebburn, managing more than 1.5 million calls per year.

We also deliver specialist response services through our 
Hazardous Area Response Team (HART) who deal with  
hazardous untoward incidents.

3,500    
just under 3500  
employees and  

volunteers

55  
stations

Over 600  
vehicles

Over half 
a million    

999 calls

Almost 1 
million    

111 calls

Around 
300,0000    

patients to hospital  
and complete

More than 
500,000     

patient transport service 
journeys

The development of our strategy has been informed by a review of the previous  
Trust strategy, consideration of national guidance and a series of development 
sessions with employees, Council of Governors, Trust board and external stakeholders 
(appendix 1).

The NHS is changing with the implementation of new legislation in 
21/22, and a renewed focus on addressing the wider determinants 
of health. NEAS also has a refreshed Board of Directors at both 
executive and non-executive levels, with a new Chairman and  
Chief Executive and three recent executive director appointments  
to the Trust. 

Both of these drivers mean that it is important to review the 
strategic direction of NEAS and given the rapidly changing and 
radical shifts in the organisation and delivery of healthcare over  
the past year, it is appropriate to set a new direction for the Trust.

We have:

Developing our strategy

999 111

To provide  
some context it 
is worth noting 
the following 
information 
about our  
current services: 

We work from: We have: Each year we answer: And we transport:

We aim to build on this success so NEAS grows 
alongside the needs of the people we serve.
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Our mission, vision 
and values
The previous Trust strategy, 
launched in 2015, and 
subsequent plan focussed 
heavily on the organisational 
culture with the development 
of a mission, vision and values 
relating to the ambulance 
service badge. 

The mission and vision statements continue to hold 
true for the organisation today, with the focus of 
the strategy development being to build on that 
foundation and develop a more ambitious plan, 
with a refresh of our Trust values to support this, 
keeping the patient at the centre.

Mission: Safe, effective, responsive care for all

Vision: Unmatched quality of care

C
Compassion

A
Accountable & 

Responsible

R
Respect

E
Excellence & 
innovation

OUR VALUES 

PRO
U

D
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O
 M
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CE

Our 
Patients

The impact of Covid-19
On 29th January 2020 the first patients 
in the country to be diagnosed with 
Covid-19 were transported by NEAS 
paramedics from our HART team.  
The reach of the Covid-19 pandemic  
has had an impact on everyone’s lives. 

The pandemic has required a rapid response and a significant 
change in the delivery of services and the working lives of everyone 
in the organisation, with employees and volunteers rising to the 
challenge every day, focused on a common goal as one team. 

In a look back at 2020 we identified that as a solution-focussed 
organisation we were able to respond rapidly in the early wave, to 
enable colleagues to work flexibly and in an agile manner supported 
by digital solutions. This has informed our priorities and reshaped 
our thinking in how we will support our frontline services in the 
next five years. 

The funding arrangements during the response to the pandemic 
provided increased resource which had the impact of improving our 
performance to ambulance response standards and quality for our 
patients and it is vital that this forms part of our planning cycle with 
our commissioning partners, to support the delivery of our strategy.

The Covid-19 pandemic has highlighted the persistent health 
inequalities that exist within the country and our region. Covid-19 
is having a disproportionate effect on people from Black, Asian, 
Minority ethnic backgrounds, those who live in the most deprived 
neighbourhoods, older people, those in care homes, people with 
long term health conditions and those who are obese. It also has 
an impact on people working in certain occupations including 
transport and healthcare.

As an NHS organisation NEAS is well placed to support the 
promotion of health equality for the patients we serve and our 
employees. We also have a wide geographical reach with the 
potential to have an impact on population and public health,  
by making every contact count, in collaboration with our partners 
across our region.

Longer term effects on employees and our population of the  
impact of the Covid-19 pandemic are still emerging, with impact  
on people’s mental health due to social isolation, health effects of 
long Covid-19 and the wider determinants of health also emerging, 
as a result of the economic impact of the pandemic. 
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Our external environment
The Trust forms an integral part of the health services across the north east and  
works closely with many partners to ensure services for patients are joined-up.  
Our local partners include eight acute hospital trusts, two mental health trusts,  
12 unitary authorities, police and fire services and many voluntary agencies.

NEAS is a partner of the North East and North Cumbria  
(NENC) Integrated Care System (ICS) which is a regional  
partnership between the NHS, local authorities and others,  
taking collective responsibility for resources, setting strategic  

objectives and care standards, and improving the health of  
the 3.1 million people it serves. The ICS is currently supported by 
four Integrated Care Partnerships (ICP) with NEAS covering all 
except North Cumbria.

There is an expectation that financial allocations will be at ICS 
level with the focus on population health, and a marked shift 
from competition to collaboration. There will also be a strong, 
and welcome, focus on patient pathways, local services and wider 
collaboration at Place level. 

NEAS spans a wide regional footprint, and as a result, the 
organisation is in a strong position to support the ICS and partners 
at ICS, ICP and Place based levels, in the delivery of Urgent and 
Emergency care and planned transport solutions on a consistent 
basis. It should also be noted that there may need to be local variation 
to support the reduction of health inequalities at Place level. 

NEAS is an Anchor Institution within the north east economy, and is 
committed to supporting the long-term sustainability and wellbeing 
of the population we serve. We have a strong role, alongside other 
partners in the ICS, to support economic and social regeneration 
across the north east as we recover from the impacts of Covid-19. 

Following a recent NHS England consultation, it is expected that the 
current Urgent and Emergency care performance standards will be 
reviewed with an emphasis on delivery at ICS level and across the 
patient pathway from 111 and 999 contacts to hospital discharge. 
The current Ambulance Response Programme standards will remain 
in place.

Our ambulance and  
emergency service partners
NEAS is a key member of the Northern Ambulance Alliance (NAA) which is a partnership 
of 4 ambulance trusts; North East Ambulance Service (NEAS), North West Ambulance 
Service (NWAS), East Midlands Ambulance Service (EMAS) and Yorkshire Ambulance 
Service (YAS). 

The NAA was formed by the participating trusts to work together, 
for the benefit of their populations to deliver the best possible 
outcomes for patients within available resources. The aim is to work 
collaboratively on strategic projects, delivering resilient, effective, 
quality services and sharing best practice.

NEAS is a member of the Association of Ambulance Chief 
Executives (AACE), an organisation which supports, co-ordinates 
and provides structure to the implementation of national work 
programmes and policy affecting ambulance services, with 
membership from all UK ambulance Trusts. Both NAA and AACE 
provide unique opportunities for the share and spread of best 
practice to improve patient services alongside support to individual 

members. They also provide a strong national voice on behalf of 
the Ambulance sector to influence and advise on best practice to 
shape policy.

As one of the three main emergency services, NEAS works closely 
with Police and Fire and Rescue services, performing a vital role in 
the response to emergencies and serious incidents in the north east 
of England. NEAS also works as a partner within the three Local 
Resilience Forums (LRF); Northumberland, Durham, Cleveland which 
are multi- agency groups consisting of Category 1 responders as 
defined by the Civil Contingencies Act (CCA) and will design, test 
and review plans to respond to serious incidents.

The Department of Health and Social Care published proposals 
in a White paper, Integration and Innovation: Working together 
to improve health and social care for all. These proposals were 
formalised in a Bill published in July 2021, the first major piece of 
primary legislation on health and care in England since the Health 
and Care Act of 2012.
 
If the Bill is passed, ICSs will become statutory organisations, with 
responsibilities for strategic commissioning. This will include some 
of the functions of Clinical Care Groups (CCGs) and NHS England. 
Statutory ICSs will comprise an ICS Health and Care Partnership, 
bringing together the NHS, local government and wider partners, 

and an ICS NHS Body. The ICS NHS body will be responsible for 
the day to day running of the ICS, while the ICS Health and Care 
Partnership will bring together systems to support integration and 
develop a plan to address health, public health, and social care 
needs across the system.
 
For provider organisations like NEAS, there will be a new duty to 
deliver against the ‘triple aim’ of improving a) health and wellbeing 
b) the quality of services and c) efficiency and sustainable use of 
resources. Providers will be required to work collaboratively with 
other providers across ICSs in provider collaboratives, and with a 
wide range of health and care partners at place level.   

Sustainability planning
In October 2020 NHS England published, Delivering a Net Zero 
National Health Service, which identified two targets for NHS 
organisations to significantly reduce carbon emissions:

• for the emissions we control directly (the NHS Carbon 
Footprint), net zero by 2040, with an ambition to reach an  
80% reduction by 2028 to 2032

• for the emissions we can influence (our NHS Carbon 
Footprint Plus), net zero by 2045, with an ambition to reach  
an 80% reduction by 2036 to 2039

Given that our transport fleet is almost solely diesel, this gives us 
a challenge to move to clean fuels and develop infrastructure to 
support this.
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Our
people

Planning  
&  

finance
Green & estates

NEASUS & 
commercial 

growth

Quality  
& safety

Quality 
improvement & 
transformation

Digital Clinical model

Operations & 
performance

In order to achieve our vision  
of unmatched quality of care 
whilst keeping the patients  
at the centre of all we do,  
we have identified four  
ambitions, based around;  
people, performance,  
partner, quality & safety  
- our Ps and Qs.

Our ambitions

People - a great place to work and grow

We will do this by: 
• Looking after our people now, supporting a period of 

recovery that promotes employee safety and wellbeing.
• Growing and empowering our workforce for the future, 

providing opportunities for learning and development in 
order to deliver the best possible care for our patients.

• Strengthening our internal team ethos as #oneteam, 
as well as with our partners both regionally and on a 
national footing in order to feel connected and to deliver 
our ambitions.

• Creating a compassionate, healthy and inclusive culture 
that enables employees to feel they belong and are 
valued.

The NEAS People Plan which underpins our ambition will 
be aligned to the NHS People Promise and will detail the 
actions we will take over the next five years to achieve this.

NHS People Promise

Our people priorities will be:
• To develop supportive health and well-being plans that 

look after our people, promoting a healthy culture.
• Planning how we will integrate into the Integrated Care 

System; aligning roles and having the right structure in 
place. 

• To be responsive and integrated into our operational 
model through effective business partnering.

• To adopt flexible and agile ways of working. 

Partner - collaborate and innovate with our partners

It is our ambition that we work to collaborate and innovate 
with our partners, to provide the most responsive, effective 
care for our patients.

We will do this by: 
• Developing a blended workforce with the right skills 

to be responsive to the needs of patients in our 
communities, reducing the reliance on emergency 
departments with the associated reduction in 
conveyance rates.

• Working with our partners to develop the opportunity 
for a regional Single Point of Contact (SPOC) for all 
urgent and emergency care, building on the 111 first 
project.

• Moving further forward as a regional provider of NHS 
care  within our Integrated Care System (ICS) to identify 
innovative solutions to improve patient pathways which 
will benefit the other system providers.

• Collaborating with ambulance service providers on a 
national basis, to share and spread best practice and 
develop efficient shared solutions where appropriate.

• Providing support to ICS as a partner to deliver the 
system aims; to pursue better health and wellbeing 
for everyone, better quality of health services for all 
individuals, and sustainable use of NHS resources.

Our Partner priorities will be:
• Working with our national partners to standardise the 

design for all future ambulance stations and by linking 
with our ICS and emergency services partners identify 
further properties that could be co-located to increase 
efficiency in the public sector estate.

• To work with our ICS partners to support a sustainable 
ICS financial position.

• We will work with our ICS partners to develop services 
to reduce the known health inequalities that exist in the 
populations within our region, being a key partner in 
providing appropriate services whether at place, ICP or 
ICS level to support this aim.

These form the 
cornerstones for 
our strategy and are 
supported by nine 
underpinning plans, 
which will provide the 
foundations for the 
delivery of the priorities  
we will work on over  
the next five years.
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Performance - deliver outstanding performance, every time

We will do this by: 
• Achieving and maintaining all urgent and emergency 

care and ambulance response standards.
• Being a financially sustainable organisation, securing 

the optimum funding resource to deliver all operational, 
clinical, financial and efficiency targets. Work with our 
partner organisations to Improve the flexibility and 
responsiveness of our scheduled care services, to be the 
first choice for patient transport in our region.

• Becoming a digitally mature organisation that enables 
services and employees to perform at their best and 
consolidate our plans to assist employees to work from 
home, where appropriate to do so.

• Continue to refine our resilience plans incorporating our 
learning from our response to the Covid-19 pandemic.

• Reducing our carbon emissions in our fixed sites and 
estate and working with other ambulance service 
partners to explore alternative clean fuels for fleet in 
support of the NHS net zero commitment.

• Extend the breadth and reach of our subsidiary company, 
NEASUS, to grow our commercial sector offer, in order to 
create sustainable income into the organisation as a group.

A number of plans will underpin our ambition; planning 
and finance, operations and performance, NEASUS and 
commercial growth, digital, green and estates plans, which 
will detail the actions we will take over the next five years to 
achieve this.

Our performance priorities will be:
• To recover and achieve ambulance response performance 

(ARP) targets by the development of a recovery plan, 
with clear trajectories for improvement for delivery of 
ARP standards by 2022/2023.

• To develop easily accessible data to support performance 
management of urgent and emergency care and 
ambulance response performance targets.

• Review operating model to ensure appropriate response 
with fully trained and equipped employees with 
consistent skills on every vehicle.

• To expand the provision of electric vehicle charging 
points across the Trust.

• To reduce air pollution associated with business mileage 
by 20% by 2023/24.

Quality and Safety  - safe, compassionate and inclusive care

By keeping our patients at the centre of everything we do, 
our ambition is to deliver safe, compassionate and inclusive 
care through quality improvement and transformation. 

We will do this by: 
• Working to transform and improve our services,  

with recognition of this by our local commissioners,  
the national ambulance sector and our regulatory body, 
the Care Quality Commission, with the aim of achieving 
an outstanding rating by them by 2026.

• Ensuring we innovate our approach to patient safety,  
in line with the national patient safety strategy.

• Working with our patients to learn from their experience 
to ensure we provide the compassionate and responsive 
service they require.

• Utilising quality improvement processes to improve  
the experiences of our patients and continually improve 
the care that we provide.

• We will review our clinical model, in line with the 
current evidence base to ensure that we have the most 
appropriate model to respond to the changing needs  
of our population, being inclusive in our approach  
and achieve agreed national standards.

• Building a culture of continuous improvement,  
that is everyone’s business, by embedding the principles 
of quality improvement in everything we do. 

Our quality and safety, clinical model and quality 
improvement and transformation plans underpin this 
ambition and will detail the actions we will take over  
the next five years to achieve this.

Our quality priorities will be:
• To strengthen our clinical governance processes by 

developing a one team approach providing expertise  
and support to our frontline and operational services.

• To continue to develop our safety and learning culture, 
learning from what we do well and taking a systems 
approach to improving patient safety.

• To take opportunities to ensure we provide 
compassionate, inclusive care, recognising the wider 
determinants of the health of our population and play 
our part in making every contact count.
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Our roadmap

Our five-year strategy will be underpinned by our nine plans to support the delivery of 
our ambitions in pursuit of our vision of Unmatched quality of care, which are built on 
the foundations of our values.

In years 1 and 2 (2021-2023) we will concentrate on supporting the 
recovery of our employees and services after the initial two waves 
of the Covid-19 pandemic. We will work to achieve, stabilise and 
maintain the quality and performance in all our services in advance 
of the winter period of 2021-22, whilst developing our role as a key 
partner in the Integrated Care System. 

Years 3 to 5 of our strategy will focus on the transformation  
and growth of our services, further developing on our key role 
in the ICS to provide solutions at place, ICP and ICS levels for the 
improvement to patient pathways to the benefit of the north east 
populations and ICS system as a whole. 

How we will monitor this

Each of the nine plans will have an 
identified Executive lead, with detailed 
objectives monitored through Trust 
governance structures, providing 
assurance to the Trust board on progress 
on individual actions to achieve the four 
ambitions and NEAS vision. 

Partner People Quality & safety Performance

ICS Boards

AACE

NAA

People & 
development 
committee

People plan

Quality 
committee

Quality  
& safety

Clinical model

Transformation

Performance  
& finance 
committee

Planning  
& finance

Green  
& estates 

Operational & 
performance

NEASUS & 
commercial 
growth

Technology 
committee

Digital

Board of Directors

Vision
Unmatched  
quality of care  

Plans 
• Our people
• Operations and performance
• Planning and finance
• Digital 
• Green and estates
• NEASUS and commercial 

growth
• Clinical model
• Quality and safety
• Quality improvement  

and transformation

Ambitions
• People
• Partner
• Performance
• Quality and Safety

Respect    Accountability  
& responsibility     Compassion    

Excellence  
& innovation     Proud to make a difference

O
ur Values
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Our Strategic Framework Appendix 1
Summary of Engagement 
for Strategy DevelopmentOur mission Why we do what we do Safe, responsive, effective care for all

Our vision Where we want to be Unmatched quality of care

Our values We will get there by living our values every 
day and demonstrating those behaviours, 
every time

Compassion, Accountability & responsibility, Respect,  
Excellence & innovation, Pride, Make a difference

Our ambitions Our four ambitions to help us achieve our 
vision over the next five years

The cornerstones of our plan are these four ambitions:
• People– a great place to work and grow
• Performance – deliver outstanding performance, every time
• Partner – collaborate and innovate with our partners
• Quality and Safety – safe, compassionate and inclusive care

Our goals By 2026 we will: A great place to work & grow:
 Strengthening our one team ethos
 Create compassionate, inclusive culture
 Grow, develop, empower our workforce

Deliver outstanding performance, every time:
 Achieve UEC and ARP standards
 Be financially sustainable
 Reduce carbon emissions

Collaborate and innovate with our partners:
 To develop a SPOC
 Develop responsive community model
 Work with ambulance trusts at national level

Safe, compassionate and inclusive care:
 Use QI to improve patient experience
 Transform and improve services to be outstanding
 Embed quality & safety culture

Our priorities The things we will do first  Develop supportive health and well-being plans that look after our 
people, promoting a healthy culture

 Recover and achieve ambulance response performance targets by 
2022/2023

 Work with our ICS partners to support a sustainable ICS financial 
position

 Strengthen our clinical governance processes by developing a one 
team approach

Our delivery 
plans

We have nine underpinning plans to support 
the delivery of our ambitions

The nine NEAS plans are:
• Our people
• Operations and performance
• Planning and finance
• Digital 
• Green and estates 
• NEASUS and commercial growth
• Clinical model
• Quality and safety
• Quality improvement and transformation 

Strategy engagement Activity

Employees Task and finish group

Operations team strategy session

Executive Q & A – Teams live/Workplace

1-1 meetings

Employee survey

Council of Governors Development session

Strategy sub-group

Health Watch Meeting and feedback

Chairman 1-1 meetings

Chief Executive 100 days and 365 days listening event and survey

1-1 meetings

Executive Directors 1-1 meetings

Strategy session

Board Development sessions

Communications 1-1 meetings

Senior Leadership Forum Forum meetings

Joint Consultative Committee Meeting and feedback

National NAA strategy meeting

AACE- NASAT meetings

NHS providers meeting

1-1 meetings

Review of national guidance
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Support is available to access
this document in a range
of other formats on request
including large print, Braille,
Audio, and other languages.

T: 0191 430 2099
E: publicrelations@neas.nhs.uk
F: 0191 430 2086

Arabic

Urdu

Bengali

Mandarin

Polish

North East Ambulance Service
Communications Department, Bernicia House, 
Goldcrest Way, Newburn Riverside,  
Newcastle upon Tyne, NE15 8NY

T: 0191 4302099
E: publicrelations@neas.nhs.uk

Publication date: July 2021

www.neas.nhs.uk


