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Significant work is underway to refresh the Trustôs values. A large scale staff engagement exercise has been completed and will inform the refreshed Trust 
vales and support the development of a behavioural framework. 

 
 

 
 
 
 

 
YORKSHIRE AMBULANCE SERVICE NHS TRUST 

 

 
Our mission 

Your Ambulance Service, saving lives, caring for you 

Our vision  

Providing world class care to for the local communities we serve. 

Our Values 

Working Together for patients 

Everyone counts 

Commitment to quality of care 

Always compassionate 

Respect and dignity 

Enhancing and improving lives 
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PART 1 
 

Statement on Quality from the Chief Executive  
 
Welcome to our NHS Trust Quality Account 2016-17. We have a lot to celebrate this year including the significant improvements we 
have made to the quality of care we provide for people who suffer life-threatening emergencies such as cardiac arrest, stroke and 
major trauma. We remain among the best in the country for these and will strive to maintain this performance in the coming year. 
Against the backdrop of a challenging year, where much publicity has been focused on the health service as a whole, I am 
incredibly proud of our staff, both the support teams and those caring directly for patients, who work tirelessly to ensure that care is 
delivered at point of need to our local population.  
 
I was delighted that this was recognised through the Care Quality Commission (CQC) report, published in February 2017. The 
report highlighted the improvements which have been made since the last CQC inspection and also noted many areas of good 
practice. Notably this included the caring and compassionate attitude of our staff, our ambition for Yorkshire Ambulance Service 
(YAS) described in our estates and workforce strategy, and our first ñoutstandingò rating for the strength of our resilience service.  
 
Like other NHS ambulance trusts, we continue to face significant challenges, not least in the unprecedented levels of demand we 
have seen this year. We have had to continually reassess our resources and resilience both on the road within the Accident and 
Emergency (A&E) service, our non-emergency Patient Transport Service (PTS) and for NHS 111. Our aim and continued 
commitment is to respond to patients with life threatening conditions as quickly and safely as possible and we are a key partner in 
the joint working across the region to develop and implement new and exciting ways of working to better serve the people of 
Yorkshire and the Humber.   
 
We continue to be actively engaged in the national Ambulance Response Programme (ARP) pilot which began in April 2016. This 
pilot gives us more time to assess non-life threatening 999 calls and decide on the most appropriate response for patientsô needs. It 
has also helped to inform potential future changes in national performance standards. Since its introduction we have seen a 
marked improvement in the way we have deployed our resources. This has resulted in a significant increase in the number of 
resources being stood down following confirmation that there was no immediate threat to life; thereby enabling that resource to be 
available for the next emergency call.  
 
Collaborative working with commissioning groups and partner organisations has continued to allow YAS to develop new ways of 
working that deliver timely emergency and urgent care in the most appropriate setting.  
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YAS remains dedicated to making a positive difference to the wider health economy and recognises that we have a unique role to 
play in the future provision of services, both across emergency and urgent care.  

 
Statement of Accountability  
 
The Trust Board is accountable for quality. It oversees the development and delivery of the Trustôs strategy which puts quality of 
care at the heart of all the Trustôs activities. 
 

As Accountable Officer and Chief Executive of the Trust Board I have responsibility for maintaining 
the standard of the Trustôs services and creating an environment of continuous improvement. 
 
This report is in the format required by the Health Act 2009 and the Quality Account Toolkit. It 
contains the sections mandated by the Act and also measures that are specific to YAS that 
demonstrate our work to provide high quality care for all.  We have chosen these measures based on 
feedback from our patients, members of the public, Health Overview and Scrutiny Committees, staff 
and commissioners. 
 
As Accountable Officer I confirm that, to the best of my knowledge, all the information in this Quality 
Account is accurate. I can provide this assurance based on our internal data quality systems and the 
opinion of our internal auditors. 

 

 

 

 

 

 

Rod Barnes Chief Executive      

  

 

https://www.google.co.uk/imgres?imgurl=http://cml.sad.ukrd.com/image/30848-640x380.scale_type-center_crop.jpg&imgrefurl=http://www.yorkshirecoastradio.com/news/local-news/1795471/yorkshire-ambulance-service-improved/&h=380&w=640&tbnid=N9IZloyut30UlM:&docid=mgO6u4IVarbJGM&ei=j0xpVovGJoaMPuKmt9AE&tbm=isch&ved=0ahUKEwjLyerjg9HJAhUGhg8KHWLTDUo4yAEQMwgRKA4wDg
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An Introduction to Yorkshire Ambulance NHS Trust (YAS) 
 
YAS serves a population of more than five million people and covers 
6,000 square miles of varied terrain from the isolated Yorkshire Dales and 
North York Moors to urban areas including Bradford, Hull, Leeds, 
Sheffield, Wakefield and York. 
 

We are commissioned by 23 clinical 
commissioning groups (CCGs) and, as the only 
regional healthcare provider, we are ideally 
placed to support joined-up care for patients and 
provide the gateway into urgent and emergency 
services. 
 
We employ over 5,000 staff and have over 1,200 
volunteers and provide 24-hour emergency care 
to the region. 
 
For everyone working at YAS, providing high quality patient care is our key priority. This applies to our 

ambulance clinicians responding to emergency calls, to our Patient Transport Service (PTS) crews taking patients to and from their 
planned hospital appointments, our call handlers handling 999 and 111 calls, to our managers developing new care pathways or 
ways of working, and to our Trust Board making decisions about the future of our Trust. 
 
In 2016-17 we: 
Á received 895,700 emergency calls 
Á responded to a total of  723,935 emergency calls 
Á undertook 1,020,621 non-emergency journeys 
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Engaging with Staff, Patients and the Public about Quality  

 
In order to ensure that the YAS Quality Account reflected the views of all our stakeholders we consulted with a wide range of 
groups and individuals including our staff, our recently formed Critical Friends Network, Expert Patient, Trust Members, YAS Forum 
Members, regional Healthwatch and Health Overview and Scrutiny Committees. We also analysed our data systems: incidents, 
near misses, complaints and patient feedback are all mechanisms we use to establish trends and themes which inform our Strategy 
and contribute to our Quality Account.  

 
A key priority during 2016-17 has been the establishment of the Critical Friends Network (CFN) within 
YAS. This network is made up of patients and members of the public who have an interest in the 
ambulance service and recent experience of using one of the services; the newly formed CFN, along 
with Staff Forum Members, are now consulted prior to new service developments and improvement 
projects.  
 
The Trust has hosted two events during the year with prospective óFriendsô of the network to explore 
how it will work in detail and to gain valuable patient input, assisting YAS to co-design this group. Both 
events were well attended with excellent feedback. 
 
The CFN will continue throughout 2017-18 as a fully 
established group and will be fundamental to service planning 

and improvement across the Trust, ensuring the patient voice is at the heart of everything 
we do. 
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WHAT OUR STAFF TELL US:  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
  

My job involves sending the nearest available emergency vehicle to the 
patient; this could be an ambulance or rapid response vehicle. The 
Emergency Operations Centre (999 call centre) is fast-paced and 
challenging. Excellent communication and teamwork are the key qualities 
to working as a dispatcher. Every day brings new challenges and I love 
knowing the decisions I make help provide excellent patient care. 
Gemma Gould, Dispatcher, Emergency Operations Centre 

 

I work within the NHS 111 
management team, providing 
high level secretarial/PA 
support to the senior 
management team. The role 
needs me to be self-
motivated, helpful and 
approachable and work on 
my own initiative, as forward 
thinking and planning are key 
within my role.  I thoroughly 
enjoy my job as it gives me 
variation; no day is the same!  
Jo Kane, NHS 111 Personal 

Assistant 

I am currently employed as an Emergency Medical Technician 
and thoroughly enjoy the role and the challenges it presents on a 
day to day basis. I enjoy the opportunity to test my own skills and 
provide a high level of patient care which this role enables me to 
do. I enjoy the variety of the job and like that no two days will 
ever be the same. Within my time in the ambulance service I 
have met so many amazing people and look forward to meeting 
more as I move forward with my career. 
Anthony Durham, EMT 2, Bridlington 

 

My role is a rapid response vehicle paramedic and as such it is my 
job to attend patients prior to an ambulance attending. After doing 
baseline observations decide what other resources are required; if 
an ambulance is required I decide what level of response is 
needed, similarly if no ambulance is required I decide which 
alternative pathway to use and I can treat the patient on scene and 
leave them at home if this is the best for them. It is also my role to 
mentor student paramedics as and when needed. 
Andrew Hutton, Paramedic, Barnsley 

 

I enjoy my role as an NHS 111 call handler. Every day is different, due to 
the variety of calls we take and you never know what type of inquiry you 
are going to get next. It is very satisfying to know that you have helped 
patients receive the level of care they need.  
Caroline Bedford, NHS 111 Call Handler 

 

I monitor spend with cost trackers, ensure that there are sufficient resources 
to deliver the service and track performance. I am also responsible for 
approximately 40 frontline staff and a management team made up of five 
team leaders. I offer support and guidance to staff and deal with 
compliments and concerns directly from the Trust. I monitor personal 
development reviews, IPC audits and training compliance; making sure 
these are within our set target. I am constantly looking at new methods of 
delivering our service to improve the patientsô experience. 
Sarah Moody, PTS Service Delivery Manager 
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I currently work within the Legal Services Department where my core role is 
liaising directly with the police to assist with requests for information as part 
of on-going investigations.   I am responsible for ensuring Trust procedures 
and policies are followed when recording, collating and disclosing the 
requested information for police investigations. The requests are varied but 
usually consist of 999 audio calls and logs, Patient Care Records and 
coordinating interviews with members of staff. This is a challenging but 
rewarding role. Being part of the legal team I also assist with the wider team 
workload which includes Coroners inquests, Subject Access Requests, FOI 
requests and claims. 
Karen Mitchell, Legal Services Assistant 

As a Clinical Supervisor the role is varied and I wear many hats. 
Firstly we are all still paramedics with patient care foremost in our 
minds. We also work as part of the Red Arrest Team; responding to 
cardiac arrests and leading the resuscitation process. Our primary 
role is Bronze Commander for the operational day, this includes 
ensuring vehicles and personnel are at the right place at the right 
time. We deal with operational issues during the shift such as 
vehicle breakdowns, staff sickness, staff support after certain 
traumatic jobs, and commanding the scene, liaising with other 999 
services to ensure the smooth and safe running of the incident. 
We are also responsible for many audits such as patient records, 
hand hygiene, vehicles and medicines to name but a few. 
I still enjoy the role immensely although at times can be a little 
challenging. 
Martyn Guest, Clinical Supervisor  

Working on the Estates Helpdesk enables me to be the first point of contact. 
This job enables me to prioritise calls so we can attend in the most 
appropriate time frame to the estates issues or queries we receive. I like the 
fact that I work in a small team of multi-skilled staff who are able to offer 
advice and guidance with any issues I may come across. The part of my job I 
enjoy the most is building up working relationships with staff mainly the 
Clinical Supervisor teams and Locality Managers; this has enabled me to get 
in insight into what they do and how Estates can support them. I like that no 
two days are the same. 
Sophie Holroyd, Estates Help Desk Administrator 

As a PTS Call Handler I play an imperative role within the PTS Comms 
Department.  I take calls from healthcare professionals and patients 
wishing to book transport to take them to and from their appointments at 
hospitals and clinics.  I take great pride in my job and in doing this I 
achieve an enormous amount of job satisfaction knowing that patients are 
being transported safely on a daily basis. It is important to achieve the 
Trustôs high standards and reach the required level of patient care and 
also the correct level of quality and service. 
Bilaal Malik, PTS Call Handler Apprentice 

 


