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Top Stories……. 

Trust Welcomes CQC Focus on Hospital Handover Delays 
A report by the Care Quality Commission which was published in March focused 
on the lengthy delays crews have faced for months handing patients over at    
hospital.  In their  report, Sonia Brooks, CQC Deputy Director of Operations in the 
Midlands, said: “We found staff working hard under sustained pressure and    
leaders trying to manage priorities and issues to keep people safe.  The delays in 
handing people over at hospitals meant that ambulances and crews couldn’t be 
made available to attend other calls. These lengthy delays at hospitals increased 
risk to people, particularly those that had been lying on trolleys or stretchers in 
ambulances for long periods of time.  However, people praised ambulance crews 
for their care and compassion, particularly during the lengthy waits at hospital.”  
Responding to the report, Trust Chief Executive, Anthony Marsh said: “We are pleased that the CQC recognised 
the enormous lengths that our staff, have gone to, to look after patients while they deal with excessive hospital 
handover delays.  I absolutely recognise the impact they have on the health and wellbeing of staff as they do all 
they can to cope with these very difficult conditions.  Sadly, as the report points out, we have seen some patients 
wait a very long time for ambulances to arrive as a result of the hospital delays with the resultant increased risk to 
patients both waiting for an ambulance and those left on ambulance stretchers for very long periods.”  You can 
read the full report here.  
 

Brand New WMAS Values Launch 
After more than 15 years, our staff have been working on 
a refresh on the values we all try to live by while at work.  
Teams have been working away behind the scenes after 
a series of listening events to develop our brand new 
ones. They focus on Excellence, Integrity, Compassion, 
Inclusivity and Accountability. Anthony Marsh, Trust Chief 
Executive, said: I’m really pleased to be able to share the 
refreshed work that we’ve undertaken on our                 
organisational values. Our teams, our colleagues, have 
been working with staff right across the organisation; the 
emergency service, Patient Transport Service, the control 
room etc... to review our organisational values and to  
refresh them and make them more relevant to the work 
that we all do and the world in which we all work. I hope 
that they will help us improve the organisation, improve 
the services for our patients and also strengthen the   
support that we provide to all our staff.” The official launch 
took place on Friday 10

th
 March, which saw events take 

place at all of our hubs, including at Erdington Hub (pictured) with lots of goodies available and the chance to chat 
about the new values.  People Director, Carla Beechey, said: “Everyone has a responsibility to demonstrate these 
values and behaviours in all that we do; any decisions we make and how we interact with each other day in day 
out, and when such values and behaviour are not seen or observed we must hold each other to account and 
speak out.”  Head of Organisational Development, Barbara Kozlowska, added: “I would like to say thanks to all 
staff who engaged with us on this piece of work, whether by joining the staff conversations and survey, or by    
voting for the design.  I believe that the Culture Statement, values and behaviours will help staff understand what 
behaviour is expected, and managers to support our people to meet that standard.” 

https://www.cqc.org.uk/provider/RYA
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Top Stories……. 

Almost 200 Compliments in February 
The trend of seeing an increase in the number of 
compliments continued in February.  During the 
month, no fewer than 190 letters, emails, website 
messages and social media posts were received 
by the Trust.  The messages, which are passed 
on to the crews involved cover the whole of the 
region.  Trust Chief Executive, Anthony Marsh, 
said: “Once more, I am genuinely moved by the 
number and depth of feeling expressed in so 
many of the messages.  Reading them, you really 
do get a sense of just how much the public value 
the care and compassion that our staff display 
every single day. While not everyone receives a 
compliment, staff should be in no doubt that the 
work that they do makes a very real difference to 
people across our region.  Whether a cleaner on a 
hub, a Vehicle Preparation Operative, a           
mechanic, member of the corporate team and of 
course those in our control rooms and on our ambulances, they each play a role in making sure our ambulance 
service works.” 
 

Extraordinary Efforts to Help Patients 
Despite call numbers remaining stubbornly high, staff in the Trust’s control rooms continue to perform at a        
consistently high level  and lead the country.  Many of the calls are driven by the knock-on effect of the hospital 
handover delays, which result in delayed responses to patients with anything up to 20% of calls being duplicates.  
New figures from BT show that once again, WMAS had fewer ‘over 2-minute call answering calls’ than any other 
Trust.  Across the country, there have now been almost 650,000 such calls!  IEUC and Performance Director,   
Jeremy Brown, said: “What these figures show is just how hard staff are working.  We make up just 0.14% of the 
national total in February and 0.58% for the year, when we take circa 10% of the calls, and the number is only that 
high due to the support we offered to other services at the end of 2022.  I am immensely proud of the team who 
keep performing despite the pressures.” 

 
 
 
 
 
 

Over 450 New Staff in E&U Operations 
As we approached the end of March, the final 18 staff of the year started with Emergency and Urgent operations.  

The graduate paramedics join us from a number of 
universities, with many having done their placements 
with the Trust.  In total, the Trust took on 321 student 
paramedics and 146 graduate paramedics.  People 
Director, Carla Beechey, said: “To recruit 467 staff 
on top of all of the other recruitment has taken an 
enormous effort by the Recruitment and Education & 
Training teams to achieve.  The Trust will continue to 
do all it can to support these staff as they progress 
with the Service.  I’d like to thank the teams as well 
as the mentors who support these staff during their 
training and while they undertake their Newly    
Qualified Paramedic time.” 

Trust WMAS 1 2 3 4 5 6 7 8 9 

Feb 30 246 74 7,663 855 115 5,230 4,778 1,084 980 

YTD 3,732 70,210 5,459 166,171 24,302 72,560 76,778 98,368 60,135 70,916 
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Top Stories……. 

Significant Improvement in the STEMI AQI 
The latest AQI results for STEMI have been published 
and this has shown a significant improvement in the 
results which is demonstratable evidence that our    
patients are getting the best clinical care. This follows a 
number of initiatives undertaken by the Trust including 
the way STEMI is documented within the Electronic 
Patient Record (EPR). Jason Wiles, Consultant       
Paramedic for Emergency Care, said: “This is amazing 
and whilst improvements have been made with the 
EPR system I want to take this opportunity to thank all 
of our clinicians for their excellent work on ensuring the 
appropriate care is provided to patients and fully      
documented within EPR. These results are testament 
to the hard work put in by all staff in difficult times but in 
particular the EPR project team.”  
 

Excellent Stroke Care; Great Result 
Nothing demonstrates great care and the beauty of the NHS better than feedback from patients who have        
experienced it first-hand.  In a recent letter to University Hospital Coventry & Warwickshire (UHCW), a delighted 
family highlighted the care that their loved one received when they suffered a stroke.  It notes the care and      
compassion shown by WMAS Call Assessor Joshua Hill, ambulance crew Vicky Parkes and Simon Darnbrough 
along with the stroke team at the hospital.  Clinical Improvement Paramedic, Ryan Hembling, said: “Rapid    
recognition alongside a timely alert and transfer meant the patient went from phone call to thrombolysis in around 
90 minutes.  The result was that she was able to be discharged fully neurologically intact.   

 
First and Last Meetings for Four 
March’s Board meeting was significant, if for no other reason because of the number of changes happening.  It 
was the last meeting for Mark Docherty, the Trust’s Director of Nursing and Clinical Commissioning, who retired 
on March 31st.  Mark has worked in the NHS for 40 years, initially as a nurse before moving into management.  
For a couple of years, he commissioned WMAS before eventually joining the Trust in his current role in 2014.  
Trust Chief Executive, Anthony Marsh, said: “No-one can ever say that the care of patients was not at the forefront 
of everything Mark has done, even when that meant speaking up and raising issues when others would have   
preferred him not to.  He has been a staunch champion of patient safety throughout his career and his             
campaigning on solving hospital handover delays is well known.  We wish Mark well, but will very much miss his 
knowledge and skills going forward.”  It was also the last meeting for Non-Executive, Lisa Bayliss Pratt who has 
taken up a new role abroad.  Trust Chairman, Prof. Ian Cumming, said: “Lisa’s clinical knowledge has been      
invaluable to our Board and her contributions notable.  We will miss her input and counsel.”  It was also the final 
meeting for Interim Director of Finance, Paul Jarvis.  Paul will return in his substantive role when Karen Rutter 
takes up her Directorship in May.  Prof. Cumming, said: “Paul has made a remarkable contribution to our Trust 
during one of the most challenging times we have ever seen financially.  His dedication and tenacity has been  
immense and we are delighted that he will be 
staying with us.”  Coming the other way was 
Nick Henry who was attending his first meeting 
as Paramedic Practice & Patient Safety       
Director.  Mr Marsh, said: “I’m delighted that 
Nick has joined us and am certain that he will 
play a key part in representing the clinical side 
of the Trust in our discussions.” 
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News……. 

Woman Could Be Jailed for Racist Remarks  
A woman who made racist comments to a paramedic and spat at emergency workers could be sent to jail.  Natasha 
Ashby entered guilty pleas to three counts of assaulting an emergency worker by beating, one of assaulting an  
emergency worker, and one of racially aggravated assault when she appeared before magistrates in Hereford in  
February.  The offences involving ambulance and hospital staff happened in October after Ashby was assaulted and 
an ambulance was called to her aid.  Hereford Magistrates Court heard that she became aggressive and abusive 
while en-route to hospital.  Police were called but Ashby spat at staff.  After being restrained, she continued to shout, 
swear, and spit at nurses and paramedics, telling one paramedic to "go back to your own country".  The court heard 
Ashby has a number of convictions and was subject to a community order at the time of the February offences.  Her 
defence accepted that the matters pass the custody threshold but asked for a suspended sentence to be considered.  
The case was sent for reports to be carried out before she is sentenced on 24

th
 April. 

 

Pride of Birmingham Award for Mick and Deena 
Paramedics from Willenhall Hub, Deena Evans and Michael Hipgrave, 
were honoured at the Pride of Birmingham Awards last month for their 
outstanding courage and bravery. In July 2020, Mick and Deena were 
unfortunately victims of a knife attack while responding to a concern for 
welfare at an address in Wolverhampton. They were presented an award 
at the event in Birmingham hosted by Kym Marsh and commended for 
their bravery and continued commitment to helping people within their 
roles.  
 

Trust Tests Major Incident Response at Exercise Alliance 
A collision between a train and a van provided the prefect scenario for the Trust to test its major incident response 
recently with the multi-agency Exercise Alliance taking place in Long Marston. The incident at a level crossing saw 
two of the four carriages derail with one ending up on its side. The Trust sent ten ambulances, a tactical incident 

commander, 12 operational managers, our Hazardous Area          
Response Team and Commander Support Officer amongst others.  In 
total 51 patients required treatment, 16 who had significant injuries. 
Staff worked alongside Warwickshire Police, Warwickshire Fire & 
Rescue, Network Rail and British Transport Police. Emergency     
Preparedness Manager for Coventry, Warwickshire and Staffordshire, 
David Levesley, said: “I’d like to thank all of the staff who took the 
chance to make sure we are as prepared as we can be, should a real 
incident of this nature happen. The exercise went very well           
considering the number of staff taking part who had never been     
involved in a training situation like this. Staff followed all of our       
policies and procedures and also advised other emergency services 
on how to safely transport casualties away from the scene.”  
 

National Director Visits the NACC 
The Trust paid host to the woman who is in charge of emergency and urgent care in England last month.  Sarah Jane 
Marsh, took up the position of National Director of Urgent and Emergency Care at 
NHS England after 15 years running Birmingham Children’s and latterly Women’s 
Hospitals.  She visited Navigation Point and in particular the National Ambulance 
Co-ordination Centre (NACC) to gain a greater insight into the roles and             
responsibilities of what the NACC does, including urgent and emergency care    
escalations, resilience across the ambulance sector, supporting the management of 
significant and major incidents and mutual aid, etc...  Sarah was really impressed 
by the team and highlighted all the great work that has been undertaken,            
particularly in relation to supporting the management of COVID-19, winter         
pressures and hospital handover delays. 
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 News……. 

Honouring NHS Service and Sacrifice Three Years On 
Friday 10th March marked the eve of the third anniversary of the World Health 
Organization (WHO) declaring a global Covid-19 pandemic. To mark the day, 
NHS Charities Together hosted a live-broadcast event which included a minute’s 
silence at noon to honour 75 years of service and sacrifice in the health and 
care workforce. Members of West Midlands Ambulance Service Staff attended 
as representatives of the service, including Paramedic and Staff Governor,    
Adam Aston, who spoke at the event and Integrated Emergency and Urgent 
Care Supervisor, Reena Farrington who rang the bell to signal the start of the 
minute’s silence, alongside many others. Adam said: “It was an incredible     
honour to represent ambulance staff at the service of reflection and                
remembrance and to acknowledge the 75 years of service and sacrifice that NHS and health care staff have 
made.” Paramedic, Karina Graham also provided a testimonial for the event and said: “At the core of our hearts, 
and job, is a passion for helping people. We provide comfort on people’s worst, life-altering days, and on their best 
days, delivering babies, bringing life into the world. It is a privilege to do it all but during the pandemic, for the first 
time, our jobs felt scary. I had a young family and I was so afraid of bringing the virus home. But we carried on, we 
had to. I don’t think I could have done it without my colleagues. I feel truly blessed to do my job, blessed to be part 
of this team, and to be there for every patient who calls on us.” 
 

A Final Farewell to an Incredibly Popular Colleague 
Hundreds of colleagues, family and friends came together at St. Peter’s Church in Powick last month for the      

funeral of Christine Gill. A Clinical Team Mentor, based in Worcester, Chris 
joined the ambulance service in 1989 as a controller in the Emergency           
Operations Centre. She also worked within patient safety before returning to 
Worcester where she enjoyed passing her knowledge on to other staff and     
students. Approximately 300 mourners gathered for a full service funeral, which 
saw the cortege, led by a motorcycle outrider, met by a piper and standard    
bearer from the Trust’s colour party, before Trust Chief Executive, Anthony 
Marsh, paged the final part of the journey, through the Guard of Honour. An Air 
Ambulance completed a flypast before the service, which included a reading 
from Worcester Operations Manager Leigh Jones-Keyte, a tribute from Mr Marsh 
and music including Abba’s Slipping Through My Fingers, Journey’s Open Arms 
and Build Me Up Buttercup by The Foundations. Worcester Senior Operations 
Manager, Liz Parkes, said: “It was an incredible turnout and a fitting send off for 
someone we all held so close to our hearts and will miss dearly. To see so many 
people there to pay their respects proved just how popular Chris was and I would 
like to thank everyone for playing their part on what was a very emotional day.”  
 

Our Jay Foundation Updates the Board  
Many WMAS staff are familiar with the tragic case of 18-year old Jamie Rees, who died after suffering a cardiac 
arrest in the early hours of New Year’s Day 2022.  Due to handover delays it took the Trust nearly half an hour to 
get there and a defib at a nearby school was locked up.  Over the last year, Jamie’s mum, Naomi Rees Issett, has 
launched a magnificent campaign to get more defibs in our communities.  At March’s meeting of the Trust Board, 
she provided an update, in which she paid tribute to the work of Tim Cronin and Mark Docherty for their support.  
Her latest campaign is to get housebuilders to install a public access defib for every 400 houses that they build, 
something already adopted by Rugby District Council.  She has also spoken to the NHS England Urgent &    
Emergency Care Board.  Trust Chairman, Prof. Ian Cumming, said: “Naomi’s work is inspirational and has seen 
more than 40 defibs installed around Warwickshire.  The depth and spread of the campaign is quite remarkable, 
and something that Jamie would be so proud of.”  Trust Chief Executive, Anthony Marsh, added: “Naomi’s work 
has touched the lives of so many people.  Hearing that the defibs they have installed have already been used 
twice to save lives shows just how important the work is.  To set up something so positive after something so   
negative is extraordinary and I want to make sure that WMAS continues to support her work.” 
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News……. 

Trust Appoints New Clinical Non-Executive Director 
The Trust is delighted to be able to announce the appointment of a new clinical 
non-executive director.  Professor Alex Hopkins has almost 50 years of           
experience in nursing and is a leading light in education of clinicians.  Her        
appointment follows the resignation of Lisa Bayliss-Pratt, who has taken up a new 
role abroad.  Lisa finished on 31

st
 March with Alex taking up the role the following 

day. Alex first qualified as a nurse in 1980 working in cancer nursing as a staff 
nurse and ward sister.  Further study led her to move into health education full 
time culminating in a post at the Royal College of Nursing to develop and deliver     
distance learning top up degrees for nurses.  Following this, Alex became Faculty 
Dean at the University of Wolverhampton.  In 2021 she retired from that role and 
took up a number of consultancy posts, recently being appointed as a visiting  
Professor in Nursing and Health at Newman University Birmingham.  Alex has 
retained a passion for and commitment to promoting excellence in quality patient 
care.  Outside of work her time is devoted to her family and friends, travel and 
reading.  She said: “Over the years I have worked with WMAS on a number of 
projects so I am delighted to be joining the Board.  As a University Foundation Trust, education is at the heart of 
the Service so I hope my background will prove useful in continuing this important area of development for staff 
and ultimately the benefit it brings to patients.”  
 

New Series of 999 on the Frontline Set for Broadcast 
The new series of ‘999 on the Frontline’ is underway. In what is the ninth season of the popular programme, 
crews from Stoke, Stafford and Willenhall feature, with the usual range of incidents and chats.  Once again, it 
follows eight crews simultaneously to give an insight into what sort of cases the Trust deals with.                 

Communications Director, Murray MacGregor, said: “Firstly, I’d like to 
thank the crews who took part and also the managers on the three hubs 
who made it all possible.  With around half a million people watching each 
episode, it is one of the most popular programmes on More 4 and recently 
saw a couple of episodes aired on Channel 4, which shows how much the 
channel like the programme.  While I am sure it would be a bit of a 
busman’s holiday for many road staff to watch, it is very popular with the 
public who are tremendously appreciative of all of the work staff do to help 
patients in their hour of need.”  The ten-week run sees the programme 
broadcast at 9.00pm on Sunday evenings. 
 

Thank You to Vanetta 
At a time when the Trust has never been under more pressure, there is one person who always brings a sense 
of calm to any situation; the Trust’s Chaplain, Vanetta Griffiths.  Many staff right across the Service will attest to 
the kindness shown by Vanetta in what can sometimes be very difficult situations.  
Recently, she met with the Trust’s Chief Executive, Anthony Marsh, and People 
Director, Carla Beechey.  Mr Marsh said: “I wanted to meet Vanetta as I know just 
how much her kindness and caring means to staff.  In even the most difficult 
times, she finds a way of giving life a different perspective, one which brings great 
comfort to many.”  Carla added: “We are very lucky to have Vanetta within the 
Trust as she does a fabulous job talking to staff and providing them with welfare 
and support.  Even today when we wanted to pay tribute to her work, she was as 
concerned about us as she was with us saying thank you to her.”  Vanetta said: “'I 
cannot possibly convey the massive gratitude I feel, for the precious time and   
genuine kindness shown to me in the meeting; it means so very much.  I can    
assure you the good feeling I have on the inside, will not only remain memorable, 
but is also a pure privilege. I offer my very humble 'thank you' once more.” 



Welcome to the latest monthly stats round-up where we look at performance and demand 

across the 999 emergency service, control rooms and the Trust’s Patient Transport Service. 

 132,423 emergency      

contacts (inc. all 999 calls, 

duplicates, events & 111    

referrals). 11.6%           

decrease on Mar ‘22 

20,193 hours  

lost due to regional hospital 

handover delays 38.6%   

decrease on Mar ‘22 

87,425 unique incidents  

Average of 2,820 a day  

4.74% decrease on         

Mar ‘22 

Hear & Treat  

15,435 patients treated over 

the phone  

2.1% decrease on Mar ‘22 

See & Convey  

46,436 patients conveyed 

for further treatment 

3.7% decrease on Mar ‘22 

128,521 999 calls 

received compared 

to 145,504, a         

decrease of 11.6% on 

Mar ‘22 

0 mins 02 seconds, 

the mean answering 

time compared to 0.05 

in Mar ‘22 

75.5% of addresses 

matched in less than 

60 seconds,        

compared to 78.5% 

in Mar ‘22 

72,893 journeys undertaken 

across all contracts 

3.1% decrease on Mar ‘22 

3,785 aborted journeys  

12.8% increase on Mar ‘22 

35,519 Renal journeys        

(including aborted) 

2.5% increase on Mar ‘22 
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