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Top Stories……. 
Words Will Never Be Able to Convey Just How Grateful We Are 
Russel Taylor called 999 as he was experiencing symptoms of 
a heart attack. When Paramedics Emily Thomas and           
Alexander Tobera-Tunstall from Tollgate Hub arrived, he    
suffered a cardiac arrest in front of them.  They administered 
advanced life support, resulting in him surviving and making a 
full recovery. Russell and his wife Mandy asked to meet the 
staff who helped Russell to personally say ‘thank you’.  Alex 
said: “Being reunited with Russell and Mandy is one of the 
proudest moments of my career. I’m so grateful to them for 
getting in touch with the service.  Knowing he is recovering 
well is an incredible feeling.”  Emily added: “The fact that we 
were with Russell when he went into arrest meant that we 
were able to start CPR and advanced life support immediately.  
Meeting Russell and Mandy again under these happy         
circumstances is something I will never forget.”  Ambulance 
staff often don’t hear what the final outcome of such cases is, 
making Mandy and Russell’s wish to meet the staff again, even more special. Russell said: “I was incredibly 
lucky to have such skilled and caring professionals surrounding me when the worst happened.  I am recovering 
well and I’m very grateful.”  Mandy added: “When I first saw Emily and Alex again, I felt overwhelmed with   
emotion.  I will be eternally grateful to them for giving me my husband back. Without them, this would have been 
an entirely different story. I’m also so grateful to the second crew, Paramedic Joseph Hunt and Student         
Paramedic Hollie Nulty for reassuring me and keeping me informed during a crisis.” 
 

Family Honour Paramedic as Godmother 
Earlier this year, a passing ambulance crew came across a family on their way to hospital when Mum had given 

birth in the car and baby Chelsea was not breathing. The fast-thinking 
actions of Dudley crew, Anna Lisowska and Marius Faraji enabled them 
to save both Mum and baby Chelsea’s life. After being reunited in April, 
the family have held the crew in incredibly high regard and last month, 
honoured Anna by asking her to be Godmother to baby Chelsea. Anna 
said: “Not only am I the proudest Paramedic, but now also the proudest 
godmother. Seven months ago, I came across this family and found  
myself administering life support to baby Chelsea. Today, she is a 
healthy and amazing little girl who is now my goddaughter, what an   
incredible feeling. I feel so privileged to be a part of her life and to watch 
her grow, this is a once in a lifetime experience and I am very grateful to 
Chelsea’s parents for this absolute honour.”  
 

Gifts of Gratitude for Tollgate Staff 
In October, Sharon Hamilton showed her immense gratitude to the crew that cared for her late mother.          
Paramedic, Jordan Williams, and Student Paramedic, Sophie Lewis, attended Sharon’s mum at the end of her 
life. Sharon explained that both her mum and late father had received amazing care 
from WMAS at the end of their lives. As a token of gratitude, Sharon gifted the hub 
with a whole range of goodies including an Air Hockey Table, Toastie maker, Air 
Fryer, Jenga and many more gifts, which were greatfully received by Jordan, who 
was there to meet Sharon. Upon receiving the gifts Jordan said: “To receive a          
compliment from a patient is amazing as it is, but to be told by our Senior           
Operations Manager, Kelly Murphy, that a donation to the hub has been made by 
the family in mine and Sophie’s name is beyond words. Although the outcome  
wasn’t how we would have hoped, to know the patient’s end of life journey was as 
comfortable as it could be, is one of the reasons why I chose this career.” 
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Top Stories……. 
Maternity Roadshow is a Huge Success 
The Trust’s first ever Maternity Roadshow proved a huge     
success at Sandwell Hub recently with dozens of staff attending 
the day. The main focus was the unveiling of five state-of-the-
art maternity mannequins which can simulate a birth and      
integrate with the Trust’s Zoll X Series monitors. That allows    
real-time monitoring of blood pressure and blood oxygen levels 
amongst other features. As well as the mannequins, there was 
lots of other equipment on display for staff to have a look at and 
try out, as well as numerous guest speakers, including          
neonatologists, obstetricians, midwives and pre-hospital       
doctors. WMAS Maternity Lead, Steph Henry, said: “A huge 
thank you to everyone who made the day possible, particularly 
Heather Shevlane.  It was fantastic to see so many staff look at 
the mannequins and listen to what all of the different speakers 
had to say.  I hope everyone found the event useful and helped 
give staff confidence when it comes to treating maternity       
patients.” The event also caught the attention of the media with Midlands Today, BBC Radio Hereford &    
Worcester, BBC WM, BBC Shropshire, Heart FM and Free Radio reporting on it.  
 

WMAS Bucks the National Trend 
New data released by the Association of Ambulance Chief Executives shows that WMAS is performing better than 
might be expected given the level of hospital handover delays being experienced.  The data shows a strong     
correlation between the volume of hospital handover delays taking an hour or longer, and category 2 response 
times at both the Mean and 90th Centile measures.  From April 2023 to the end of August this year, although   

delays haven’t been as bad, around 9% of patients still  
waited over an hour to be handed over.  This means that, of 
the ten English services, WMAS has the third worst      
handover delays behind South Western (18%) and East of 
England (13%).  Despite this, the Trust has the fifth best 
performance standards in the country, better than the      
average for England.  Trust Chief Executive, Anthony 
Marsh, said: “Let me be clear, our performance is extremely 
poor and well short of what we all want, but the data does 
show that we are getting to more patients, more quickly than 
we might have been expected to, given the level of delays 
we face.  We all want to see better performance, because 
that allows us to do more for our patients and give better 
care.  I am proud that a combination of our A&E model and 
the hard work of our staff is leading to better care than might 
otherwise have been possible.”  

 

Successful Recruitment and Fewer Leavers 
Despite the well reported challenges of the ambulance service, WMAS has just had it’s most successful           
recruitment of graduate paramedics.  In an update for a recent Board meeting, Director of Performance and     
Improvement, Nathan Hudson, told members that a total of 162 have agreed to join the Trust after completing 
their studies at our partner universities.  Of those, 112 will start by the end of 2023 with the remaining 50 going 
operational before the end of March.  In addition, the Trust has been recruiting qualified paramedics, technicians 
and hundreds of student paramedics.  Mr Hudson, said: “In addition to the significant recruitment plans that we 
have, we have also seen a considerable fall in the number of staff leaving the Trust.  Even within that, many of 
those leaving are retiring and returning so we aren’t losing their experience and skills totally, which is great news.” 
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 Top Stories……. 
Jenny Receives Prestigious National Award 
The tables were well and truly turned on Jenny Hubble, the person who  
organises the Trust’s awards ceremonies last month, when she herself   
received a prestigious national award.  Jenny received the ‘Exceptional  
Support Service Staff’ award at the annual Ambulance Leadership Forum, 
which is run by the Association of Ambulance Chief Executives (AACE).  
Jenny has one of the most important jobs in the Trust – organising the 
awards ceremonies that recognise the efforts of staff, volunteers and      
partners, which attracts upwards of 500 individuals each year.  In addition, 
over the last 12 months she has assisted with the distribution of thousands 
of Platinum Jubilee Medals as well as the AACE Jubilee Coins.  People Director, Carla Beechey, said: “Jenny is 
one of the great unsung heroes of our service who puts in an immense amount of work to make sure our people 
get the recognition they deserve.  It is therefore fitting that she has received this award.”  Jenny is pictured        
receiving her award from AACE Chair and North West Ambulance Service CEO, Daren Mochrie. 
 

Carl Receives Special Award from AACE 
A retired West Midlands ambulance man was guest of honour at the recent Ambulance Leadership Forum to    
recognise his astonishing contribution to the sector over almost 50 years!  Carl Ledbury joined the ambulance  
service in 1976 and has dedicated his life to supporting colleagues and their families ever since.  Despite having 
retired some years ago, he continues as a Trustee of The Ambulance Staff Charity (TASC) as well as the West 

Midlands CARE Team, who he has supported for many years.  He is a 
qualified counsellor has lectured at Worcester University to Student   
Paramedics on stress and mental wellbeing within the ambulance       
service.  Carl also continues to be part of the WMAS Ceremonial Unit, 
also working nationally coordinating the sectors attendance at the      
Cenotaph in Whitehall.  He also played a key role in organising the     
ambulance sectors part in the Civilian Services Contingent in Operation 
London Bridge for her late Majesty the Queen.  AACE Chair, Daren    
Mochrie, said: “I had the pleasure of working with Carl as part of the   
Civilian Services Contingent for the Kings Coronation.  He is someone 
who many people look up to and it is a pleasure that we are able to   
honour his work which has touch the lives of so many other people.” 
 

Carole Petty Award Winners are Named 
Every day, staff go above and beyond as they try to help patients in their hour of need, but sometimes, the work 
carried out deserves particular recognition.  Recently, Emergency and Urgent Operations launched the Carole 
Petty Awards to do just that. Carole worked as an administrator for almost 20 years, latterly as PA to Director of 
Performance & Improvement, Nathan Hudson.  Each month, the 15 Hubs have an opportunity to nominate a staff 
member (or crew) who have been noted to go above and beyond.  The first winners of the awards were:  
Dudley - Ben Fletcher: Ben is a Clinical Team Mentor and has been awarded for going above and beyond in  

organising CPD events and collaboration exercises with West Midlands Fire Service. This gave staff the     
opportunity to develop their skills to further support the care given to patients in RTCs. 

Hereford - Ashley Le Poidevin and Ian Skyrme: Ian and Ashley attended a serious RTC whilst on return back to 
the hub.  Already past their shift finish time, they immediately provided outstanding care to injured patients 
who required urgent treatment.  

Hollymoor - Sarah Wheeler: Sarah witnessed an RTC whilst off-duty and began to provide care, despite having 
no equipment.  The attending Operations Manager wrote to the Senior Operations Manager, to recognise the 
tremendous care Sarah had provided. 

Sandwell - Rowan Lawrence and Justin Wilson: Rowan and Justin were praised for excellent teamworking at a 
Category 1 incident and for delivering excellent clinical care. 

Stoke - Libby Hull: Libby was nominated for demonstrating excellent team-working at a cardiac arrest case.  She 
delivered outstanding leadership throughout the incident including and provided excellent mentorship to the 
student paramedic working alongside her. 
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News……. 
Speak Up Month Comes to a Close 
During October, every part of the Trust has got involved in Speak Up Month as we continue to encourage staff to 
not keep quiet when they see or experience something which isn’t right.  Patient Safety Specialist, Leah Harris, 
said: “We know staff speak up regarding Patient Safety Incidents via the ER54 system, but it’s important to know 
why it’s important.  When things go wrong, we need to make sure we learn and improve, personally and as an 
organisation.  We champion a “just culture” so that Serious Incident Investigations are conducted fairly and without 
blame; root cause analysis (RCA) meetings help us understand what happened from staff’s point of view and   
enable us to support them in the future.”  Freedom to Speak Up Guardian, Pippa Wall, added: “Over the month, 
there have been some great conversations with staff as we have been out and about at various ambulance hubs 

and patient transport    
service stations across the 
region.  We’ve highlighted 
our Staff Networks,      
reassured    colleagues 
about the confidentiality of 
Freedom To Speak Up 
and more managers have 
completed their FTSU 
training. By speaking up, 
we will make this a better 
place to work and provide 
a safer service for our   
patients.”   
 

FTSU Pledges 
Whilst attending the Ambulance Leadership Forum last month, staff from the 
Trust had the opportunity to support the national campaign to promote   
Freedom to Speak Up (FTSU) by submitting a personal pledge, which will be 
collated by the National Ambulance Network.  FTSU Guardian, Pippa Wall, 
said: “As part of the Trust’s continued ambition to improve the culture and 
raise awareness of the importance of ‘speaking up’, all staff have the       
opportunity to make their own pledge.  In addition, all members of the Board 
of Directors and FTSU Ambassadors have made pledges of their own.  This 
can be something they feel is an area for improvement, has personal       
significance for them or just something they feel they can do to make a    
difference for all of our colleagues, patients or the environment as a whole.”  
 

Jail for Man who Spat at Paramedic  
A man who spat at a paramedic after calling 999 in an effort to get a lift home has been jailed for six months. In 

the early hours of 13th April, 28-year-old Christian Monreal was sat outside a              
supermarket in Atherstone when he called 999 claiming he had been stabbed.  When 
ambulance staff attended, they found that Monreal had no injuries. When they refused to 
take him home, he spat at a crew member. He was promptly arrested on suspicion of 
assaulting an emergency worker.  Later, he went on to damage his cell and then spat at 
a custody officer.  Ten days later, while at George Eliot hospital he refused to leave, he 
became aggressive to staff and security.  On 11th October Monreal appeared before 
Warwick Crown Court where he was sentenced to six months in prison. Chief Executive 
Officer, Anthony Marsh said: “Ambulance staff come to work to care for others in their 
time of need, yet all too often they are greeted by violence and abuse. Assaults on    
ambulance staff, whether it be physical or verbal, are not okay and we welcome the  
sentencing. We hope that it opens people’s eyes to the impact that abuse has on staff 
as well as reinforcing the message that abusive behaviour of any form is totally         
unacceptable.” 



 6 

 

 News……. 

Hello, New Patient Safety Learning Leads 
The Patient Safety Team has welcomed eight new Learning 
Leads at an induction session at Sandwell Hub.  The new 
role has replaced the previous Investigator Officers as part 
of a significant Trust Board supported restructure.  This will 
enable the transition from the current Serious Incident 
Framework (SIF) to the new Patient Safety Incident        
Response Framework (PSIRF). Paramedic Practice &    
Patient Safety Director, Nick Henry, said: “Thank you to the 
Trust Board for supporting the growth in the Patient Safety 
Team to meet the needs of the transition.  Also to all of the 
staff that applied for the posts, demonstrating the increased 
profile of Patient Safety within the Trust.” Head of Patient 
Safety, Christina Clinton, added: “The new staff will be   
crucial to help us to transition to PSIRF and will allow us to 
focus more on staff, patient, and family engagement, be 
more proactive towards patient safety incidents and overall 
improve patient care. I look forward to working with the new team”. 
 

Call Assessors Extraordinary Efforts 
Despite taking almost 170,000 999 calls in September, the Trust remains the top performer in the country.  A total of 
148 people waited more than two minutes to be answered, the lowest total in the country.  This comes at a time when 
the Trust is providing significant support to other services.  Nationally over 23,300 calls waited over two minutes.  
IEUC Director, Jeremy Brown, said: “Once again, the team have performed magnificently despite an exceptionally 
busy month.  These figures show the vital part the Emergency Operations Centre staff play in the emergency journey 
of our patients; it really is a truly remarkable record.  I am immensely proud of the team who keep performing despite 
the pressures that we face.” 

 

International Control Room Week 2023 
Taking place for the sixth consecutive year, International Control Room Week ran from the 23rd-29th October, 
allowing a celebration of control room staff right across the world. 
Throughout the week the Trust celebrated the staff in our control 
rooms on social media, with members of staff working in a variety of 
roles such as Call Assessors, Emergency Medical Dispatchers and 
members of the Clinical Validation Team including; Call Assessors’, 
Sammy Beresford, Emma Round, Rianna Mcintyre and Mikey Elston, 
Clinical Validation Team Paramedic, John Geary and Emergency 
Medical Dispatcher, Abi Pound, who shared reasons why they are so 
proud to work within Trust control rooms.  Anthony Marsh, Chief   
Executive Officer, said: “Our control room staff take millions of calls 
for 999 and our Patient Transport Service and do an incredible job.  
They are without doubt some of our unsung heroes in the             
organisation. Patients will never see the person on the other end of 
the call but control room staff are the first voice they hear when they 
call us for help. They all put patients first and work so incredibly 
hard, often dealing with some very difficult and stressful calls. For all 
of those reasons it is right that we pay tribute to their work. A very 
big well done for all that they do. ” 

Trust WMAS 1 2 3 4 5 6 7 8 9 
Sept 148 814 2,210 4,836 704 354 564 11,619 1,376 685 

YTD 164 2,006 6,387 29,916 6,102 925 27,773 37,733 2,492 14,300 
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News……. 
More Than 35,000 Trained in a Week 
An astonishing 35,000 members of the public were trained in CPR by the Trust during this year’s Restart a Heart 
Week.  It’s the result of a massive effort by staff, CFRs and partner agencies which this year was targeted on   
areas with lower rates of bystander CPR. Community Response Manager, Cliff Medlicott, said: “We looked at the 
statistics of where fewer people are prepared to start CPR and made sure we looked to try and set up events in 
those areas, particularly in places of worship which are normally in the centre of their communities.  It has been a 
tremendous effort by a lot of people to teach these lifesaving skill, which will hopefully lead to lives being saved.”  
Trust Chief Executive, Anthony Marsh, added: “Please accept my congratulations on what has been a real       
success story.  Cliff and Andy Jeynes have done a tremendous job co-ordinating the work but they couldn’t have 
done it without the small army of staff and volunteers in our CFR groups and our partners.  Their hard work will 
inevitably lead to lives being saved, which is the real reward for their efforts. 
 

Lifesaving Devices Installed at Mosque 
Birmingham Central Mosque has taken delivery of two      
lifesaving pieces of equipment as part of the Trust’s Restart A 
Heart Week activities. The Trust presented the Mosque with 
an automated external defibrillator and bleed control kit with 
training on how to use both items and perform CPR also    
provided to members of the mosque. WMAS Chaplain, Imam 
Mohammad Asad, was on hand to take part in the training 
and said: “We are delighted to receive the defibrillator and 
bleed control kit at the Mosque and are thankful to WMAS for 
the donation and the training provided. It is a real boost to the 
community for us to have these items and of course, whilst 
we hope they never need to be used, they may just help to 
save a life one day.” WMAS CRM, Andy Jeynes, said: “It was 
fantastic to see people so engaged with the training, all of 
whom now have essential skills in giving someone the best 
possible chance of surviving a cardiac arrest. CPR is very 
easy to learn and anyone can do it! There is no better time 
than now, to give it a go because ultimately, you never know when it might be your turn to try and save a life.”  
 

Strengthening the Multi-Faith Team 
Given how challenging the current situation is, the Trust is always looking for new ways to support staff.  Recently 

the Trust enhanced the chaplaincy team with Imam 
Mohammad Asad (Muslim faith) and Satnaam Kaur 
(Sikh faith) joining the team. On the back of that, 
Satnaam and Asad joined Stephen Bentham, who will 
replace Vanetta Griffiths as the new Christian    
Chaplain, at a meeting with the Chief Executive,   
Anthony Marsh, Equality & Diversity Lead              
Mohammed Ramzan and People Director Carla 
Beechey.  Ramzan, said; “We want to enhance the    
multi-faith chaplaincy team at WMAS so that people 
from any faith can get the support they need.   The 
faith leaders shared their insight into multi-faith   
chaplaincy and the support that will be provided for 
staff across the organisation.  We hope to enhance 
the team further with representatives of both the  
Jewish and Hindu faiths soon.  It doesn’t matter which 
faith staff identify with or indeed if they have no faith, 
the team will be there to support them.”   



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. 

 178,087 emergency      

contacts (inc. all 999 calls, 

duplicates, events & 111    

referrals). 6.9%                

increase on Oct ‘22 

27,591 hours  

lost due to regional hospital 

handover delays - 30.1%      

decrease on Oct ‘22 

84,919 unique incidents  

Average of 2,739 a day  

1.7% increase on            

Oct ‘22 

Hear & Treat  

16,134 patients treated 

over the phone  

14.1% increase on Oct ‘22 

See & Convey  

44,520 patients conveyed 

for further treatment 

1.4% increase on Oct ‘22 

173,834 999 calls 

received compared 

to 162,491, an         

increase of 6.9% on 

Oct ‘22 

0 mins 03 seconds, 

the mean answering 

time compared to 0.15 

in Oct ‘22 

77.3% of addresses 

matched in less than 

60 seconds,        

compared to 75.7% 

in Oct ‘22 

67,269 journeys undertaken 

across all contracts 

5.9% decrease on Oct ‘22 

3,481 aborted journeys  

6.9% decrease on Oct ‘22 

34,351 Renal journeys        

(including aborted) 

3.3% decrease on Oct ‘22 
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