QUALITY ACCOUNTS                                                        PAPER L 
INTRODUCTION 

NHS Trusts are required to publish annual Quality Accounts alongside their Annual Reports .

They are required to send the draft to major stakeholders including Healthwatch and these comments are included in the final published Quality Accounts.
Guidance has been produced by Healthwatch England which suggests each Trust's draft is judged against the following benchmarks .
1. Does the draft Quality Account reflect people's real experience as told to local healthwatch by service users and their families and carers over the past year? 

2. From what people have told local healthwatch is there any evidence that any of the basic things are not being done well by the provider? 

3. Is it clear from the draft Quality Account that there is a learning culture within the provider organisation that allows people's real experiences to be captured and used to enable the provider to get better at what it does year on year? 

4. Are the priorities for improvement as set out in the draft Quality Account challenging enough to drive improvement and is it clear how improvement has been measured in the past and how it will be measured in the future ? 

To date Healthwatch Rutland has been asked to comment on four draft Quality accounts and the following is a summary of the action taken.
· UHL  a joint response has been prepared between Healthwatch Leicester, Leicestershire and Rutland and a copy is attached.
· LPT A draft joint response is being drafted by Healthwatch Leicestershire whose representative attends the LPT Board. Draft awaited.
· EMAS response based upon Healthwatch England Guidance attached.
· Arriva response based upon Healthwatch England Guidance attached.
FOR INFORMATION 
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Sue Noyes                                                           7th May 2015 

Chief Executive 

East Midlands Ambulance Service

1 Horizon Place,Nottingham Business Park

Nottingham NG8 6PY 
Dear Sue


COMMENTS  FROM HEALTHWATCH RUTLAND 

DRAFT QUALITY ACCOUNT FOR 2014-15 
We were pleased to receive a copy of the 2014-15 Quality Account from East Midlands Ambulance Service. 

Healthwatch England has suggested we ask four questions when evaluating quality accounts and we use these here in assessing this year's quality account.

5. Does the draft Quality Account reflect people's real experience as told to local healthwatch by service users and their families and carers over the past year? 

In responding to the quality account in 2014,  we expressed the cautious view that the service was turning the corner. We now feel fully justified in  that opinion.as standards have risen during the past year . We believe that a whole range of measures across both infrastructure and direct patient services are now starting to deliver real improvements for patients.

We base our view partly on the data presented which describes real improvement across quality ,patient safety , clinical effectiveness ,patient experience and improving the care environment but we also base our conclusions on the what patients tell us . We hear much  praise for the quality of care and compassion and expertise given by ambulance crews. 

6. From what people have told local healthwatch is there any evidence that any of the basic things are not being done well by the provider? 

     We are encouraged by EMAS's rise in access target league tables       

      but  regional averages describe wide ranges .  Access times therefore   

      remain a concern for Rutland people . We share     

 similar problems with other rural areas such as East and South Northants. We know that our local issues get lost in Divisional averages and welcome the availability of local data which is making the disparities clear. We welcome the news that additional resources are being devoted to Northants and look forward to similar action for Rutland. 

We appreciate that innovative solutions will need to be found as well and look forward to working with you to on developing these.

The second major issue for us is the off loading problem at Leicester Royal Infirmary . Patients either suffer delay and distress waiting to be off loaded or are taken to Peterborough or other hospitals . We now have nearly 80% of our emergencies taken to Peterborough to avoid the issues at LRI. This can create many boundary problems for patients especially those with mental illness. 

Within the organisation we had worries about staff sickness levels and low response rates to staff satisfaction but these appear to be improving 

7. Is it clear from the draft Quality Account that there is a learning culture within the provider organisation that allows people's real experiences to be captured and used to enable the provider to get better at what it does year on year? 
    We are confident that the measures being taken to recruit and 

    train staff, as well as the range of audit participation and research being    

    undertaken and planned, and measures to learn lessons from complaints                

    and patients' experiences indicate  an  appropriate learning culture.

8. Are the priorities for improvement as set out in the draft Quality Account challenging enough to drive improvement and is it clear how improvement has been measured in the past and how it will be measured in the future ? 

 We agree with the priorities set out for 2015-16 and hope that our leads can work with you in bringing the patient voice to your work . We believe, however, that access rimes should be added back as a continuing target this year to enable the specific issues of rural access to be addressed . Page 4 states " It must be our priority together with or commissioners to ensure equality of service to all patients" and we believe this applies to rural access as well. 

We must take the opportunity of congratulating yourself, the Board and staff for achieving such progress in such a short period of time.

Yours sincerely 

JENNIFER FENELON
CHAIR HEALTHWATCH RUTLAND 
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Paul Willetts                                                                 7th May 2015

Director of Compliance and Governance 

Arriva Transport Solutions Ltd

1 Admiral Way, Doxford International Business Park, 
Sunderland. SR3 3XP  
Dear Mr Willets

We are grateful to you for sending your 2014-15 draft quality account to us.

Healthwatch England has suggested we ask four questions when evaluating quality accounts and we use these here in assessing this year's quality account.

9. Does the draft Quality Account reflect people's real experience as told to local healthwatch by service users and their families and carers over the past year? 

Priority 1 Patient Safety . We welcome your actions to improve incident reporting and training of staff in its use. We look forward to seeing the 2014-15 outcomes 

Priority 2 Clinical Effectiveness. We welcome the extension of your training programme to include Customer services, transporting patients and infection control . We look forward to learning about the impact of training ( including induction) on services.  

Priority 3 We particularly welcome your priority in increasing feedback from patients as well as better analysis of complaints and feedback . We are encouraged by the rise in satisfaction rates that you report. We would be keen to work with you in helping gauge the satisfaction rates of Rutland people with your service. We have to date only recieved anecdotal evidence and would be keen to build a fuller picture with you.

10. From what people have told local healthwatch is there any evidence that any of the basic things are not being done well by the provider? 

 Like you, we would be keen to see increased collaboration in working jointly to understand the issues being experienced by patients.

11. Is it clear from the draft Quality Account that there is a learning culture within the provider organisation that allows people's real experiences to be captured and used to enable the provider to get better at what it does year on year? 
    We appreciate that you are an independent company but hope that a way 

    can be found for you to participate in clinical audit as an aid to your 

    evaluation of your service..

12. Are the priorities for improvement as set out in the draft Quality Account challenging enough to drive improvement and is it clear how improvement has been measured in the past and how it will be measured in the future ? 

 See above 

Yours sincerely 

JENNIFER FENELON
CHAIR HEALTHWATCH RUTLAND 

