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TRUST TESTS MAJOR INCIDENT RESPONSE 
Exercise Silverstone placed a clear emphasis on the casualty clearing station and loading of patients on to        

ambulances with about 50 student paramedics playing the roles of the patients, who had been involved in a ‘siege 
and firearms incident’… see page 6 



 2 

 

 

Top Stories……. 

The End of Quite a Year 
Last month marked the end of what can only be described as the most challenging year ever experienced by the 
ambulance service.  The Trust has never received more 999 calls while having to deal with the worst handover 
delays by a long shot, with the resultant pressure this has put on staff.  The situation is a continuation of extreme 
pressures on hospitals which resulted in one patient waiting over 23 hours to be handed over to hospital staff in 
April. Trust Chief Executive, Anthony Marsh, said: “This has been the most difficult period I have ever known in 
the ambulance service.  I can but thank staff for their patience and resilience in what are extremely difficult times.” 

The Effect of Handover Delays Laid Bare 
The dramatic impact of long hospital handover delays has been laid bare with the new figures showing how much 
longer it is taking for crews to get to patients.  When you consider the length of delays, it is perhaps no surprise 
that it is taking longer to get to patients, but the difference between the two years is so dramatic, it is little wonder 
that the Trust has seen a sharp rise in the number of Serious Incidents, very often as a result of crews simply not 
getting to patients quickly enough.  Director of Nursing, Mark Docherty, said: “Firstly, I want to put on record how 
much I appreciate the work of staff in our control rooms, on the frontline and in the corporate functions who are all 
working as hard as they possibly can.  They know better than most just how much of an impact the hospital delays 
have on the patients stuck on ambulances, but also those where it takes hours and hours to reach patients in the 
community.  No-one can be under any illusion of the impact these delays have on patient safety.” 

The Risk to Patients 
Figures released at a meeting of the Trust Board in April showed a sharp increase in the number of Serious     
Incidents, or SIs’, that the Trust registered in 2021-22.  The number more than doubled from 81 in 2020-21 to 204 
last year.  The sharp rise started soon after hospital handover delays increased exponentially from the summer of 
2021.  The vast majority of the increase is as a result of vastly increased response times as a result of long   
handover delays and calls that are in the stack awaited dispatch.  Earlier this year, the Stoke on Trent Coroner 
issued a ‘Preventing Future Deaths’ report to University Hospitals North Midlands and NHS England expressing 
major concerns on the risk to death from ambulance 
handover delays.  Director of Clinical Commissioning, 
Mark Docherty, said: “These delays are causing deep 
concern to an increasing number of organisations, 
but also from our staff and staff side representatives.  
Late shift finishing, reduced training opportunities 
through reduced patient contacts, concern about 
safety for deteriorating patients, moral hazard from 
dealing with deteriorating patients on the phone, as 
well as violence and aggression being experienced 
by crews when they attend patients who have been 
waiting sometimes for hours on end.  The reality is 
that patients are coming to harm every day due to the 
handover delays and no-one can now doubt that.” 

  March 2021-22 

Total 999 calls received 149,830 1,673,211 

Number of patients who waited an hour to be handed over 7,981 64,003 

Number of patients who waited over 4 hours to be handed over 1,130 5,988 

Lost hours outside A&E Departments (handovers + cohorting) 33,333 248,178 

  C1 Mean C1 90th C2 Mean C2 90th C3 90th C4 90
th

 

2020-21 06:54 12:00 12:42 23:15 1:10:42 1:38:28 

2021-22 07:50 13:43 32:53 1:12:04 5:20:33 5:59:52 
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Top Stories……. 

Thousands of Days of Training Completed 
Although 2021-22 will be remembered for being one of the     
toughest years ever faced, the Trust honoured its commitment to 
staff, not to let training fall by the wayside.  Trust Chief Executive, 
Anthony Marsh, said: “When I speak to staff, one of the things they 
most commonly tell me is how important training is to them.  That 
is one of the main reasons why we are so determined to meet that 
need and keep their learning moving forward.  Not only does it 
enhance their skills, but it helps patients and is the right thing to 
do.”  As you can see from the figures (right), it has been another           
successful year. Emergency Services Operations Delivery        
Director, Nathan Hudson, said: “The range of training and support that we have been able to give staff is unique 
within the ambulance sector.  No other ambulance service provides as much training for their staff as we do. We 
are, for example, the only Trust to complete both the online and face to face safeguarding training for adults and 
children.  It has not been easy to achieve this, but as Mr Marsh says, completing this training will benefit staff and 
patients alike.” 
 

Best Call Answering in the Country 
The latest data from BT shows that WMAS continues to be the best performing ambulance service in the country 
when it comes to call answering.  The data shows the number of times it took more than two minutes to answer a 
999 call.  For WMAS, the number is far higher than any previous year and reflects the extraordinary near 26% rise 
in call numbers in 2021-22!  Despite that, the Trust accounts for only 0.68% of such calls nationally, when WMAS 
accounts for about 10% of the demand for ambulances in England.  Jeremy Brown, Integrated Emergency and 
Urgent Care Director, said: “I know you will all be disappointed that the number was so high when you work so 
hard to answer calls quickly, but out of the 1.7m calls taken by the Trust last year, it accounts for only 0.12%.  The 
majority of these delayed calls came last summer and the many new staff we have taken on in recent weeks 
means that we are now able to reduce the number; we’re not back to where we were pre-pandemic, but we have 
made significant improvements.  Please accept my thanks for all you are doing – we all know that we are the  
starting point of a patient’s journey and therefore we need to make sure that we are doing everything possible to 
help people in their hour of need and that is something I know you are all aware of and work so hard to ensure we 
provide a really good service.” 

Over Six Compliments Every Day 
Despite the most challenging month on record for the 
service, messages of appreciations continued to come 
in at the rate of over six every day.  In total 187 were 
received by the Trust during March.  Hollymoor Hub 
received the most at 18, but in total, 24 separate areas 
of the Trust received a note of thanks.  Trust Chief  
Executive, Anthony Marsh, said: “When you consider 
just how hard it has been, seeing these figures        
provides us with a timely reminder of how much good 
we continue to do every single day.  For most people, 
calling an ambulance is the worst day of their life.  A 
loved one could be ill or injured.  What these letters 
show is that the service we provide makes all the    
difference to the patients and their families. 

PDRs 96.97% 

Safeguarding - face to face 99% 

Safeguarding - online 99% 

CS1 days 97.61% 

Mandatory training 98% 

Workbooks 98% 

  WMAS Trust 1 Trust 2 Trust 3 Trust 4 Trust 5 Trust 6 Trust 7 Trust 8 Trust 9 Total 

March 28 9,110 449 3,989 984 1,143 10,211 5,613 8,875 3,012 43,414 

YTD 2044 50910 10,118 37,473 8,497 18,843 47,692 35,123 48,352 40,659 299,711 
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Top stories……. 

Hugely Successful Year for the Patient Transport Service 
For most staff, 2021-22 will live long in the memory as one of the toughest years ever!  It certainly was for the staff 
working for the Non-Emergency Patient Transport Service.  Despite that, the team responded magnificently to the 
challenges and had one of the most successful years ever, as Non-Emergency Services Operations Delivery and 
Improvement Director, Michelle Brotherton explains: “We have key performance indicators for each of our contracts.  
Last year we met all 69 of them across every contract!  What is more remarkable is that that has been achieved 
against issues such as: the continuing COVID-19 pandemic; prioritisation of discharges as per national guidance; and 
having to operate with reduced vehicle capacity of at least a third due to social distancing!  During the year, we have 
had the Coventry and Warwickshire contract extended again for another two years taking us into year eight.  The  
Pan-Birmingham contract has also been extended for two years.  We have received positive feedback from the 
CCG’s at contract meetings and recognition that WMAS has gone above and beyond during the pandemic.  Despite 
our own challenges, staff have stepped up to support 999 colleagues with the High Dependency tier, something that 
will continue until at least the end of March 2023.  I was particularly pleased with the way we dealt with a Covid     
outbreak at the Frankley control room with staff relocated to the fall back control in Lichfield to enable a deep clean of 
all ventilation systems.  I really just want to say a massive ‘thank you’ to all of the staff and say how proud I am of 
them all for everything they achieved given all of the challenges.” 
 

Praise for PTS Teams Who Helped Hospital Evacuation 
A neighbouring NHS Trust has heaped praise on the Patient Transport Service (PTS) teams who helped evacuate a 
hospital over a weekend after an outbreak of Legionella in the water system.  WMAS received a call from Black 
Country Healthcare who needed patients moved from Penn Hospital.  The patients were moved to a number of     
locations but mainly Bushey Fields and Hallam Street.  Control Room Manager, Rebecca Parker-Williams, who was 
on-call from PTS, co-ordinated the work.  She said: “In total we moved 12 patients with escorts on Friday night, also 
returning the escorts.  On Saturday the moves continued, moving another eight patients with escorts, again returning 
the escorts back to Penn.  We will also be assisting moving the patients back again once the water system is        
declared safe.  The control teams at Frankley and the OOH team at Tollgate did a fantastic job and worked really 
hard to facilitate these moves at such short notice, especially on a contract where there is little movement over a 
weekend.  Thanks also to the crews who moved the patients.” Joanne Appleby, from Black Country Healthcare, said: 
“The support we had from WMAS was absolutely fantastic – the crews were on site within the hour and continued 
through the night and over the weekend.  Both the helpdesk, the out of hours teams and the crews worked so well 
with the clinical teams to support our patients.  Please especially thank Rebecca Parker-Williams who was on call.” 
 

Board Members Out and About Talking to Staff 
As Trust staff will be aware, a ‘Reset’ by the organisation was 
announced at the Organisational Development Conference last 
month.  Part of that process is for senior managers and Board 
Directors to get out and about more now that many of the 
COVID-19 restrictions have been lifted.  Over the Easter    
weekend, Trust Chief Executive Anthony Marsh was out        
responding, as was Trust Chairman, Prof. Ian Cumming, who 
teamed up with Staff Governors Sarah Bessant and Adam Aston 
on a 3.00pm – 3.00am shift on Easter Monday, Emergency   
Services Operations Delivery Director, Nathan Hudson, was also 
out responding on an ambulance, on Good Friday.  Nathan said: 
“I clearly see the challenges staff face from one perspective  
every day in my main role but I saw it from a frontline             
perspective.  On our first case, we took our patient to Heartlands 
Hospital where I ended up co-horting a patient who had arrived 
at A&E at 5pm the previous day.  The patient had been moved 
to four different ambulances during the night as crews finished 
their shifts with me being the sixth different crew they had seen.  We finally managed to get them handed over at 
9.30am.  While this situation is anything but unique, I will use it as an example when we are escalating such cases to 
senior management at hospital.” 
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News……. 

Huge Milestone Passed on Road to Commonwealth Games 
April saw a huge landmark passed on to the countdown to the   
Commonwealth Games as we broke through the 100 days to go  
barrier. The Commonwealth Games take place from 28th July – 8th 
August and for WMAS, it means a huge undertaking with literally 
hundreds of staff involved.  Across the games there will be 11 days 
of sport at 14 venues involving 25 sports, including seven            
para-sports.  Over 6,500 athletes and officials, from 72 nations, will 
be participating.  It is expected that there will be an additional one   
million visitors within the region and a combined TV audience of 1.5 
billion!  Here are a few facts about what Birmingham 2022 means for 
the Trust: 

• 528 Operational staff required to mobilise WMAS delivery plan 

• 1,664 individual operational shifts 

• 770 ambulance shifts  

• 62 Incident Support Unit (ISU) Shifts 

• 60 ambulances and 24 rapid response vehicles dedicated to games time 

• The new Sandwell Hub will open in time to be the Trust’s Deployment Centre 

• There will be dedicated training for every staff member involved 

• 17 major incident exercises will be carried out as part of the preparedness checks 
Head of Emergency Planning and Commonwealth Games, James Williams, said: “It can’t be underestimated just 
how big this project is.  With almost 600 staff applying to take part, I’m pleased that so many will be able to do so.  
It is a hugely exciting prospect not just for those taking part but for the whole organisation.” 
 

Construction Team Making Good Progress 
With about two and half months to go before the Trust starts to use the new Oldbury Hub for the Commonwealth 
Games deployments, work is developing quickly and the building begins to look more like what we are expecting 
to see.  The structure is now watertight with the internal works developing rapidly.  The hard surface outside the 
building is also being laid and work on the two-storey car park also nearing completion. Project Lead, Dean      
Jenkins, said: “The first team to go live will be some Fleet staff and all the resources that will be involved in the 
Commonwealth Games in July and August.  For staff currently working at other sites, the Hazardous Area        

Response Team will be 
first to move and go live 
at the beginning of       
September.  The       
operational hub, which 
will replace West   
Bromwich, will go live a 
few weeks later along 
with Distribution and 
Logistics.  Education & 
Training will transition to 
the new facility at the 
beginning of November.  
We have started another 
round of engagement 
with staff who will be 
moving so that we can 
update them in more 
detail in order to ensure 
everyone is aware of the 
progress. 
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News……. 

Trust Takes Part in Exercise Silverstone 
As part of a continued focus to ensure the Trust is as ready as it can be should a major incident (MI) be declared, 
a training exercise took place at the National Training Academy last month. Instead of testing the whole MI plan, 
Exercise Silverstone placed a clear emphasis on the casualty clearing station and loading of patients on to       
ambulances. About 50 student paramedics played the roles of the patients, who had been involved in a siege and 
firearms incident. A total of 21 ambulance crews, the Hazardous Area Response Team, paramedic officers, the 
Emergency Operations Centre and West Midlands Fire Service took part which further strengthened the Trust’s 
readiness ahead of the Commonwealth Games this summer.  Trust Chief Executive Anthony Marsh, who oversaw 
the exercise, said: “I’d like to thank everyone who took part and those who organised the exercise, I appreciate the 
hard work that goes into setting things like this up.  Whilst this can never fully replicate the stress of a real life   
situation, it provides a very emotional setting for everyone to work in, whilst under a lot of pressure.  I was very 
impressed with how everyone got on with the task at hand. The determination and focus I saw was exactly what 
would be needed to save as many lives as possible, should this happen for real.  This strong performance was the 
best I have seen in a mass casualty exercise situation for a long time. As always, there were a couple of things we 
can strengthen and this learning will be updated in the MI plan, but overall, everyone did very well.” 
 

WMAS Utilises Simulation Centre for Major Incident Training  
Technology and teamwork have combined in Coventry to help train emergency 
services and local authorities to manage major incidents. Working alongside 
Coventry, Solihull and Warwickshire Councils and the local emergency         
services, the Simulation Centre at Coventry University has created realistic  
virtual reality emergency response scenarios to train emergency responders to 
help keep people safe at major events, including those for Coventry UK City of 
Culture.  The Simulation Centre employs lots of systems and methods to create 
highly immersive, real time changeable training scenarios. The main interactive 
area features a 10-metre, 160° curved screen, surround sound, temperature 
regulation to simulate outdoor conditions, as well as smoke, lighting and smell 
effects to immerse delegates. David Levesley, WMAS Emergency Preparedness Manager, said: “The simulation         
centre offers complex scenarios that can be quickly reset and altered. This means that all our commanders can 
experience multi-agency working, identifying learning quickly and consistently. To regularly undertake live         
exercises takes a large amount of preparation and planning, not to mention a large number of ambulance staff, 
police officers and firefighters at the scene. While live exercises will always be necessary, using new equipment 
like this we can still create all the visual impact and complexity of a real situation which reduces the impact of   
exercise planning and delivery on operational availability and can be linked directly to training and development 
objectives and outcomes.” 
 

Deena Features in #WorkWithoutFear Campaign  
The next phase of the national ambulance service violence and aggression campaign went 
live at the end of March and features another familiar face from WMAS. The 

#WorkWithoutFear campaign, which was launched by the 
Association of Ambulance Service Chief Executives 
(AACE) at the end of February, aims to highlight the     
profound impact of abuse on the everyday lives of        
ambulance staff. This second phase of the campaign   
features Willenhall Paramedic Deena Evans, who was 
stabbed whilst trying to help a patient back in 2020 as well 
as South East Coast Paramedic Ariel Mammana, who has      
suffered racial abuse. John Kelly, Head of Security & Safety, said “Since 2011/12, 
the number of physical attacks on frontline staff alone has increased a staggering 
188%. We hope this campaign helps to make people stop and think. To see the 
latest hard hitting video featuring Deena and to find out more about the cam-
paign, visit www.aace.org.uk/vaa or scan the QR code. 

https://eur03.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.thesimulationcentre.co.uk%2F&data=04%7C01%7Cclaire.brown2%40wmas.nhs.uk%7Ca35d957ba74e487dfc7208da0e7436c2%7C32522f325eb74973bbc25033d71ac83f%7C0%7C0%7C637838189555217355%7CUnknown%7CTWFpbG
http://www.aace.org.uk/vaa
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News……. 

Successful Engagement Event in Ludlow 
WMAS took over part of the market square in Ludlow        
recently to chat to locals about becoming a volunteer      
Community First Responder (CFRs), as well as the other 
roles on offer with the service. The recruitment event,       
organised in conjunction with MP for Ludlow Philip Dunne, 
saw Recruitment Manager Louise Harris, Community        
Response Manager Andy Jeynes, CFRs and Chief Executive 
Officer, Anthony Marsh, on hand throughout the day to speak 
to members of the public about the CFR scheme and our     
popular student paramedic programme. With an ambulance 
and CFR cars parked up, it didn’t take long for locals to come 
over for a tour. In fact, several potential future paramedics 
jumped into the drivers’ seat to try out the ambulance for 
size. The event was also an ideal opportunity for Anthony 
Marsh and Philip Dunne to meet with local councillor Darren 
Childs to discuss concerns about response times in      
Shropshire. Mr Marsh said: “It was a privilege to visit Ludlow and hold an event to engage with locals, in person. 
Something we’ve not been able to do for such a long time. I was interested to hear their experiences of the  
ambulance service and I was immensely encouraged to see residents wishing to support the service by signing 
up to become a volunteer CFR. Thank you to Andy, the CFRs and Louise for organising the event and for 
Philip’s continued support to the service.”  

 
Volunteer Recognition Day 
Wednesday 20

th
 April marked Volunteer Recognition Day which is celebrated worldwide and honours all       

volunteers who sacrifice their own time to support organisations. At the Trust, there are 
several incredible volunteers who give up their own time to support the service every 
day. Trust Chief Executive Officer, Anthony Marsh said: “On behalf of everyone at West 
Midlands Ambulance Service, I want to thank those of you who have given up your 
spare time to help the Trust. From our Community First Responders to the volunteer 4x4 
response drivers and Patient Transport Service volunteers, Trust Governors, volunteer 
medics and volunteer drivers that all continue to support us, all of your efforts have been 
extremely appreciated and have not gone unnoticed.” 
 

Governor Of Turks and Caicos Islands Visits Trust HQ 
April saw a VIP visitor at WMAS HQ - His Excellency Nigel Dakin, the   
Governor of the Turks and Caicos Islands (TCI).  Their ambulance provision 
covers a population of around 44,000 spread over nine islands.  His tour 
included seeing the Trust’s electric vehicles, meeting Hazardous Area    
Response Team paramedics and a chat with the on-duty MERIT team   
before visiting the National Training Academy and a demonstration of bleed 
control kits before concluding in the 999 and 111 call centres.  His          
Excellency Nigel Dakin, said: “I have learnt a huge amount and so much is 
relevant to some of the challenges we face in TCI.  What I was particularly 
taken with was the excellence of the training here and the innovative use of 
bleed control kits treating trauma patients. There are some immediate wins 
that I’ve walked away with from the visit but much more excitingly in a way, 
perhaps the start of a much longer-term relationship with WMAS.”  WMAS Chairman, Prof. Ian Cumming is also 
the UK Ambassador for Healthcare to the Overseas Territories and in that role recently visited TCI to      
demonstrate bleed control kits.  He said: “I’m confident that the Governor’s visit to WMAS reaffirmed plans to 
expand pre-hospital care in the islands and provision of bleed kits will be a major step forward in saving lives.” 



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

across the 999 emergency service, NHS 111 and the Trust’s Patient Transport Service. 

 139,402 emergency      

contacts (inc. all 999 calls, 

duplicates, events & 111    

referrals).  22.1%          

increase on April ‘21 

35,957 hours  

lost due to regional hospital 

handover delays                 

527% increase on April ‘21 

87,999 unique incidents  

Average of 2,933 a day  

7.4% decrease on April 

‘21 

Hear & Treat  

15,054 patients treated 

over the phone  

266.5% increase on April ‘21 

See & Convey  

46,186 patients conveyed 

for further treatment 

17.7% decrease on April ‘21 

50.9% of triaged calls 

recommended to 

contact primary 

care. Compared to 

59.1% in April ‘21 

65.2% calls             

answered within 60 

seconds.  Compared 

to 83.1% in April ‘21 

10.3% of triaged calls    

resulted in an            

ambulance.        

Down from 12.6% 

in April ‘21 

68,848 journeys undertaken 

across all contracts 

5.8% increase on April ‘21 

3,167 aborted journeys  

23.2% increase on April ‘21 

34,582 Renal journeys (inc. 

aborted) 

9.8% increase on April ‘21 
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