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Report to 
 
Date: 
 
Subject:  

Health Scrutiny Committee for Lincolnshire 
 
 21 February 2018   
 
Non-Emergency Patient Transport Service for NHS 
Lincolnshire CCGs – Thames Ambulance Service Limited 
(TASL) 

 

Summary:  

Thames Ambulance Service Limited (TASL) took over as provider for the non-emergency 
patient transport service on 1 July 2017 following a competitive tender process.  
Lincolnshire West Clinical Commissioning Group (LWCCG) is the lead commissioner for 
non-emergency patient transport services on behalf of the four Lincolnshire CCGs.  TASL 
is a national company with a number of contracts, and had been already been delivering 
services in Hull, and in North and North-East Lincolnshire.    Northamptonshire went live at 
the same time as LWCCG; and Leicestershire and Rutland went live in October 2017. 

 
A number of concerns have been raised with the TASL (Risk Summit) led by NHS England 
on behalf of Lincolnshire, Leicestershire and Northamptonshire CCGs, as well as a vote of 
no confidence in the service by Health Scrutiny Committee for Lincolnshire (Dec 2017), this 
report has been written to provide an update on service provision and an overview of the 
actions being taken by the CCG.  
 

 

Actions Required:  
 
The Health Scrutiny Committee is asked 
 
(1) To consider this report and hold to account Thames Ambulance Service Limited 

through its influence ensuring essential improvements in the quality of the services 
provided to patients are continued to be delivered. 
 

(2) To consider what future reports the Committee would like to receive in order to 
maintain oversight of performance of non-emergency transport services from TASL. 
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1. Background 
 
Lincolnshire West Clinical Commissioning Group (LWCCG) is the lead commissioning for 
non-emergency patient transport services on behalf of the four CCGs.  Thames Ambulance 
Service Limited (TASL) took over as provider for the non-emergency patient transport 
service in Lincolnshire on 1 July 2017 following a competitive tender process.  TASL is a 
national company with a number of contracts, and had been already been delivering 
services in Hull, and in North and North-East Lincolnshire.  TASL began a contract in 
Northamptonshire at the same time as in Lincolnshire.  TASL began a contract in 
Leicestershire and Rutland in October 2017. 

A number of concerns have been raised with the provider (Risk Summit) led by NHS 
England on behalf of Lincolnshire, Leicestershire and Northamptonshire, as well as a vote 
of no confidence in the service by Health Scrutiny Committee for Lincolnshire, this report 
has been written to provide an update on service provision and an overview of the actions 
being taken by the CCG.  
 
The main concerns from the previous committee meeting and NHS England: 

 Call handling.  The call centre is currently receiving approximately 70 calls every 
15 minutes but has capacity to answer approximately 50% of that number.  This has 
led to a number of complaints from patients and other providers concerning the 
difficulty in getting through.  

 Journey planning.  There is evidence that planning of jobs is not effective and can 
lead to unnecessary mileage.  In turn this leads to reduced capacity and missed or 
delayed arrival at appointments, delayed or failed discharges and some refusals to 
accept bookings. 
 

 Not collecting patient at booked time, leading to long waits which has meant missing 
appointment times, or delays in being collected for the home journey. There have 
also been a number of journeys that have not been fulfilled at all due to the 
ambulance not turning up. 
 

 Delays in discharge from ULHT and community hospitals due to journeys not being 
fulfilled.  This has led to ULHT booking private ambulance support to facilitate 
improved management of emergency flow. 

 

 Increased complaints received by the CCG, other CCGs and direct to provider. 

LWCCG continues to work very closely with the management team at TASL.  Concerns in 
Lincolnshire CCGs and the failure of TASL to achieve each of the contract key performance 
indicators at the end of September led to the issue of a Contract Performance Notice on 
7 November 2017, and an Exception Notice for failure to achieve the agreed trajectory in 
the Recovery Action Plan (RAP) in January 2018, all in line with the NHS Contract. 

Due to the failure of TASL to achieve the outputs in the RAP, there are now weekly 
conference calls measuring performance and actions detailed in the RAP.  
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Across the East Midlands, it has been agreed that the lead commissioners will work more 
closely together to secure improvements from the provider with Leicestershire and Rutland 
CCG taking a lead role with NHS England.   

Management Sustainability 
 
TASL has recognised the significant pressures within its management structure, since the 
departure of the Chief Executive in November 2017. In February 2018 a new Chief 
Executive was appointed, LWCCG and Leicestershire and Rutland CCG kindly provided 
valuable insight in assisting the organisation to choose the right person.  
 
There has been significant involvement from the Parent Company of TASL, HTG. This 
includes a stronger internal governance structure and direct support for the leadership of 
the organisation.  
 
Other appointments include a new Chief Operating Officer for Quality with significant 
ambulance background (Appointed October 2017). A new Performance Director with 
significant NHS Chief Executive experience (LLR) (Appointed January 2018), a new Interim 
Manager for Lincolnshire with significant ambulance background (Appointed January 
2018).  
 
Existing staff who managed the Lincolnshire contact have been maintained within the 
organisation preserving the organisational memory of service delivery.  
 
NHS England 
 
Following reporting to the Quality Surveillance Group, NHS England called a Risk Review 
Meeting on the 20 November 2017.  This meeting was attended by the three lead CCGs 
Executive Nurses (or deputy), NHSE, CQC, NHSI, Healthwatch and provider 
representatives.  After agreeing a number of actions predominantly for the provider, a 
follow up meeting was held in December 2017 and January 2018.   
 
In January 2018 NHS England agreed progress had been made and agreed to move from 
monthly reporting to two monthly reporting, indicating improvements had been made, but 
further work was required.   
 
This supportive framework works in conjunction with contracting process securing 
improvement from TASL. 
 
TASL is aware and positively working with Commissioners in the event TASL are unable to 
deliver improvements.  These arrangements will be targeted at supporting discharge from 
hospital, renal patients and cancer patients attending for radiotherapy and chemotherapy. 
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Performance  
 

 

During February 2018 there has been performance improvement. There are still significant 
performance improvements to make, and TASL are clearly sighted on the work ahead. Call 
answering has been improved significantly, this is a direct result of more staff being 
deployed within the control room and a new call routing process.  Other performance gains 
have been achieved by a successful recruitment campaign managing vacancies more 
proactively. Other improvements include a rota review and consultation with front line staff. 
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An active more positive approach to voluntary car drivers (VCS), and the active use of third 
party crews, including the introduction of the High Dependency Crews and Discharge 
Crews, alleviating discharge delays.   
 
Quality improvements include a review of the eligibility criteria, which will have a real and 
positive impact on activity levels. The complaints process has been centralised and 
significant work to deal with issues raised and lessons learnt have now started to become 
embedded within the organisation.  
 
Daily planning reviews will ensure the utilisation of the vehicles and crews is monitored and 
improved. This will ensure that patients are collected on time from appointments and 
returned home within contract KPIs.   
 
A full and open data review will ensure that the model of delivery is fit for purpose, 
governance measures such as dedicated staff to complete journeys times has been 
introduced. This will ensure that all data is capture and accurate reporting is provided to 
commissioners and to detail the model of delivery going forward.  
 
TASL are very clear, whilst there has been significant work done to improve the current 
position, there is still much more to do. Our Patients and Staff are the key focus for driving 
change and service improvement.  
 
2. Conclusion 
 
TASL completely recognise the current organisational pressure they are under in regards to 
service delivery and contractual commitments.  The appointment of the new management 
structure, including a new CEO, the current recovery action plan, and the support from the 
parent company, HTG, TASL are expecting the current improvements to service delivery 
seen in the first few week of 2018, to continue and becoming sustainable and delivering 
contract KPIs from April 2018.    
 
 
3. Background Papers 
 
 No background papers within Section 100D of the Local Government Act 1972 were 

used in the preparation of this report. 
 
 
 
This report was written by Mike Casey, Interim Manager TASL, who can be contacted on: 

Tel 07588616263 or by email 
Mike.Casey@ThamesGroupUK.com 
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