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A little bit about me !

A Qualifications; FCIPDVIBA
A 30+yearsin NHSWales

A FormerDeputy ChiefExecutivi
at Cardiffand ValeUHB

A ChiefExecutiveVAST

Alta! tNBaAaARSY
Outstanding Contribution to
Healthcare HR Management

A Inst. of Directors Public Sectc
Director of the Year 2013
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A little bit about me !

A Stonewall Role Model of the
Year 2015

A Married to Dee
A Dee and | both have 2 children

A Born inTonypandyand now
lives in Penarth, South Wales.
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Sharing my leadership story in the Welsh
Ambulance Service by:

A Explaining where we were in October
2014

A Giving an overview of how we enabled a
change in Welsh Government targets
coupled with cultural and
transformational change

A The difference made and benefits to our
patients.

A Ensuring a sustainable future

A My reflections
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A 3 million population

A More than ¥ millior999calls
(454,356 verified cases)

A 327,695 calls t0845 46 47

3 e AR
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4,545,133 visitto NHSDW [i5Direct Wales BUILDINGS
website Galw [Zeli2)Cymru 161m
SPEND

A Non Emergency Patient Transport
Services make 816,097 journeys to
200+ treatment centres throughout
England and Wales

A Volunteer network- 2,000 CFRs and
273 car drivers

D AN & AW & = & - 372
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Saasa 3 164

Area: 8,000 miles?
Population: 3million+
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The figures above include directors and managers as follow:- Directors (Executive
Management Team: induding CEQ as at 31.3.15) Male 3; Female 4 Managers (Grades
8a-8d) Male 56; Female 35.

Headcount % TE
Female |1,172 371 u9
. Male  [1,991 629 |1860.01
Total |3,163 100 2894 90
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Organisational Structure

Sovereign body operating with NHS delivery framewor
Delivery organisation commissioned by the Emergency
Ambulance Services Committee

Close relationship with Welsh Government =
Governed by Trust Board appointed by Welsh Ministets™
Operationally lead by Chief Executive

7 Functional Directorates

3 Clinical Contact Centres

2 NHSDW and or 111 GPOOH Contact Centres

Betsi Cadwaladr, =

7 LHB Based Service Areas Hywé&iiDda|HealthiBoard
135 Local Teams each lead by a Clinical Teg o

3 Administration Hubs (St. Asaph, Swansea &
Cwmbran) '

4 e e Qe
Abertawe Qro'Morgannv\vg :
University Health Board«"

Cardiff’&iVale'University
Health Board
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NHS Direct Wales /111/GPOOH

Air Ambulance

Patient Experience and Community
Involvement

Research and Development

Community First Responders

Emergency Medical Response

Ymddiriedolaeth GIG
Gwasanaethau Ambiwlans Cymru

Welsh Ambulance Services
NHS Trust




Do To o Do To o Io  To Do Do Do I»

20140perating/ 2Y 0 SEG 06 ¢ KS

Increasing demand
Flawed clinical operating model
Measuring the wrong things
Deterioratingperformance

Senior management turnover and
capability

Challenging staff and trade union
relationships

Hardworking but disengaged staff
Low staffmoral and high absence level
Unstable staffing model

Not a place people wanted to work
Intense political and media scrutiny
Future in doubt
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TheOrganisationalChallenge

Improving red performance

Bringing forward corporate improvemen
at pace

Finding friends who could help me
2 AYYAY3 GKS [/ KI AN
Keeping the ship afloat

Being the public face of the Welsh
Ambulance Service

Engage with stakeholders
Engage with staff

Influencing politicians
Develop a vision for the future _
Survivak recognising early successes s
Learning to thrive
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einga new CEO and relying oty own
values behaviours and judgement

Beinga loving wifemum and daughter

Earning the trust from our staff and
stakeholders

Taking people with me
Challenging the accepted norms
Listening and learning

Changing the culture

Making changes but treating peophath
RA3IY A (& XD bathvated appréachl

Creating faith in duture
Staying strong and beir@ 2 dzNJ 3 S 2 ¢
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"IT ALWAYS SEEMS
IMPOSSIBLE UNTIL
ITS DONE."

~NELSON MANDELA

EpnilgsQuotes.Com
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+ Actions

Developing the
Culture ,
Behaviours and
Values

Working in
Partnership

Creating my Team

Setting the Pace

Delivering Immediate
Improvement

Developing the
Vision

Gaining Trust &
Being Visible
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What people ask themselves when deciding to follow...

Valuesg Do they care about me ?
Characterg Do they have what it takes ?

Achievement; Can they actually do it ?
. FERSOMAL

ﬁ SUCCESS
&
-
FOCUS ON
DELIVERY

Leadership
S TRATEGY
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Creating my Team

A Need to get the right people on the bus:

V Right attitude¢ Can do and ambitious

V Right approaclg Authentic and real

V Right styleg Passionate

V Role models Leaders are more important than experience

A Vibrant, visible leadership teampeople need to know we care

A Chairman/CEO relationship/ital to build a strong, trusted space with shared
sense of purpose.
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Setting the Pace (Using the burning platform)

Paceg Resetting the mood music

Urgencyc Stopping the rot

Cohesiorg, Doing things better together

Disciplineg Delivering our promises. Under promise and over deliver.

Grow confidence within the organisatia@focusing on what could be changed
today and recognise early achievements along the way e.g. Cwm Taf Explore

Project. Worst performance area transformed to one of the best.

Agree immediate priorities with Trust Board and Welsh Government
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Delivering Immediate Improvement

Hitting the target and missing the point?

Incremental improvement

Challenging perverdaehaviours

Forming a new trust with staff and trade unions

Gaining confidence with Ministegsincluding the First Minister
Turnaround approach focus on today, this week, this month
Delivering on promises

Clinicians at the forefront
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Developing the Vision
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A Summer 201% first watershed moment. Ministerial approval received for 6
month trial of a new Clinical Response Model based on clinical need.

A bold decision of faith in the organisation

Changing WAST from a transport organisation to a clinical service
Put the heart back into the organisation

Provide a better outcome for patients with the greatest clinical need.
Publication of Ambulance Quality Indicatagrbeing more open and
transparent in terms of the use of our resources and clinical skills

©O OO OO

Al 26SISNXX

o A big political risk for Welsh Government Ministers
o! O0AITIASNI LISNEZ2YIFT NRA]l F2N Iy WL
Y2NI I ISXO0
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Gaining Trust and Being Visible

Meeting staff, volunteers, patients, and in some cases, grieving relatives

Engaging with Cabinet Members, politicians from all parties and repeatedly
giving evidence to National Assembly Health Committee

SAYy3 GKS YSRAI WFIFOSQ 2F GKS 2S¢t a

Being open, honest and authentic with the politicians and the press to manag
expectations yet underline improvements

Spending time with and listening to staff and volunteers from all corners of th
country

Undertaking ride outs with ambulance staff

Using social media to communicate
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A Increasing hear & treat

A Care bundles

AaOt 201 aidl NI ¢
A Perverse behaviour

A 1.4+ response to each call

A Time based

A 1974

A 8 minutes

AaOf 201 ar
A No link to evidence

o’
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Clinical review of ambulance responses in Englafddviceto Secretary of
State from Professor KeitlVillett, Director of Acute Care NHS England

A d&The current timebased ambulance response standards have been effective
driving improvements, and maintaining response times to the most critically i
YR Ay2dzZNBR LI 0ASY(adé

A 4Gl 26SOSNE STTF2NLa G2 O2YLi é gAGK
demand over time have led to a range of operational behaviours that appear
increasingly inefficient, and which have the potential to create a system with
dzy y SOSaal NAfeé KAIK | yR dzySgSyteée RA
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Dispatchingresourcesto a 999 call, on blue lights and sirens,before the
problem had been determined regardlessof whether an ambulanceis
actuallyrequired

Dispatching multiple ambulance vehicles to the same patient, on blue
lights and sirens, and then standing down the vehicles least likely to arrive
first.

Diverting ambulance vehicles from one call to another repeatedly, so that
ambulance clinicians are chasing time standards rather than focussing on
patients care needs.

Usingad wl LIAR wSaLRYabaddKADKSEOt 2017 €
provide little clinical value to the patient (e.g. stroke victim), who then has
to wait a long time for a conveying ambulance to arrive.

+SNE f2y3 6FAGa F2NI £ 266SNI LINA 2 NR
assessment and conveyance to hospital, and some of which have time
dependent problems.
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New Clinical Response Model post October 2015

Clinically FocusedPrudent, Safe

CATEGORY RESPONSE MODE AMBULANCE RESPONSE PERFORMANCE MEASURES

AMBER Blue lights: The patient will be seen by the Clinical Interventions /
right clinician or resource in a Patient Outcomes
Ideal or Suitable timely manner, based on clinical

(65% of total call

volume)
need. Key is transfer to right

place.
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Gaining Trust and Beingisiblec the media journey

Ga2NB FfGSNyLGA@Sa (2
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o SW Argus Jan 2016
a! Yodzf ' yOS NBxaLRyas

times exceed target
for emergency 'red
Ol ffawe

Gz fS84q ITV Jan 2016

ambulance
service meets
new targets for
life-threatening

. = S A 999 calls
| .
a! Yodalyos second month

service has made AY I NRBg «a
O' ) _remarkable Wales Online
a! Yo dzt Iy pfogress' during Dec 2015

service fails to hit past year
Key999f§sponse§ llqwi

GFr NBSG F 3T A
criticism, says

Z%ﬁ;;griom Deputy Hea,IthA

head|ine) aai y7\ auSNI a
Wales Online Oct
2015
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Gaining Trust and Being Visibighe media journey
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