APPENDIX A

CQC REPORT SUMMARY FINDINGS - 8" November 2018

Overall trust
Our rating of the trust improved. We rated it as requires improvement because:

In both the emergency operations centre (EOC) and emergency and urgent care (EUC) we rated safe, effective,
responsive and well-led as requires improvement and rated well-led in resilience as requires improvement.

We rated safe, effective and responsive in the trust’s resilience core service as good. We rated caring as good across all
three core services.

In rating the trust, we took into account the current ratings of the 111 service, which was not inspected this time.

We rated well-led for the trust, overall, as requires improvement.

Overall rating for this trust Requires improvement @
Are services safe? Requires improvement @
Are services effective? Requires improvement
Are services caring? Good @
Are services responsive? Requires improvement
Are services well-led? Requires improvement @

We rated well-led (leadership) from our inspection of trust management, taking into account what we found about
leadership in individual services. We rated other key questions by combining the service ratings and using our
professional judgement.
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Outstanding practice

Emergency Operations Centre

+ Support for maternity patients was excellent. A new pregnancy advice and triage line for pregnant women had been

introduced within the Crawley EOC.

Emergency and Urgent Care

+ The Crawley triage scheme, which had led to a reduction in conveyancing to hospital for people with mental health

conditions from 53% to 11%.

We found elements of outstanding medicine management, for example the way the trust handled Controlled Drugs
(CD’s). We found suitable audit and quality control processes to ensure the high standards achieved by the
organisation were continuously monitored.

The trust initiative to provide physical and mental health support for staff through the ‘wellbeing hub’ was widely
commended by staff during the inspection.

There was a multidisciplinary multiagency approach to training in the Kent area. This meant staff were training to
deal with unexpected situations should they occur.



+ Brighton station had a dedicated homeless lead who took responsibility for and oversight of this vulnerable group.
This role included undertaking outreach work, as well as working with local services to meet the needs|of these
patients.

Areas forimprovement

Action the trust MUST take is necessary to comply with its legal obligations. Action a trust SHOULD take is to comply with
a minor breach that did not justify regulatory action, to prevent it failing to comply with legal requirements in future, or
to improve services.

Action the trust MUST take to improve services in both the emergency operations centre and in emergency and
urgent care.

+ The trust must ensure that their processes to assess, monitor and improve the quality and safety of services and also
to assess, monitor and improve the assessment of risk relating to the provision of the service are operating effectively.

Action the trust SHOULD take to improve the emergency operations centre

+ The trust should ensure they take action to continue to have effective systems and processes to assess the risk to
patients and people using the services and they do all that is reasonably practicable to mitigate those risks,
specifically in relation to the risk assessment of patients awaiting the dispatch of an ambulance.

+ The trust should ensure they continue to monitor the effectiveness of the clinical safety navigator role to ensure
continued oversight on the safety of patients waiting for an ambulance.

« Thetrust should ensure there are a sufficient number of clinicians in each EOC to meet the needs of the service.
Action the trust SHOULD take to improve emergency and urgent care

+ The trust should ensure the processes for providing staff with feedback from safeguarding alerts is improved to
strengthen and develop learning.

+ The trust should ensure that maps in all vehicles are current, up to date and replaced regularly.

+ The trust should ensure that all staff adhere to the trust policy on carrying personal equipment and the regular
servicing of such equipment.

+ The trust should ensure that pain assessments are carried out and recorded in line with best practice guidance.
+ Thetrust should ensure response times for category three and four calls is improved.

+ The trust should consider producing training data split by staff group and core service area for better oversight of
training compliance.

Action the trust SHOULD take to improve Resilience

» The trust should ensure they collect, analyse, manage and use data on meeting response times for Hazardous Area
Response Team (HART) incidents.



