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Ministerial foreword

We are one year on from the launch of the Six Goals for Urgent and Emergency Care (‘the Six Goals’),
a five-year transformation programme. This report reflects on progress made over the last year and
highlights plans for 2023/24.

The six policy goals act as a framework, setting out our expectations for health, social care, and third
sector partners for the delivery of the right care, in the right place, first time for people with urgent
or emergency care needs.

To help enable delivery of the six policy goals, | commissioned the programme which launched in
April 2022 with the focus on whole-system collaboration and transformation through continuous learning,
sharing and improvement.

The last year has been remarkably challenging for health and care staff and services in Wales, and across
western Europe. We have observed unprecedented demand on our urgent and emergency care services,
with a 93% increase in demand for red (life threatening) ambulance calls when compared to 2019. We have
also seen occasionally lengthy delays for people trying to access care or to return home from hospital
when ready.

| want to personally thank all the staff across health and social care for all their hard work and dedication;
they continue to go over and above the call of duty to serve the needs of the people of Wales in
trying circumstances.

We knew when we co-designed the six policy goals alongside clinical and professional leads that there
would be many priorities to address. And we are not able to collectively make all the improvements we
want or need overnight. Some of our priorities have medium or longer-term timescales for implementation
and maturation because achieving transformational change takes time. Especially when it involves lining
up and delivering pathways across organisational boundaries.

In 2022/23 the Six Goals programme has established key foundations necessary for whole-system change.
It has also enabled early progress through delivery of improved and streamlined clinical pathways for
people who need to access urgent and emergency care. Some examples of progress include:

- delivery of 76 symptom checkers as part of enhancements to the NHS 111 Wales online platform enabling
an increase in use of the service;

- roll-out of a new NHS 111 Wales ‘press 2’ for mental health crisis pathway to support people to access the
right advice, quickly;

« implementation of video consultation technology by the Welsh Ambulance Services NHS Trust to help
paramedics at scene to make confident decisions about a person’s care;

« establishing new urgent primary care centres and same day emergency care services to help more
people access care closer to home, and return home to sleep in their own bed following an assessment
and treatment; and

- development of and implementation of an optimal hospital patient flow framework to help local teams
deliver timely, appropriate discharges.

These projects have helped to manage many more people with urgent or emergency care needs within
their own homes or in community settings. They have helped to safely prevent the need for hospital
admissions. And when hospital admissions are required, there is now increased and refreshed emphasis
on discharge to recover and then assess pathways to help people return home when ready.


https://www.gov.wales/six-goals-urgent-and-emergency-care-policy-handbook-2021-2026
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There is work to be done in 2023/24 to embed improvement to date and push forward. | want to see
closer and more effective working between the NHS and social care leaders through Regional Partnership
Boards to enable delivery of the six policy goals. | also want to see further alignment of the Six Goals
programme with the plans of other key national programmes and clinically led Boards.

In year two, | expect the programme to build on its early progress and support Health Boards and partners
to deliver a number of key plans, as follows:

- clear focus on effective management of people with urgent care needs in the community, 24/7;

- help more people to safely access alternatives to hospital admission, for example through robust,
seven-day same-day emergency care services and effective and connected clinical pathways;

- significantly reduce the time patients spend waiting in ambulances for transfer to the care of Emergency
Department staff; and

» clear and relentless focus on the safe and timely discharge of patients from acute and community
hospitals, supporting delivery of care closer to home.

Health Boards and their partners should work together to consider how they will deliver these priorities
through their local Six Goals Programme Boards, building on integrated medium-term plans which set
out their key milestones and actions for the next three years. | expect Health Boards to use the funding
they have been allocated effectively to enable value for money and the greatest possible impact for their
resident populations.

We will continue to hold Health Boards to account for delivery of local Six Goals programme plans, ensuring
there is clarity on how they are optimising clinical outcomes, service user and staff experience and value.

| look forward to further progress in year two as we work together to improve the urgent and emergency
care offer to the people of Wales.

M' / //;///___\ .
Eluned Morgan MS

Minister for Health
and Social Services

3  One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24



Right care, right place, first time | Six Goals for Urgent and Emergency Care

‘One year on’

NHS 111 Wales website
now includes

76 online symptom
checkers
up to

388,000 / \

monthly web visits

NHS 111

Launch of paramedic ‘video
consultation” technology —
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around
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14% A
of 999 ambulance patients
are assessed and managed d
through telephone and/or
video assessment without

needing transport to the
Emergency Department

Opening of new Urgent
Primary Care Centres —
expanded to a total

population coverage of

2.2m*t

(294 practices
of 44 clusters)
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Increased access to SDEC —
around

75%%

of people are
discharged home to
sleep in their own
beds on the same day

Fewer people spending
longer in hospital, reducing
risk of loss of independence
and deterioration —
reduction of around

5% ¥

in emergency bed days used
by people with a length of
stay of over 21 days

Implementation of 111 Press 2’ for mental health
crisis rolled out across Wales —

approximately 8 in 10

callers are managed without needing to
access urgent or emergency care services

THT40404

The above is NHS management data which is intended to provide a proxy guide on progress.
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Key milestones for year one

The six policy goals, illustrated in diagram one, sets a policy framework for Health Boards and their partners
to aid development of robust and integrated urgent and emergency care improvement plans.

Diagram one: the six policy goals for urgent and emergency care

Home first approach Co-ordination planning and
and reduce the support for populations at
risk of readmission greater risk of needing

urgent or emergency care

Optimal
hospital care
and discharge
practice from
the point

of admission

people with
urgent care
needs to the
right place,
first time

Six Goals for N\
Urgent and GQDD 9
Emergency Care N Signposting

&

Rapid response in a physical ° Clinically safe alternatives

or mental health crisis to admission to hospital

This section summaries the progress which has been made during the first year of the programme.
The strategic context and drivers for this national programme are set out in the Six Goals policy handbook
which was published in February 2022.

The Six Goals programme is underpinned by investment of £25m, recurrent each year for the duration of the
programme. The funding for year one was set out against three areas of investment:
1. Establishment of the programme infrastructure;

2. £20m of direct Health Board funding to support the delivery of agreed priorities set out by their local
programme board guided by the policy handbook and additional programme planning guidance;

3. Aninnovation and delivery fund to support targeted projects demonstrating potential transformative
change which will ultimately be scalable nationally.

It is important to highlight that year on year there will be key projects which can be matured into detailed
delivery plans and receive associated investment as well as those projects which will need to become
‘business as usual’ for Health Boards and partners.
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A word from the Chair of the Programme Board

“The Six Goals for Urgent and Emergency Care programme was established to support Health Boards
and their partners to transform and improve delivery of urgent and emergency care services to the
people of Wales.

The ambition is to enable people with urgent or emergency care needs to access safe and
high-quality care at the right time, in the right place, by the right team. This means helping more
people avoid unnecessary trips to hospital — and lengthy stays — which should help improve people’s
outcomes, as well as staff andpatient experience.

In year one of the programme, the Board has overseen the establishment of important new structures
to support delivery of this ambition; and real progress at a local, regional and national level in
developing and implementing key clinical pathways, new community-based services and tools that
are helping achieve the programme’s aims.

Over the last year, we have seen an increase in people using the NHS 111 Wales telephony and online
service; an increase in the proportion of 999 patients discharged over the telephone without need for
an ambulance to an Emergency Department; and a significant increase in population coverage for
urgent primary care centres. This means more people are accessing the right advice or care for their
needs in their local communities without needing hospital care.

There has also been progress in delivering same day emergency care to more people, helping
around 75% of people who access these services to return to sleep in their own bed and safely
avoid a hospital admission. | have also been encouraged by delivery of a new suite of co-designed
guidance to help hospital ward-based and social care staff to transfer people from hospital to their
homes when they are ready.

Although there are no ‘silver bullets’ for the urgent and emergency care system, | expect accelerated
improvement in year two which builds on this early progress as we collectively achieve the ambitions of
the Six Goals for Urgent and Emergency Care programme for the benefit of the people of Wales.”

Nick Wood
Deputy Chief Executive NHS Wales

The programme’s key achievements to date have been set out in more detail over subsequent pages.

As we move into year two there is increased focus on improving data quality, the operational information
included in the report from year one is NHS data is intended to provide a guide on progress and therefore
must only be considered as proxy.

7 One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24
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Goal one: yedar one progress

Goal 1:

Co-ordination, planning and support for
populations at greater risk of needing
urgent or emergency care

Health and social care organisations should work in collaboration with public service and
third sector partners to deliver a coordinated, integrated, responsive health and care service,
helping people to stay well longer and receive proactive support, preventative interventions
or primary treatment before it becomes urgent or an emergency.

To enable this in 22/23 the Six Goals programme has:

- Tested a new approach to help identify people living
within the 20% most deprived areas of a community

and most at risk of long-term respiratory or cardiovascular

problems and mental health issues. The aim is to help
people manage their conditions to reduce the risk of
needing emergency care.

- Launched “Me & My Health”, a personalised health plan,
and distributed through health, social care and third
sector services. The plan aims to help community health
care professionals like paramedics make more informed
decisions about a person’s next stage of care when
assessing them in their homes.

- Improved understanding of how to better support
people who come into contact with urgent and
emergency care services most often. Academic
research was undertaken to expand knowledge and
understanding within this area of work.
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This means...

People are being engaged in proactive
conversations through their GP to
discuss what support can be targeted to
meet their needs.

Thousands of hard copies of Me & My
Health have been issued via third sector
organisations — providing people

with more tools to support their health.

Me and My Health bt

My Health © [

....................................

The research points to positive evidence
based interventions and approaches
that can support people who attend
such services regularly.


https://111.wales.nhs.uk/livewell/lifestylewellbeing/winterhealthplan/?clearcache=1&locale=en
https://111.wales.nhs.uk/livewell/lifestylewellbeing/winterhealthplan/?clearcache=1&locale=en
https://111.wales.nhs.uk/livewell/lifestylewellbeing/winterhealthplan/?clearcache=1&locale=en
https://111.wales.nhs.uk/livewell/lifestylewellbeing/winterhealthplan/?clearcache=1&locale=en
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Goal two: year one progress

Goal 2:

Signposting people with urgent care needs
to the right place, first time

When people need or want urgent care, they can access a 24/7 urgent care service via
the NHS 111 Wales online or telephone service where they will be given advice and, where
necessary, signposted or referred to the right community or hospital-based service, first time.

To enable this in 22/23 the Six Goals programme has:

Completed national roll out of NHS 111 Wales and
strengthened the service following a cyber attack in
August 2022. This has included targeted work focusing
on consistency of service access and availability,
seven days a week.

Enhanced the quality and accessibility of the NHS 111
Wales website to include delivery of 76 online
symptom checkers.

Improved mental health crisis response through roll out
of the 111 ‘press 2’ service to enable a rapid response to
people who are in crisis.

Improved urgent access to repeat medications through
periods of high demand, supported by independent
prescribing services and new recruit ‘111" call handlers.

Focused on palliative care, re-circulating best practice
guidance and testing of a specified professional
advice line.

- Promoted ‘Think 111’ through a national social media
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and TV communications campaign supported by ongoing
investment in website and digital technologies.

This means...

More people are using NHS 111 Wales
website with over 388,000 monthly web hits.

NHS 11 (2

Streptococcus A (strep A)

Streptococaus A infections

Check your symptoms

Check your symptoms to find out the next steps to take

l ‘Symptom checkers Q

© Popular & seasonal topics

NHS data suggest as little as 9—12%
of all callers are advised to attend the
Emergency Department (ED) by

NHS 111 Wales.

There is direct access to specialist advice for
mental health — approximately 8 in 10 callers
are managed without needing to access
urgent or emergency care services.


https://111.wales.nhs.uk/SelfAssessments/default.aspx?locale=en&term=A
https://111.wales.nhs.uk/SelfAssessments/default.aspx?locale=en&term=A
https://111.wales.nhs.uk/SelfAssessments/default.aspx?locale=en&term=A
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Goal three: year one progress

Goal 3:

Clinically safe alternatives to hospital

People access appropriate and safe care close to home, and with as much continuity of care,
as possible. Admission for ongoing care to an acute hospital bed should only occur if

clinically necessary.

To enable this in 22/23 the Six Goals programme has:

» Launched the Urgent Primary Care Centre (UPCC)
and Community Infrastructure toolkits to provide
information, and resources to support expansion and
improvements to place-based care.

- Increased the number of UPCCs from nine to 13,
including new centres in Betsi Cadwaladr and Cardiff
and the Vale University Health Boards, and created a
national Performance Reporting Framework to enable
development of data standards for future monitoring.

« Launched the Community Nursing Specification with
Welsh Government milestones.

- Issued national guidance to enable paramedics to make
direct referrals to Same Day Emergency Care (SDEC),
enhancing the ambulance and acute hospital experience
for people — ensuring they reach the most appropriate
clinical destination earlier in their journey through
the system.

« Appointed a national lead and opened dedicated
SDEC units within Cardiff and the Vale and Aneurin Bevan
University Health Boards through Welsh Government
capital funding.

- Continued to embed specialty advice and guidance
lines to support community practitioners to make
confident decisions about a person’s next stage of care.
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This means...

NHS data suggest around 9,000
contacts with over 7500 people
being seen per month through UPCCs
across Wales.

UPCCs now have a total population
coverage of 2.2m (294 practices of
44 clusters).

An increase in service coverage by
21 October 2023.

URGENT PRIMARY CARE CENTRES (UPCC) PROGRAMME

NHS data suggest around 75% of
people are discharged home from
SDEC services to sleep in their own
beds on the same day.

More people are safely avoiding transfer
(conveyance) to hospital via ambulance.


https://primarycareone.nhs.wales/files/sppc-2-24-7-model/upcc-toolkit-release-note-v1pdf/
https://primarycareone.nhs.wales/files/sppc-2-24-7-model/ci-toolkit-release-note-v10pdf/
https://www.gov.wales/direct-paramedic-referral-same-day-emergency-care-all-wales-policy-html
https://primarycareone.nhs.wales/tools/urgent-primary-care-centres/
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Goal four: year one progress

Goal 4:

Rapid response in physical or
mental health crisis

Individuals who are seriously ill or injured or in a mental health crisis should receive the
quickest and best response commensurate with their clinical need — and, if necessary,
be transported to the right place for definitive care to optimise their experience and outcome.

To enable this in 22/23 the Six Goals programme has: This means...

« Worked with the Emergency Ambulance Service Around 149% of 999 ambulance patients
Committee to develop ambulance improvement plans are assessed and managed through
with a focus on: telephone and/or video assessment
— ensuring the most appropriate ambulance response without requiring an ambulance.

is sent; Community risk (relating to those
— safely reducing ambulance conveyancing — treating waiting for a WAST response) is better
people closer to home when clinically appropriate managed, with a focus on betterment

to do so; and
— reducing the time people spend on ambulances
while at hospital by improving ambulance handovers.

of experience.

Early indication of an improved
experience for those attending EDs
- Continued support for the development of remote requiring pharmacy input
clinical support technology, allowing WAST to launch or management.
‘video consultations’ to support paramedic decision
making at scene through direct video link to a clinician
within the 999 clinical contact centre.

- Developed a National Escalation Framework to provide
support to organisations when they are unable to deliver
all their services and need to maintain the services

—
I |
| 1
which deal with the highest levels of risk in the system. _/-\

0N
O

- Invested in Emergency Department (EDs) to support
improved patient safety and reduce delays through
direct access to specialist medicines advice.

- Established a 999 Welfare Response Service to provide
face-to-face reviews for people who have called 999 and
are waiting in the community for an ambulance response.

11 One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24
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Goals five and six: year one progress

Goal 5:

Optimal hospital care and discharge
practice from the point of admission

Optimal hospital-based care provided for people who need short term, or ongoing, assessment or
treatment for as long as it adds benefit to outcome, with a relentless focus on good discharge practice.

Goal 6:

Home first approach and reduce
the risk of readmission

People will return home following a hospital stay — or to their local community with additional
support if required — at the earliest and safest opportunity to improve their outcomes and

experience, and to avoid deconditioning.

To enable this in 22/23 the Six Goals programme has:

- Launched the Optimal Hospital Patient Flow operational
guidance with associated supportive guides for discharge
processes (known as SAFER, Red2Green and D2RA).

+ Introduced a new measure of the number of people
spending more than 21 days in hospital, supported by an
expert group focusing on reducing people experiencing
long term hospital care and enabling intelligent operational
management.

- Completed a pilot for Pathways of Care Delays, capturing
all Wales validated data for reasons associated with
delayed discharge from hospital with action plans reported
to Regional Partnership Boards to target identified delays.

- Appointed a Home First Clinical Lead and updated
D2RA Pathways.

- Released Trusted Assessor guidance and established
a working group to develop a Trusted Assessor Online
Toolkit of information to support the further development
and implementation of the Trusted Assessor role and
function across Wales.
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This means...

There has been a reduction of around 5%
in emergency bed days used by people
with a length of stay of over 21 days.

T T T

Pathway 0 Pathway 1 Pathway 2 Pathway 3

Discharge is being considered at the point of
admission and the reasons for why people
are not being discharged in a timely way are
better understood and solutions targeted.

This will enable more people to undertake
the trusted Assessor role/function
across Wales.



A journey through the urgent
and emergency care system

Examples of how someone could access urgent and emergency care services and receive the right care,
at the right place, first time.

An experience of Same Day Emergency Care

Natalia’s GP assesses her — Natalia says I

Natalia, a 35-year-old woman, calls her she has a past medical history of gall stones.
GP on a Tuesday morning with persistent
stomach pain and a mild temperature. Natalia is referred by the GP directly to the

surgical same day emergency care (SDEC)
unit at her local hospital. An appointment is
made for later that day.

/
T e
/
|
| On arrival she is seen by the specialist doctor and
| nurses who examine her stomach, take her
observations, and arrange the necessary tests.
Natalia is given pain Within two hours, Natalia’s results are back and she
killers and some is reviewed by the consultant who confirms a
fluids through a drip problem with her gall bladder.
in her arm.
\
N
- e = = = s s s = = = = = = = = = =
N
\
The consultant agrees a plan of care with
Natalia — she is given a prescription for
antibiotics and pain killers as well as
advice around diet and lifestyle.
/

Natalia is discharged home, on the same day, with information on what she
should look out for if she feels more unwell and where she should go.

A follow up appointment is booked with the consultant in a hot clinic.

13 One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24
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An experience of emergency ambulance and acute hospital services

-
N\
|
| [
The Welsh Ambulance Services Trust receives I
Susan, a 78-year-old woman falls at the call and, following clinical triage, arranges for
. . e 1e an emergency ambulance to attend. 1
home; she is wearing a lifeline, a
personal alarm which connects her —
to a call handler who contacts the Susan is assessed by paramedics
emergency services on her behalf. who give her pain killers
through a drip in her arm.
/
0c>ES0 Z
- — — — — - — — — — — — — -
7
/
|
I Susan is transported via emergency ambulance The paramedics use a lifting device to place Susan
| to the local emergency department, her on atrolley and assess her injuries — the
information is handed over to the nurses who paramedics suspect she has broken her hip.
will be looking after her.
Investigations are conducted including blood tests and an
x-ray of Susan’s hip. Given her age, Susan also has a clinical
frailty assessment completed to understand her baseline needs.
~
o = = = = = = = e = = = = = = = = .
N
\

An advanced nurse practitioner completes a full clinical assessment
and reviews her investigation results — they confirm Susan has a broken hip.

The advanced nurse practitioner initiates the appropriate pathway
including referring Susan to the trauma and orthopaedic team who
will look after her and arrange for any necessary surgery.

Z\ !

L ]
LI PL]

Within 24 hours of being admitted Susan is allocated to a discharge pathway (D2RA)
which will guide what ongoing services are required and ensure all relevant professionals
are able to start planning for Susan to return home.
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An experience of NHS 111 Wales

~
\
|
Omar believes the bite is infected so :
It is a Saturday morning, Omar is concerned following the online symptom checker, I
about a wound on his son, Rayan’s, arm — he decides to ring T’ directly. i
he thinks his son was bitten by an insect and
uses the NHS 111 website to check his symptoms. The 11 call handler gathers information
from Omar about his son and, guided
by a number of questions, decides
to refer Rayan for assessment by a
clinician in the out-of-hours service. N
/
7
= = = = = = P
/
1
|
| The 111 call handler electronically passes the information
across to the out-of-hours service and takes contact details.
|
|
| A clinician calls Omar back and asks a few more
questions about his son’s bite and asks him to send
| pictures for further examination.
|
\
~
N
\
The clinician reviews the pictures and arranges for a prescription of
antibiotics to be sent to a local pharmacy for collection, and gives
information on what to do if anything changes.
/
NHS 111 /1S SERSER SRR SR SRR s

Omar is advised to make an appointment with his son’s GP practice nurse in
three days’ time to review the wound and change the dressing.

All the information taken during the consultations with Omar is automatically sent to his
son’s GP and also saved on “111’ system should Omar need to call back for further advice.

15 One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24
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Looking forward to next year

The Six Goals programme priorities for 2023/24 build on the progress made
against the policy objectives to date.

The programme plan includes the continuation of key priorities and initiatives that span over the next
12 to 18 months and align with the national planning and performance guidance.

The first year of the Six Goals programme prioritised a substantial proportion of the available budget for
the continuation and expansion of Urgent Primary Care Centres (UPCC) and Same Day Emergency Care
(SDEC) services. These areas remain within the Ministerial priorities for 2023/24 and will continue to be
key areas of focus for the programme, although with more focus on integrating these key services as part
of a robust 24/7 urgent care model.

Programme principles for consistent delivery in 2023/24

It is imperative that the Six Goals priorities are understood in the context of other national
programmes and initiatives.

With this in mind, the Six Goals has agreed a number of overarching principles which will underpin its
approach to delivery. These include:

1. Improved access and consistency of delivery 24/7 regardless of organisational boundaries —
weekend services should match those delivered during the working week.

2. Increased focus on frail adults, keeping people as close to home as possible through anticipation
and robust planning and co-ordination of needs where this is possible.

3. Expanded digital and workforce planning to support the underpinning infrastructure of the urgent
and emergency care system and ensure it remains fit for purpose in future.

4. Foster stronger partnership links with Regional Partnership Boards to ensure there is wider join up
on priorities across Health and Social Care.

Programme plans for 2023/24

The Six Goals programme Board has endorsed a number of key projects for 2023/24 building on the early
successes of 2022/23. The majority of the projects span the whole Six Goals portfolio and seek to secure
whole-system improvement for Welsh residents.

The programme plans will be further defined as the programme moves through quarter one. Each project
will be underpinned by delivery trajectories, measurements and investment requirements focused on
continually improving outcomes and experiences for people with urgent and emergency care needs.

16 One Year On: a snapshot of progress in 2022/23 and priorities for 2023/24
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The final programme plan will be made available on the Six Goals programme website which can be
accessed here. It will build on the key priorities areas which are listed below:

Developing and implementing key clinical pathways to enable people to access care in the right
place, first time.

- Introduce or expand NHS 111 Wales pathways for urgent dental, mental health and palliative care.
« Further test chest pain community alternative pathways.

Developing and delivering an integrated urgent care model 24/7, incorporating NHS 111 Wales,
Urgent Primary Care Centres, specialty advice and guidance lines, out of hours primary care
and Minor Injuries Units — to increase the number of people who can be managed safely in

the community.

. Safely reducing 999 ambulance conveyance to Emergency Departments:

« Further increase 999 ‘hear and treat’ rates — enabling people to receive the care and advice
required over the telephone or through the latest video consultation technology.

- Further increase 999 ‘see and treat’ rates — enabling people to receive the care and advice
required through a face-to-face clinical assessment by the ambulance service.

- Targeted support to care homes to enable residents to stay at home and safely avoid
hospital admission.

Increase volumes of patients who access Same Day Emergency Care services and are
discharged home on the same day, reducing admissions to hospital — to include progression
towards consistent delivery of 12-hours/day medical SDEC services.

Reduce volumes of patients who experience a length of stay over seven days and over 21 days
in hospital, through embedding pathways to support flow and developing a greater understanding
of pathway delays.

In addition to the above, other key areas will be reviewed and refreshed by the programme through
2023/24, including alignment to national and local work on care plans for residents of care homes and
Emergency Department improvement projects.

In totality, the programme plan will ensure the Six Goals programme strives to enable Health Boards
and partners to consistently provide the right care, in the right place, first time to people with urgent
or emergency care needs.
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https://primarycareone.nhs.wales/tools/six-goals-for-urgent-and-emergency-care/

