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Executive Summary 
Innovation and technology are increasingly seen as one of the most important enablers of transformation within urgent and emergency care. Particularly for the Welsh Ambulance Services NHS Trust (WAST), evolving digital platforms and services will fundamentally change how WAST move forward as a national provider for unscheduled care services.  
With the WAST CEO eager to adopt similar digital transformation principles similar to that witnessed in South Australia Ambulance Service, a Director of Digital was appointed to showcase to external stakeholders WASTs digital offer as the national provider for unscheduled care. As well as needing to successfully implement new business change programmes; rollout out of iPads, electronic patient care record (ePCR), Microsoft Office 365 and the Integrated Information Solutions (IIS) ‘SALUS’, their first deliverable was to publish WAST first Digital Strategy. At the same time the first wave of the Covid-19 pandemic was emerging.  
WAST ‘Disruptive Excellence Digital Strategy’, published during times of uncertainty and adversity, looks at disrupting the status quo and using the Covid-19 pandemic as a catalyst to seize new opportunities and transform the way that care is delivered. However, with WAST not having a clear organisational strategy, their digital strategy was only able to align itself to its long-term strategy ‘Delivering Excellence’.  
The strategy details its five principles of what should be considered to deal with change. Their four digital missions; empower the digital patient, build the digital workplace, intelligence through data and digital foundations, outlines how it plans to drive future change to enhance existing services and make things more streamlined for WAST staff, volunteers and most importantly the patient. 
Using two peer reviewed tools; ‘Building a Digital Strategy’ (NHS Providers, 2021) and a Political, Economic, Social, Technological, Legal and Environmental (PESTLE) analysis to critically analyse the strategy, it is evident that while it sets the direction of travel, it is light in detail and high-level. With no organisational strategy to align to, no context as to how the digital transformation can be delivered or what measurable difference it will make can be found. Instead, the strategy provides a framework to deliver digital service transformation successfully, with patients, staff and wider NHS as the golden thread. 




Business Drivers 
With three million patients, 3,500 staff, hundreds of volunteers and commissioned by Local Health Boards (LHBs) to provide three key patient pathways; 999 Emergency Service, NHS 111 Wales, and Non-Emergency Patient Transport Service (NEPTS), WAST plays an integral part in the unscheduled care system.  
In 2018, a new Chief Executive Officer (CEO) was appointed for WAST following employment at South Australia Ambulance Service. Seeing how emerging digital tele health and data was being utilised, the newly appointed CEO was keen to replicate the same vision within the Welsh Ambulance Service. 
At the time of the appointment, the technical set up within WAST contained separate Health Informatics and Information and Communication Technology (ICT) teams who were there to serve the needs of the Trust. To raise WASTs profile, the CEO was keen to employ a Director of Digital Services to demonstrate their commitment to using digital technology and create a digital directorate.

In 2020, as a digital leader and champion, the Director of Digital Services first and key deliverable was to develop a digital strategy. To showcase to external stakeholders what WAST had to digitally offer and how they were an important service provider within Wales. 
At the time of creating the strategy, external key policy business drivers included:
· Health and Social Care (Quality and Engagement) (Wales) Act 2020 
· Informed Health and Care (2018)
· Socio -Economic Duty (2021)
· The Social Services & Well-being Act (2014)
· The Well-being of Future Generations Act (2015) 
· Welsh Government - A Healthier Wales (2018) 
· Welsh Government/NWIS – All Wales Digital Services for the Patient and Public Programme (DSPP)
· NHS Wales Planning Framework (2019)
· The Topol Review
· The Wachter Review
· Welsh Language (Wales) Measure 2011 
· Equality Act 2011 

The Digital strategy also aligned to the delivery of Emergency Ambulance Service Committee (EASC) Commissioning Intentions and requirements of the 111 Programme Board. 
WAST internal policy business drivers include their long-term strategic vision ‘Delivering Excellence’ and their Integrated Medium-Term Plan (IMTP) (Welsh Ambulance Services NHS Trust, 2019). A legal obligation in accordance with NHS (Wales) Act 2006 and now amended by the NHS Finance (Wales) Act 2014 (NHS Wales, 2014)  which articulates how over the next three years, WAST respond to ministerial priorities and move towards achieving their own long-term strategic ambitions.
Prior to the appointing of the Director for Digital Services, several key digital ‘business’, not technical programmes were already funded and in development. This included the roll out of Electronic Patient Care Record (ePCR), Microsoft Office 365 and development of the Integrated Information Solutions (IIS) ‘SALUS’. A fully integrated and modernised 111 and GP Out of Hours (OOH) systems across Wales, allowing seamless access to a single patient record. Once launched, SALUS will also provide 160 clinical web guides which allow users to begin their assessment on the NHS 111 Wales website and transfer seamlessly to the phone when required. 
On joining the Trust, the Director of Digital also faced their biggest challenge, the first wave of the Covid-19 pandemic.
It was during the pandemic that the populations need, strategic context and internal business drivers quickly changed for WAST, resulting in the service becoming responsive to a rapidly changing environment and trade-offs being made to prioritise projects. This was also crucially the start of a significant amount of learning about the role of the ambulance service and NHS 111 Wales in responding to a health crisis.
In 2021, as the health care and social care system continued to work through the pandemic, the Health Minister also set out their priorities specifically establishing ‘Six goals for urgent and emergency care’. The aim was to focus on strengthening signposting, clinically safe alternatives to admission, rapid emergency care response, good discharge practice and preventing admission.
Technology and Digital Transformation 
Core operational systems 
Within WAST there are a number of operational systems, however, the two key core operational systems that support the operational arm of the system (999 and NHS 111 Wales) are Computer Aided Dispatch (CAD) and Clinical Assessment Software (CAS).

CAD is used to input and record all 999 emergency ambulance call details and utilised to assist with dispatching emergency resources. The system also captures all data related to the calls for reporting purposes.  This highly resilient infrastructure and system sits parallel to the 999-telephony system to provide users with advice and information. 
CAS which is embedded within NHS 111 Wales telephony service is a multi-functional system. Used for triaging and assessing callers to the service by non-medically trained call handlers and Nurse Advisors, it also creates an electronic patient record and records every patient interaction.  
CAS is also connected to the ‘Concentrator’ which facilitates the flow of electronic data/patient records between the EMS CAD system and Adastra (the system used by GP Out of Hours Service). 
Infrastructure
Due to the ever evolving and increasing demands of the service, WAST host their own critical infrastructure which sits parallel but interoperable to the national infrastructure provided by Digital Health and Care Wales (DHCW). Scalable and resilient, WAST system is frequently monitored, responding to unexpected demands or isolated system failures without impacting the wider service. It also enables servers to be added as demand increases as seen since 2017, whereby the number of servers has doubled to support CAD.  
Corporately, WAST are also able to change course quickly as proven throughout the pandemic when plans to rollout out and migrate Office365 were accelerated to support agile working for all corporate staff which continues today. 

To minimise risk, prevent information from being taken or viruses being introduced into the organisaton, all hardware is encrypted. All devices also have Single Sign On (SSO) with authentication and use of USBs are prohibited.  Unfortunately, not all risks can be completely mitigated as the cybersecurity incident in 2022 demonstrated (NHS 111 crippled by cyber-attack: Days of disruption predicted as staff are forced to resort to pens and paper - ProQuest, no date). Caused by ransomware, the cyberattack caused severe disruption affecting the transfer of data to the GP OOH Adastra system, leading to a manual process of information transfer until automated robotics software could be implemented.
Interoperability
Within WAST, the telephony and software utilised within the operating arms of the service follow the Interoperability Toolkit (ITK) standards (Interoperability Toolkit - NHS Digital, no date) which are a common set of standards and implementation guides to supports interoperability across local health and social care communities. For WAST, this allows data to be easily transferred between NHS 111 Wales and WAST 999 EMS, and WAST Clinical Call Centre (CCC) to emergency vehicles and more recently ePCR. 
ePCR which reduces reliance on paper records, enables demographic checks to be conducted with the DHCW national system, improving capability to share secure information with other healthcare providers. Work is also underway for ePCR to conduct demographics checks within CAD, allowing WAST to access a patient’s medical record with their consent. CAD also offers the capability to transfer calls to hosted English Ambulance Trusts. 

Information Standards 
An information standard is defined in the Health and Social Care Act 2012 as: ‘a document containing standards that relate to the processing of information’ (Information standards - NHS Digital, no date)
Information standards define the structure and type of information to be recorded and submitted, for example ‘DOB’ rather than ‘Date of Birth’, allowing data to be matched to the right patient and shared across the health and care sector. 
Within WAST, information standards are set internally but reflect national standards to allow data to be transferred between internal and external national infrastructures. All data originating from several WAST systems including CAS, CAD and ePCR are fed on a nightly basis to the data warehouse. 
From a WAST perspective, these standards are fundamental due to very few patients knowing their unique NHS number, proving difficult to match and track a patient. 
As well as capturing the patients journey and medical history, the information can also be used for planning, monitoring and research. 
Fundamentally without these standards, systems cannot interoperate therefore making them as important as the technology infrastructure. 

Data analytics capabilities
WASTs 999 operational service can provide good descriptive analytics of its data to measure against ambulance quality indicators, performance, reviews and assist with audits. Strategically, WAST provides prescriptive analytics to assist with staff rostering.  Data is then shared internally, to WAST Commissioners (Local Health Boards) and Welsh Government. Other data sharing agreements include DHCW, National Collaborative Commissioning Unit (NCCU), Operational Research in Health (ORH). 
For the NHS 111 Wales service, the data analytic capabilities remain disconnected between the website and telephony service, therefore data definitions and a data dictionary continue to be developed. 



Key aims and principles of WAST Digital Strategy

As the NHS continues to recover from the pandemic, and the landscape across Wales and the UK becomes increasingly complex, WAST response as a national provider of unscheduled care continues to digitally evolve to try and achieve their long-term strategic objectives.  
With Covid-19 putting ‘digital health’ under the spotlight demonstrating how quickly the healthcare system can adopt digital technology, the WAST Digital strategy attempts to adopt ‘disruption’ in a positive light, reflecting on how the pandemic forced service providers to look at doing things differently.  
Adopting the VMOST (Vision, Mission, Objectives, Strategies and Tactics) framework (Sondhi, 1999), WAST thirty-page ‘Disruptive Excellence: Digital Strategy’ (Welsh Ambulance Services NHS Trust, 2020) outlines the five principles, missions, and phases of what must be considered to any new or existing digital activity. 
The first principle: ‘Empowering all our users to do more of what’s needed’ puts service users and staff/volunteers at the heart of the digital change encouraging key questions to be asked prior to developing and implementing any digital change. Examples include what is important to them, what need does the technological change address, and how will it address the need for the user? 
‘Ensuring access for all’ also acknowledges that not everyone has access to smartphones or has the digital or literacy skills that is needed. Therefore, the principles consider training and information that should be shared, accessibility requirements and whether the software works on the devices users understand. 
The third principle ‘Delivering sustainable change’ is a reminder that many technology programmes fail due to the lack of early planning. Therefore, conversations with the ICT and Information Governance (IG) team must take place prior to any business cases being submitted. Consideration must also be made regarding who is responsible for the product/service if there is the capacity and capability to support once live and how it will affect other technology. The risks, how they can be mitigated and what are the cyber-security and data protection implications must also be thought out.
With data being one of WASTs most valuable assets, their fourth principle ‘Respect and deliver value data’ discusses the need to use data to its full potential but to be mindful of not sharing data legitimately or illegitimately though any new applications, systems, or processes. 
The fifth and final principle; ‘All Wales’ highlights WAST strength as a national provider that interacts with every health care provider in Wales. Recognising that collaboration and interoperability with other systems is key to the transformation and technological change of services. 
While the five principles provide WASTs framework to determine change, WAST define their vision and what supporting structure and investment is needed to achieve wider organisational goals as a pyramid structure.
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At the peak of the pyramid sits the digital patient. Their vision is to reduce unnecessary conveyance to hospital by working with other healthcare providers to look at the whole patient journey pathway. By building a single point of access to WAST services, this will improve patient choice and empower patients to independently manage their own care closer to home.
With the digital strategy being published during the first wave of the Covid-19 pandemic and national lockdown measures in place, the Director of Digital Services recognised that support for agile working for WAST corporate staff was essential as well as supporting operational roadside staff. The digital workplace mission therefore would allow a workplace to exist behind a pane of glass regardless of the location or device they were using. 
Mission three of the pyramid structure ‘Intelligence through data’ identifies the value their data can offer to deliver intelligence and insights, whilst ensuring it is of the best possible quality. 
In order to drive meaningful decisions, they also highlight the need to look at the architecture of data together with international standards such as SNOMED-CT to make the data more accessible and understandable.
“Without quality data, technologies such as Artificial Intelligence and Predictive Analytics cannot be deployed. However, the use of data in a care delivery setting is nothing new and is the foundation of clinical research”. WAST interacts with every person in Wales as a national service provider therefore have millions of touch points, therefore millions of potential data points”. 
(Welsh Ambulance Services NHS Trust, 2020)
At the base of the structure is the digital foundation. WAST describe how their digital ambitions which should remain flexible, resilient, and secure, will fail if they fail to invest in their digital foundations and the people that enable them. This means ensuring the digital team are scaled and trained to deliver the ambitions, services are procured in the best way and appropriate technological and information governance is embedded throughout the structures. They also highlight that every employee and volunteer should also understand their role in key areas such as cyber security.  
To successfully deliver any new development, their three-phase model; stabilise, optimise and sustain is viewed as a continual cycle of service improvement using the most suitable model for the particular service concerned (ITIL, Agile, Scrum, Kanban etc.). 
Referencing the Information Technology Infrastructure Library (ITIL) framework of service design, WAST stress how the relationship between three of the four P’s; ‘People’, ‘Processes’ and ‘Products/Technology’ is critical to successful digital transformation.   Their fourth factor replaces ‘Partner’s/Suppliers’ with ‘Data’, highlighting how this is critical along every part of the journey, to understand the scale of the need, ability to measure progress and continuously identify areas of improvement. 
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(Scott, 2023)






Strategic Analysis 
To critically evaluate WAST digital transformation strategy, two peer review tools; ‘Building a Digital Strategy’ (NHS Providers, 2021) and a PESTLE analysis has been used.
‘Building a Digital Strategy’ (NHS Providers, 2021), outlines key characteristics that indicate a good digital strategy:
· Integrated
· User centred
· Useful to teams
· Mainstream
· Realistic
· Focused
Signs of a bad strategy include:
· IT-Driven
· Cookie-cutter
· Focuses on unproven tech
· Vague
· Too long term
· Reads like a wish list
Integrated
While the pandemic accelerated some digital programmes within WAST, many projects were put on hold as staff were redeployed.  As WAST continued to operate in a ‘pandemic response’, it was quickly identified that the understanding and culture of what ‘digital’ meant to people needed reframing, as digital was not seen as integral across the Trust. 
To encourage everyone, from Trust Board to administrative staff along the digital journey, the strategy is written as an enabler to set the aspirational direction of travel. Helping teams understand and visualise how digital transformation could and should be integrated across the trust and embedded within trust led strategies to enable wider improvement. 
To gain full Board support, the Director of Digital used Amazon as an analogy and asked why they used Amazon. Responses of “because it’s easy’ and “next day delivery” were provided, not “because its digital”.  Using this example, demonstrated how Amazon are prudent at doing just enough with their technology but closely aligned to their processes of what their customers need.  



User Centred
Referring to WAST pyramid framework, it is evident that WAST puts the needs of their users and more widely ‘people’ (incorporating staff and volunteers) at the heart of their strategy, recognising how positive transformation is rooted in solving a user’s need, even if it is one that they don’t yet know they have.  

Useful to Teams
While there are pockets of real time data being utilised to assist various teams in planning, forecasting and research, WAST remains “data rich and information poor”. Due to difficulties within the Digital Directorate (particularly the data analytics team) of recruiting and retaining staff, there continues to lack opportunities to harness their skills and abilities and look forward to predicting. Instead, they continue to react to operational demands particularly EMS. 

As a national provider they also recognise the millions of touch points and potential data points WAST can potentially access. Therefore, one of their key objectives is to scale and skill their data teams and supporting technology near to real time delivery of insights and intelligence. 
With CAD presenting a wealth of data offering the ability to capture and track data points of a patients journey from the time of the 999 call to hospital arrival, and more recently ePCR, NHS 111 Wales lags behind. However, pending implementation and following the same methodology as 999, SALUS will offer the same ability. 
Mainstream
When discussing ‘Who is the Digital Strategy for?’, WAST clearly demonstrates throughout the strategy that this is for their ‘service users’ who are categorised into the ‘patient’ and ‘our people’ (staff/volunteers). They are also clear that delivery of ‘digital change’ is not just the remit of ICT but fundamentally across all teams and the strategy should enable, empower, and align with existing visions, strategies, and plans. 

Realistic
One of the characteristics listed in ‘Building a Digital Strategy’ (Building a digital strategy, 2021) that makes a good digital strategy is being realistic, and talking about what has already been delivered to assist in building trust.  The WAST digital strategy does provide examples of existing digital programmes being implemented which include ePCR, Office365 and the roll out of iPads. 

 

Focused
Since the pandemic and ongoing pressures within the wider NHS system, WAST has reflected how it responds as a national ambulance provider, how they need to change and the future opportunities that are now available. In their IMTP (2024-25) they continue to align to their long-term framework ‘Delivering Excellence’, and now have a clear focused vision of how they can become a more modernised and transformed ambulance service by ‘inverting the triangle’ as illustrated.
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At the time of publishing the Digital Strategy, WAST did not have a clear organisational strategy of what it was trying to achieve over the next five years. Therefore, the strategy is kept at a high level only aligning itself to WAST long term strategy, omitting detail on specific programmes, measurable objectives, key performance indicators (KPIs) or plans on how the programmes will be delivered.
The second peer review tool to be used to evaluate the digital strategy is PESTLE analysis.







	Political Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	
Government strategic context:


Changes to Ministerial direction

	
· A Healthier Wales
· Longer Term Planning and clinical strategies
· Government/NWIS – All Wales Digital Services for the Patient and Public Programme (DSPP)
· ‘Six Goals for Urgent and Emergency Care’


	
3


	This is the golden thread through the Digital strategy. Focusing on collaboration, prevention and supporting staff to protect existing health care services. 

Goal two in ‘Six goals for Urgent and Emergency Care’ also looks to improve accessibility, content, and user experience of the digital 111 front end. 




	Economic Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	Commissioning of services by Local Health Boards
	At the time of publishing the strategy, the pandemic created an increase in the spending envelope due to other projects being put on hold resulting in an underspend.
	1
	No explanation or referencing made

	Austerity 
	Reduction in public expenditure & commissioning of services.
	1
	No reference made.

	Value based healthcare
	Improve patient outcomes (financially & patient value centred).
	2
	States the strategy must ensure value and efficiency in every they do. No details provided.

	Social Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	NHS & wider health care system pressures
	Service redesign required.
	3
	Outlines the importance of collaboration with other healthcare providers. 
Will support other NHS and social organisations in Wales by strengthening WAST clinical services and try and treat more people at home or close to home as possible.

	Growing population with increasing number of adults with more complex conditions placing additional strain on NHS
	Focus on improving population health outcomes.
	3
	Acknowledges the increase in challenges in a post-COVID landscape and the need for WAST to be flexible and agile in their ability to respond.

	User feedback/experience
	Help shape delivery & service improvement. 
	3
	Acknowledges that the patient is the expert & WAST role is to empower the digital patient. Defines measuring success by tracking patient feedback from engagement surveys, website data and patient outcomes from ePCR and SALUS.

	Workforce
	Inclusion, support, training, and retention.
	3
	References that the strategy must enable a motivated and sustainable workforce by having all the training, tools, support, and information required to perform their roles, anywhere, anytime from a device. Also state that the digital team are scaled and trained to deliver WAST ambitions. 

	Digital exclusion
	Higher in Wales than UK. Digitally excluded people are some of the heaviest users of health and social care services.
	3
	Digital principle: ‘Ensure Access for all’ acknowledges that not everyone will own a smartphone or have the digital literacy. 
Acknowledges that to deliver successful change, accessibility requirements, compatibility of devices that users use, understanding and awareness of products/services must be considered. 




	Determinants of health
	Prevention, access, and use of WAST services.

	2
	No specific references made to this factor but highlights the importance of prevention & accessibility to WAST services



	Technological Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	Network blackspots
	Impact on ePCR

	3
	Considering the problematic coverage of Wales’s mobile network, the ePCR was designed with the capability of working offline as well as roadside and in patients’ homes. When back in coverage, the ePCR synchronises with the WAST servers and uploads all data captured.

	New technologies, new products, and processes
	Does it align with WAST key objectives?  Consider interoperability
& capacity.

	2
	Discusses technologies that have the potential to transform clinical model e.g., speech recognition, AI, video/immersive reality, applications and wearing technology but no specific detail or reference to any acquisition strategy.

	Better education enabling patients to make informed healthcare choices
	Will ease pressure of existing healthcare services by signposting to right service at right time and avoid unnecessary conveyance to hospital.
	3
	Golden thread throughout strategy.

	Existing infrastructure 
	Pandemic highlighted that WASTs infrastructure was internally scalable to support increase in demand but not ready to accept external offers.
	3
	‘Digital foundations’ mission outlines the need to align the future of the infrastructure with principles outlined in the All-Wales Infrastructure Review, moving away from overly complex, bespoke systems to more standardised architecture that can be easily understood, adapted and scaled when required. 

	Cybersecurity
	Potential threats is constantly changing e.g., WannaCry attack in 2017 and cyber-attack on Advanced software in 2022.
	1
	Very limited information. States Welsh Government are committed to support WAST cyber security & resilience digital change programme.  Appendix outlines digital practices within WAST will need to be continually introduced.

	Data Analytics capabilities
	To predict trends and drive improvement, WAST systematically need to mature with their data capabilities from descriptive analytics to prescriptive/predictive to measure patient outcomes and value-based healthcare.

	2
	One of the WAST missions: ‘Intelligence through data’. Clear on its importance and already piloting news ways of handling, storing, and sharing data in real time. References the need of looking at data architecture and international standards. 
No specific details on KPI

	Product standards
	Ensure it conforms and is future proof.
	1
	Vague reference to architecture and international standards such as SNOMED-CT in the parameters of data.



	Legal Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	Equality Act 2011



	Consideration of all individuals when carrying shaping policy, in delivering services and in relation to their own employees.

	2
	No specific reference to act but acknowledges that to ensure successful digital transformation, there must be access to all.  
No detail as to how they will be considered.

	Socio -Economic Duty (2021)
	Reducing health inequalities.
	2
	No specific reference to duty. State how they will significantly expand their communications and engagement activity to ensure voice of the user is heard through the Patient Experience and Community Involvement Team. Also capture qualitative data through engagement surveys, using present day as a baseline.

	Network Information System (2018)
	Provides legal measures to boost the level of security, of network and information systems for the provision of essential and digital services.
	1
	No specific reference made. States Welsh Government are committed to support WAST cyber security & resilience digital change programme.  Appendix outlines digital practices within WAST will need to be continually introduced.

	The Official Statistics (Wales) Order 2017
	Mandatory requirement.
	1
	No specific reference made.

	Health and Social Care (Quality and Engagement) (Wales) Act 2020 
The Social Services & Well-being Act (2014)


The Well-being of Future Generations Act (2015) 
	Strengthen duty of quality provided as a service.

Improves the well-being of people who need care and support including carers.

Encourage resilient healthy communities.
Encourage public bodies to work collaboratively. 
	



3
	


The Digital strategy aligns to these key statutory acts throughout the document.

	Welsh Language (Wales) Measure 2011
	Compliance.
 
Support user in the language of their choice.
	1
	States Welsh language version only available upon request, breaching Welsh language standards.
No reference to Welsh language.



	Environmental Factors
	Impact on Digital Transformation Strategy
	Score
(1=low, 3=high)
	Explanation

	Environmental management standards & policy
	Fleet emissions on the environment 
	1
	Only references Environment strategy in appendix but no specific detail provided. 

	Climate change
	Between 2030 and 2050, climate change is expected to cause approximately 
250, 000 additional deaths per year, from malnutrition, malaria, diarrhoea and heat stress causing impact to WAST and services it provides.
	1
	
No reference made.





While the PESTLE analysis provides a simple analytical framework to understand external influences and potential issues, there is a risk of capturing too much data leading to ‘paralysis by analysis’. Therefore, it should be used in conjunction with another strategy tool to provide a balanced perspective. 
‘Building a Digital Strategy’ (NHS Providers, 2021) shares good practice and peer learning to assist board leaders to understand the potential and implications of the digital agenda, outlining key characteristics of what makes a good and bad digital strategy. 
Considering both peer review tools, WASTs digital strategy clearly defines the principles and missions that must be considered to achieve successful digital transformation; however, context and SMART objectives are now required. However, with WAST now having a clear organisational strategy of ‘inverting the triangle’ (Welsh Ambulance Services NHS Trust, 2022) IMTP 2022/23-2024/25), this will allow a more focused strategy to be created to continue their journey, encouraging positive outcomes, and ensuring patients ‘receive the right advice and care, in the right place, every time’.
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1.0 Executive Summary

The challenges throughout 2021/22 have once again been significant, s
o the second year of the COVID-19 pandemic. Staff across the organisation have risen to the challenge and
across traditional diectorate and organisational boundaries to deliver change at pace throughout the year. Many staff
are tired, and our plan takes account of the need for a continued empl staff well-being and support

‘Alongside the many actions we had to take to respond effectively to the COVID-19 pandemic, we also made very g
progress towards delivering the key strategic commitments and deliverables n our 2021/24 Integrated Medium-Term
Plan (IMTP). A ents have included: t an additional 127 FTE staf into the EMS a
doubling of capacity within the Clnical Support Desk including appointment of our first mental health practitioners;
completion ofthe rol out of core 111 serv s, onclusion of the transfer of Non-Emergency Ambulance
Ambulance Care)from Health Boards, making WAST the lead provider of non-emergency

ls; and a complete refresh of our values and behaviours.

This plan is the
ourlong-term st
e the right advice and care, n the right place, every.
what this might mean in practice for a transformed and
fons on our ‘Inverting the Triangle’ ambition well
year's IMTP i the establishment and delivery o e anging,
. d at pace. Similar energy will be needed 10 work with
oming months to identify how the 111 and Ambulance Car
transform to meet these longer-term goals

I addition, our 2022/25 plan s shaped by several other key factors including intellg
patients, staff, and commissioners (including commissioning intentions), a r

we are managing, the opportunities presented by emerging and plans from

partners, and groups across Wales. This year, Welsh Government have published their Six Goals for Urgent and
Emergency Care, and our plan sets out clearly how

e are particulary conscious of the need to take action ptably long waiting
times for an ambulance. The lengthening walts for both Red and Amber categories of patients have led directy to
patient harm, resulting in National Reportable Incidents and this must be addressed sustainably in partnership with
commissioners and health board partners. There are several immediate actions that can be taken, alongside and in
paraliel with the transformative work belng taken forward through our strate

ithin our ‘Gateway to Care’ serices (111 and 999 clinical assessment), our key a
and sustain the core 111 service, now operational across the' by maintaining numbers

call takers and clincia mprove productivity and deliver improved cal
answering and clinical ring back times.

=
AmGEa) P e B





image1.tiff
Ymddiriedolaeth GIG
Gwasanaethau Ambiwlans Cymru

Welsh Ambulance Services
NHS Trust




