
Re: Freedom of Information Request 

1. What was the CCG’s Annual Expenditure on Non-Emergency Patient Transport Services in
the Financial Years April 2013 to March 2014 and April 2014 to March 2015?

PTS Activity & Costs for 2013/2014 (payments were based on a block contract) 

Sitter 1 Sitter 2 Wheelchair Stretcher Escort Total Value £ 

 18,180  6,770   5,189  358   5,243   35,740   524,749 

PTS Activity & Costs for 2014/2015 (payments were based on activity) 

Sitter 1 Sitter 2 Wheelchair Stretcher Escort Total Value £ 

 15,824  5,102   7,108  839   6,924   35,797  528,845 

2. Is non-emergency patient transport currently commissioned by the CCG or the CSU?

Non-emergency patient transport is currently commissioned by Blackpool CCG 

3. How many Journeys were undertaken during the time periods specified above?  Please can
you break the journeys down by type?  E.g. Bariatric ambulance, Taxis with wheel chair etc.

Please see question 1 
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4. What number of the journeys in the same specified time period were procured from off
contract providers?

Not applicable 

5. What type of contract is help with the providers? (I.e. Framework)

NHS standard contract 

6. Who are the appointed contractual providers?

North West Ambulance Services (NWAS) 

7. What are the performance standards they operate under? (e.g. Discharge – 90% of patients
to be collected in 4 hours of ready time. Categories for performance usually being Discharge
from inpatient, Travel Time, Arrival time & Departure time).

Please see appendix 1 

8. For the period April 2014 to March 2015 how did the providers score on the performance
standards.

Please see appendix 1 
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Ref Area Metric Definition
Control 

Threshold
Target Threshold March Apr-14 May June July August September October November December January February March

1
Online booking system 

availability

% availability of online booking system (monitoring interval no more than 15 

minutes and 1 month reporting period)
99% 99.5% 100% 100% 100% 100% 100% 99% 100% 100% 100% 100% 100% 99% 99%

2
Telephone booking system 

availability
% availability of online booking system 99% 99.5% 100% 100% 100% 100% 100% 99% 100% 100% 99% 99% 99% 99% 100%

3 Call Answering
% of calls to Provider answered by a human being or, if outside working hours, an 

automated service
75% 90% 97% 98% 99% 99% 99% 99% 90% 99% 99% 99% 99% 99% 99%

4 Call Answering % of calls to Provider answered by Provider personnel within 20 seconds 75% 80% 76% 88% 85% 88% 85% 81% 82% 85% 82% 86% 81% 81% 81%

25 13 12 10 12 15 18 13 13 10 13 15 17
seconds seconds seconds seconds seconds seconds seconds seconds seconds seconds seconds seconds seconds

6 Eligibility
Application of eligibility 

criteria

Number of bookings for which eligibility evaluated prior to acceptance / total 

number of bookings x 100
98% 100.0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

7 Travel time Travel time Passenger time on vehicle is <60 minutes 80% 90% 92% 92% 93% 92% 92% 92% 91% 93% 91% 92% 92% 93% 93%

8 Early arrival 
% of Treatment Centre arrivals more than 45 minutes prior to outpatient 

appointment
15% 5% 4% 3% 2% 2% 2% 3% 5% 3% 3% 3% 3% 4% 3%

9 On time arrival % of patients arriving within -45 < t < +15 minutes of scheduled appointment time 90% 95% 82% 84% 86% 86% 86% 86% 81% 85% 83% 83% 83% 84% 84%

10 Late arrival % of Treatment Centre arrivals more than 15 mintes after outpatient appointment 15% 5% 14% 15% 13% 13% 14% 13% 16% 14% 16% 15% 16% 14% 15%

11 Timeliness of departure
% of patients collected within 60 minutes of scheduled collection time or patient 

readiness notification
80% 85% 77% 82% 82% 81% 82% 83% 83% 81% 81% 81% 81% 82% 82%

12 Timeliness of departure
% of patients collected within 90 minutes of scheduled collection time or patient 

readiness notification
90% 95% 90% 92% 94% 93% 93% 94% 93% 92% 93% 92% 92% 92% 92%

13 Provider Cancellations Provider Cancellations % of journeys cancelled by the Provider 0.05% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

14 Missed Collection Missed Collection % of non-aborted booked journeys for which no collection is made by the Provider 0.001% 0.0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

15 Breakdowns Slow breakdown resolution
Number of vehicle breakdowns for which no replacement vehicle was available 

within 1 hour
5 0 1 0 0 0 1 2 0 0 1 1 0 0 2

16
Complaint 

acknowledgement
% of complaints acknowledged within 1 working day of complaint 95% 100% 95% 100% 100% 100% 94% 60% 89% 100% 100% 100% 100% 100% 100%

17 Complaint resolution * % of complaints resolved within 40 working days of original complaint 80% 90% 85% 56% 46% 67% 56% 80% 89% 80% 65% 52% 56% 56% - ##

18 Patient Experience Patient Experience
Total % of patients conveyed during the year invited to participate in patient 

experience survey
1% N/A 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1%

19 Misidentification
Misidentification of 

Patients
0 N/A 0 0 0 0 0 0 0 0 0 0 0 0 0

Ref Area Metric Definition
Control 

Threshold
Target Threshold March 4173000.0% May June July August September October November December January February March

22 Travel time travel time Passenger time on vehicle is <40 minutes 85% 90% 71% 69% 72% 69% 69% 74% 71% 74% 70% 75% 74% 75% 74%

23 Early arrival
% of Treatment Centre arrivals more than 30 minutes prior to outpatient 

appointment 
10% 5% 13% 10% 8% 9% 10% 10% 10% 10% 9% 8% 12% 13% 11%

24 On time arrival % of patients arriving within 30 minutes of scheduled appointment time 90% 95% 83% 86% 89% 88% 87% 87% 86% 87% 87% 88% 85% 83% 85%

25 Late arrival % of Treatment Centre arrivals more than 15 minutes after outpatient appointment 15% 5% 8% 7% 7% 9% 8% 7% 9% 8% 8% 8% 8% 9% 8%

26
% of patients collected within 60 minutes of scheduled collection time of Patient 

Readiness Notification
85% 90% 89% 89% 90% 91% 90% 91% 90% 91% 91% 90% 92% 90% 90%

27
% of patients collected within 90 minutes of scheduled collection time or Patient 

Readiness Notification
90% 95% 96% 97% 97% 97% 98% 98% 97% 98% 98% 97% 97% 97% 97%

Arrival (at treatment 

centre)

Arrival (at treatment 

centre)

Collection from 

Treatment Centre

Complaints

Merseyside Quality Standards - General

Merseyside Quality Standards - EPS Activity

Booking Systems

5 1 minute1 minuteAverage length of time taken for Provider personnel to answer inbound calls
Call Handling - Average 

Waiting Time

#

#

* Figures for % complaints resolved within 40 days (17) updated on an ongoing basis.  Bold KPIs represent financial incentive KPIs against Target Threshold




