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1.0 Background

The purpose of this briefing paper is to update Trust Board on the delivery of the
Phone First Service for the Minor Injury Unit (MIU) at the Ulster Hospital launched
on 9 January 2024.

Department of Health (DoH) Review of Urgent and Emergency Care Services
Between 16 March 2022 to 1 July 2022, DoH conducted a Public Consultation on

‘The Review of Urgent and Emergency Care Services’ which identified 3 key
strategic priorities:

1. Creating an Integrated Urgent and Emergency Care service
2. Capacity, Co-ordination and Performance
3. Intermediate Care - a Regionalised Approach

Within these key priority areas, the development of a regional ‘Phone First’ model
with a single number for service users requiring non-emergency urgent care, is
found in Priority 1. Additionally, the No More Silos minimum requirements for an
Integrated Urgent and Emergency Care system outlines the need for a Phone First
service which provides “a single telephone access point, available 24 hours a day,
7 days, with providers having a robust telephony system in place.

Short-term (Winter 2023/24) DoH and Strategic Planning and Performance Group
(SPPG) identified the development of locally managed Phone First Service as an
absolute priority. Longer term the ambition is the development of regional ‘Phone
First’ model with a single regional number as outlined in the Review of Urgent and
Emergency Care Services.

Ards and North Down Urgent and Emergency Care Model

Between 8 February 2023 and 3 May 2023, the Trust engaged in a Public
Consultation process seeking the views of the public in regard to the future model
of Urgent and Emergency Care services within the Ards and North Down area.

Following the 12-week consultation, Trust Board approved a proposal to deliver a
new, 7 days a week Urgent Care Centre, alongside the new Emergency Department
(ED) at the Ulster Hospital. The first stage of this would be the delivery of a
Consultant Led MIU. On 30 August 2023, Peter May, DoH Permanent Secretary,
wrote to the Trust to approve the recommendation made.
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In approving the change a number of conditions were outlined - one of which
outlined the requirement to provide a Phone First service at the Ulster Hospital MIU
to facilitate patient scheduling as soon as practicable.

On 6 September 2023, the MIUs at Ards Community Hospital and Bangor
Community Hospital were relocated to provide a new consolidated, Consultant led
service at the Ulster Hospital Site. The new Emergency Department in the Acute
Services Block opened on the same day, vacating the space for the consolidated
Minor Injury service.

Key Issues

Recognising the regional Phone First direction and the conditions set out by the
Permanent Secretary, a collaborative approach to planning a Phone First service
commenced with input from Belfast Trust & SPPG. This collaborative approach to
planning allowed for a synchronised ‘Go Live’ with Belfast Trust to avoid confusion
for the public and providing a Greater Belfast solution.

Dalriada Urgent Care (DUC) was identified by SPPG as an appropriate provider
due to their experience of delivering a similar service for the Northern Trust.
Utilising DUC also ensured the service could be provided in as timely a manner as
possible and was also achievable within the non-recurrent funding envelope.
Following engagement with DUC, a project team developed a proposed model for
scheduling appointments via Phone First for Ulster Hospital MIU. The model is as
follows:

Patient calls: 02891 510110. When using this number patients will be provided with
3 options:

1. Lagan Valley Hospital Phone First
2. Downe Hospital Phone First
3. Ulster Hospital MIU Phone First

If selecting the option for Downe or Lagan Valley, the patient is transferred directly
to the service as per established models operating on each site. Aware that many
people will have the Downe of LVH Phone First numbers “on the fridge” the Trust
has kept these numbers active. If the patient selects option 3 (Ulster Hospital MIU),
they are transferred directly to Dalriada Urgent Care who triage the call. Following
phone triage patients are advised on the appropriate next steps which include:

e Patient advised to attend the Ulster Hospital MIU (located within the old
Emergency Department at the front of the site) and either:
o booked to see an Enhanced Nurse Practitioner (ENP) via 20 available
scheduled slots or
o Patient advised to proceed for an Unscheduled slot with a Specialty
Doctor.
e Patient referred to own GP
e Advise Patient to go straight to ED (not bookable) or dial 999
e Discharge with self-care advice/community based pharmacy

The model outlined for the Ulster Hospital will operate between 08:00hrs-18:00hrs
Monday-Friday. At weekends, the model is a walk-in service only.
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Resources Implications (inc Organisational, Financial, Human Resources)

Full year effect of the service is £960k. The Trust received non-recurrent funding
for the remainder of 2023/24 of £255k with 2024/25 funding not yet allocated.

Impact on Safety, Quality and Experience (SQE)

Safety, Quality, and Experience are embedded within the Phone First Model.
Consequently, scheduling has only been made available to Minor Injury patients
and not for patients who require Urgent and Emergency Care. This is aimed at
preventing delays for patients with Emergency Care needs. As well as providing a
level of convenience for patients who wish to book, it is hoped this service will help
redirect patients to other appropriate care pathways and support the principles of
‘the right care, right place, first time.’

Activity as of 22.01.24 (inclusive)

Total Calls 392
Redirected- GP/Discharge with advice 118 (30%)
Booked — ENP 107 (27%)
Directed MIU — Unscheduled 67 (17%)
Directed to ED 61 (16%)
Alternative pathway — 999, other phone first, Belfast 39 (10%)

Key Risks and Proposals to Mitigate

e Non-Recurrent Funding - the Project Team is maintaining contact with the
SPPG No More Silos team to plan for the future of this service. The majority
of the associated spend is with the telephony provider thus carries no
recurrent funding risk.

e Ability to Maintain Scheduled Slots - Funding has been provided for 2
Emergency Nurse Practitioners to support the Minor Injury element of this
service. However, recruitment may be challenging due to non-recurrent
nature of funding.

e Increased Emergency Department Attendances - other Trusts in Northern
Ireland and England have experienced an increase in footfall following
Phone First implementation. Activity will be monitored to help avoid any
negative impact.

e Capacity to Meet Demand — Early in the planning phase of this project, the
importance of going live at the same time as Belfast Trust Phone First was
identified. A synchronised Go-Live aimed to ensure the services in either
Trust did not become overwhelmed with demand across Trust boundaries.
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