Northumberland LINk Open meeting
The Maltings, Berwick upon Tweed
12th October 2011
Ray Thompson, Deputy Chair of Northumberland LINk, opened the meeting by welcoming everyone present and by providing an overview of LINk and the work it has been doing.  The focus of this meeting was access to health and social care services, and so speakers from a number of transport providers were in attendance.

The meeting was attended by 33 people, 12 from organisations and 11 members of the public.
Graham Robinson, Operations Manager at Adapt (North East).  Adapt currently provide home to school transport on behalf of Northumberland County Council from their new base in Berwick upon Tweed. They are not in competition with current transport services but are hoping to fill any gaps in transport provision with new services such as Dial-a-Ride within the Berwick and surrounding areas.  Adapt (NE) has many years of experience providing Dial-a-Ride services and has 14 services currently operating from their Hexham base. Some services are funded by Northumberland County Council and others require a small fee (example of one service being of a 26 mile round trip with a charge of £3 return)  All vehicles are accessible and they can provide ad-hoc service for short or medium trips for wheelchair users and those who have difficulties accessing conventional vehicles.

Adapt are also looking to offer their vehicles to all community groups from young and more mature groups for self-drive hire at very competitive rates (from £3 per hour off peak times and 40 pence per mile) with vehicles up to 16 seats. 

Adapt can provide all training for Minibus drivers in addition to training for professional drivers.  More information can be found on the website www.adapt-ne.org.uk or by telephoning 01434 600599.
Q. What is the rural area coverage? 
A. A 15-20 mile circumference.  The bus will be doing the school run and then is available in between for a door to door service for shopping or appointments.

Q. What about the costs of some services? 

A. Some services are subsidised by Northumberland County Council and others require a small fee of £3.00.
Q. Would it be possible to take someone down to Wansbeck?

A. The requirements of that run would have to be looked into.  It would have to be between school runs or during the holidays.
Andrew Davidson, General Manager at North East Equality & Diversity (NEED) Ltd.  NEED has a fleet of twelve, fully accessible minibuses and operates a brokerage scheme using other organisations vehicles for use in the local community. NEED provides ‘door to door’ transport services to user groups and individuals throughout the North East of England and the Border regions which enables them to take part in activities such as shopping and day trips and Dial-a-Ride. They also carry out Home
to School contracts for Northumberland County Council and the North East Ambulance Service and work in partnership with other organisations such as Age UK Northumberland and Northumberland Fire & Rescue Service.
Other services offered by NEED include a comprehensive training package and a free travel planning service for individuals or groups requiring advice on a particular journey.
Membership fees per year are £2.50 for individuals and £12.00 for user groups.  For more information on membership please contact the NEED office on 01665 605780 or www.needltd.co.uk 
NEED also work closely with WRVS Get About Northumberland voluntary car scheme - for more information http://www.wrvs.org.uk/service/1111-getabout-northumberland-community-transport or telephone 0845 600 5885.
Q. What are the sizes of the vehicles that can be hired out? 

A. Fully accessible vehicles up to 16 passenger seats.  An example of the cost is 85p per mile for hire of a bus and £10.00 for the use of a NEED volunteer driver.

NEED does not operate with the intention of making a profit and can provide flexible deals, i.e. hire of bus per day or per week.  There is a minimum fee of £25.00 for hire of a bus which includes the first 20 miles of any journey. All costs are fully inclusive of fuel with no hidden extras.
Gayle White, Customer Care Manager from the North East Ambulance Service (NEAS).  The Customer Care team is one of the main points of contact for people using ambulance services.  The team's role is wide and varied, but their main focus is to:
· reduce abuse of the 999 call system

· minimise cancelled appointments on the PTS service

· act as a customer link to NEAS for general advice

· investigative complaints

· recommend services

· support new business and contracts
The NEAS website is www.neas.nhs.uk/
Q. Is the voluntary ambulance service under threat?

A. Not that I’ve heard. We have over 100 volunteers and it is a very valuable service.
Gayle described the customer care department of NEAS as a little like PALS – if anyone has any queries, they are there to help.  They visit various outpatients departments on a monthly basis to discuss queries and all hospital outpatient departments have information about the service.
Q. If a patient did come to you for help with transport, would you just look at the ambulance service?

A. This is only if the patient meets the eligibility criteria for PTS transport, we may use Community Transport and contracted Taxi services rather than a PTS ambulance, dependant on the patients needs.  

Q. What are the plans for NEAS now that planning for the new hospital in Cramlington has been agreed?
A. The Customer Care Team have had no involvement in that but any information can be cascaded to the LINk.
Q. Can you provide clarification on what the rules might be for carers when visiting hospital, for example living in Berwick and visiting in Wansbeck?
A. We work to the Department of Health eligibility criteria which are based on the medical needs of the patient.  We will transport a carer or escort only if there is a medical need.  Eligibility details are available on the Department of Health website:
http://www.dh.gov.uk/prod_consum_dh/groups/dh_digitalassets/@dh/@en/documents/digitalasset/dh_078372.pdf



Q. What are the procedures for booking an ambulance?

A. There are a variety of ways - one is booking on-line. The hospital can book this and so can GP’s using the NEAS web system.  It can also be done over the telephone.  Contact the Customer Care team to enquire about a PTS booking on 

07973 970994

Q. Are GP’s aware of this service?
A. Yes we present to GP’s and surgeries and recently put together a patient information pack which should be available in all GP surgeries. 

Ray thanked the speakers for the information they provided and invited members of the audience to raise any issues or experiences they have.
One LINk member welcomed the information about accessible transport in Berwick as she has a friend who is a wheelchair user who has had difficulty getting transport from Berwick station.
Action All information and contact details about transport providers will be included in the open meeting report and will be available on Northumberland LINk website
Choose and book – a number of people feel the current system for booking hospital appointments, where a password number is given to the patient from the GP and a choice of hospitals and dates is given, is not working sufficiently.  In some cases, the choose and book options are not suitable and no alternatives are given.  Instead, another GP appointment has to be arranged so a new password can be issued.

Some people have difficulty using the system.  It is usually done over the internet, but some GP’s and reception staff can help if the patient does not have access to a computer.
Katie Pringle from NHS North of Tyne added that if a GP has not given the opportunity to book the hospital appointment at the surgery, then to feed this back to LINk or NHS North of Tyne.
Lack of services for people with mental health problems – there is little provision for people with mental health problems across the whole county.  For Berwick, the nearest hospital is St Georges Park in Northumberland.
Action Northumberland LINk is setting up a mental health task group.  Invites will go out to members to join if they have and interest.
GP Out of Hours Service - Northumberland LINk are currently doing some research about peoples experiences of the GP out of hours service. The LINk has been made aware of a number of problems with the service.   A copy of the questionnaire to be completed can be found on the LINk website. http://www.northumberlandlink.org.uk/2011/10/gp-out-of-hours-research/
Q. Is there a Scottish equivalent of LINk? 

A. Public Partnership Forums have been established in each of Scotland’s Community Health Partnership's to provide a focus for public involvement activities.  More information can be found at: http://www.clinicalgovernance.scot.nhs.uk/section4/Partnershipforums.asp
Hospitals – concerns were raised about the distance from Berwick to the new hospital in Cramlington, and a lack of information about for the Berwick hospital will be finalised.

The LINk has a seat on the Berwick Community Hospital Committee.

Action Northumberland LINk will inform the committee of the lack of information coming out for the general public, and will also pass on any information gained from this meeting to LINk members.
Q. What is happening with the GP commissioning?
A. All the GPs are in discussions on how they are going to allocate services.  Northumberland LINk has a seat on the Clinical Commissioning Board.   A number of GPs have attended LINk open meetings to provide updates – reports from these meetings are available on our website www.northumberlandlink.org.uk
Action LINk members will be kept updated of any information coming out from the Clinical Commissioning Group
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