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133 Molesworth Street
PO Box 5013
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T +64 4 496 2000


Emergency ambulance service reportable events
April to June 2017

About this document
[bookmark: _GoBack]This document summarises all emergency ambulance service reportable events where the investigation was completed this quarter.
Patient and other identifiable information have been removed to preserve patient confidentiality.
Encouraging a culture of safety
Emergency ambulance providers encourage their staff to report and log these events. Lessons are learnt and actions are implemented to prevent the event occurring again. The reports contribute to a culture of safety, transparency and continuous improvement.
For more information 
More information about adverse events can be found by visiting the Health Quality and Safety Commission website.
For more information about specific events contact the service provider directly – their contact details can be found on the Wellington Free Ambulance and St John websites.
Reportable events for this period
· 5 reportable event investigations were closed this quarter.
· 3 reportable event investigations remain open as at the end of the quarter.




Clinical management
	Provider
	Summary of event
	Root causes
	Recommendations
	Actions taken

	St John 
2750SJA2016
	There was a delay in the attending ambulance crew member requesting support of higher qualified staff for a patient with urgent needs.
	The ambulance crew member did not recognise the severity of the patient’s condition.
The clinical support desk in the communications centre did not advise a higher level of care was appropriate, despite being provided relevant information.
	Provide the ambulance crew member coaching and support to improve their skills and knowledge relevant to this case.
Manager to debrief this incident with the clinical support desk staff member involved.
	Coaching and support provided.
Debrief enacted.


Communications centres
	Provider
	Summary of event
	Root causes      
	Recommendations
	Actions taken

	Wellington Free Ambulance
QRMS 1325
	The incident was incorrectly prioritised, which delayed the arrival of an ambulance crew.
	The call handler for the first 111 call selected the wrong option in the dispatch system, which may have resulted in the patient’s condition being recognised earlier. 
The call handler for the second 111 call did not re-triage the incident’s priority based on new information provided.
	Review the incident with the call handlers involved for their learning and development.
	Incident reviews completed.

	St John 
REP1442
	The address of a 111 call was unable to be verified, which delayed the arrival of responding ambulances to a patient with urgent needs.
	The call handler misheard the address and suburb provided by the caller.
The call handler was new and did not follow the standard operating procedure for verifying an address.
	Provide the call handler with additional training and coaching regarding correct procedure for address verification.
	Additional coaching has been provided to the call handler.

	St John
REP1862
	There were multiple address verification errors, which delayed the arrival of the responding ambulance to a patient with urgent needs.
	The initial call handler entered an incorrect town into the dispatch system.
While correcting the address, the team leader entered an incorrect city into the dispatch system.
The second call handler did not notice the discrepancy in the street number.
	Provide coaching to the call handlers involved.
	Coaching enacted.


Technology
	Provider
	Summary of event
	Root causes
	Recommendations
	Actions taken

	St John
REP1034
	There was an outage of core information and communications technology across an emergency ambulance communications centre.
	The outage resulted from a technical fault within the external provider’s infrastructure.
	The external provider will replace a switch interface board.
	Switch interface board replaced.


End

Total closed reportable events:
5


Clinical management:
1


Communications centres:
3


Technology:
1
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