
Emergency Services Collaboration -
Improving Quality and Safety

Gill Atkey  - Monitoring Services Director – Appello

Kelly Miller - Head of Assistive Technology and Programmes – Sanctuary 365

Paul McCourt - Director of Service Delivery, Prevention, Protection & Emergency Response

Paul Finch – TEC Quality Standards Associate



Conference App
ITEC2019



Background



Former Advisory Group Structure

TEC Quality 
Board

Technical 
Standards 

Advisory Group

Service 
Standards 

Advisory Group

CENELEC

British Standards 
GW/1/12

CEN 431

European Service 
Standards

OFCOM All 
IP Group

FIA
BSIA
AACE
NFCC
NICC

Service Provers



Quality & Improvement Programme Board

A
LL-IP

 Testin
g &

 
Im

p
act A

ssessm
en

t

Service A
vailab

ility
&

 R
eliab

ility 
Stan

d
ard

s

Q
SF &

 A
p

p
licatio

n
 

G
u

id
elin

es 
R

o
ad

m
ap

p
in

g

O
p

eratio
n

al K
P

I 
G

u
id

elin
es 

Em
ergen

cy Services 

Fall D
etectio

n
 

G
u

id
an

ce 

Io
T A

p
p

licatio
n

 
G

u
id

an
ce

Quality Assurance & 
Impartiality Committee

TSA CIC
Board

TEC Quality
Board

Advisory Group and Governance - Proposed Structure

Special Interest Groups (time-bounded)

C
EN

C
EN

ELEC
B

SI

The 
“Engine 
Room”

5

Em
ergen

cy Services 



Why do we need this?

• Right first time approach

• Reduction of unwanted emergency call-outs and un-necessary conveyance

• 4% calls passed to Ambulance Service where no responder in place

• 0.08% of calls passed to Ambulance Services where responder is in place

• Regulation 28 Coroners Reports

• TEC services mentioned in relation to fire deaths and injuries

• Volante case

• Improving two-way communication between services



You can ask questions, or make comments as we go along using the conference app:

• As call monitoring providers what would you like to see in this tool? 

• What are the Measures of Excellence?

• Would you like to be involved in the creation / development?

• What are the challenges in rolling this tool out effectively?

• How do we embed the tool?

• Are you able to share best practice examples?

iOS: https://apps.apple.com/us/app/itec2019/id1482885119?ls=1

Android: https://play.google.com/store/apps/details?id=com.ITEC2019&hl=en_GB

Conference App 

https://apps.apple.com/us/app/itec2019/id1482885119?ls=1
https://play.google.com/store/apps/details?id=com.ITEC2019&hl=en_GB


Fire Triage

Rapid Action Design Consult Embed



Paul McCourt – National Fire Chiefs Council



• Design a Triage Support Tool which can be utilised by TSA members to enhance the quality of emergency 
call handing processes and outcomes

• Work collaboratively with TSA members, TEC Quality, Ambulance Services and Fire and Rescue Services

• Design a suite of supporting guidance information and best practice to support  successful adoption

• Launch the draft tools at the TSA Annual Conference in October 2019 to members for consultation

• Consult with members for feedback and optimise proposals (as appropriate) 

• Principles will incorporate sector best practice 

• Define quality measures to establish the effectiveness of the tool and outcome realisation

• Develop training support tools to enable members to embed the principles within their services

• Incorporate the tool and principles into the Quality Standards Framework

Objectives



Principles

TEC Monitoring Services are not Fire specialists

The role of a TEC Monitoring service is to conduct an initial assessment and coordinate an 
appropriate response n time of need

The guidance in BS8591 to take precedence at all times

If the call handler is in any doubt of the severity / criticality of the situation emergency services 
must be contacted 

Data sharing and consent must compliant with General Data Protection Regulation (GDPR)

Good practices must be in place within each service to ensure data held is up to date and correct

The process must be linked to the QSF with best practice and minimum criteria for auditing



What is in the 
Tool Kit? 

Principles

Process 
Maps

Escalation 
Questioning 
Techniques

Emergency 
call handlers 

checklist

Fire/BS 8591 
Criteria

Manager 
Guidance for 
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Smoke Detector Call – Residential Property



Fire Panel Activation– Residential Property



What Next

Build a 
comprehensive tool to 

roll out nationally

How do we ensure 
that the triage tool is 

at the very core of 
each centre’s call 

handling

What are the 
measures of 
excellence

https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwin4qTsm-zkAhWhzoUKHQGrBIcQjRx6BAgBEAQ&url=https://landerapp.com/blog/12-creative-call-to-action-examples/&psig=AOvVaw12QVd6gGC8js6siOzB9aEt&ust=1569509225598317


Ambulance Triage Toolkit 

Rapid 
Action

Design Consult Embed



Ambulance Control Team Leader to Appello Team Leader 



TEC Monitoring Services are not medical triage specialists

Toolkits must be simple to understand, utilise and embed to ensure they are effective 

TEC monitoring centres are not CQC registered and cannot provide CQC  regulated activity

If the call handler is in any doubt of the severity / criticality of the situation emergency services must be contacted 

Data sharing and consent must compliant with General Data Protection Regulation (GDPR)

Good practices must be in place within each service to ensure data held is up to date and correct

The process must be linked to the QSF with best practice and minimum criteria for auditing

Principles



What is in the 
Tool Kit? 

Principles

Process 
Maps

Escalation 
Questioning 
Techniques

Escalation 
Indicators –
critical and 
non critical

Ambulance 
Criteria

Call Handler 
and 
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Escalation Indicators

Can you tell 
me exactly 
what has 

happened?

Is the persons 
breathing 

abnormal for 
them?

Have they 
been bleeding 
any red blood 
heavily in the 
last 2 hours? 

Is the person 
breathing and 

conscious?

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjlmZ-4muzkAhXwzoUKHRRsDqkQjRx6BAgBEAQ&url=/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=&url=https://plos.figshare.com/articles/_Body_map_/1560864&psig=AOvVaw1_qqxLSeWvmhvdEcpyJzUD&ust=1569508850123363&psig=AOvVaw1_qqxLSeWvmhvdEcpyJzUD&ust=1569508850123363


Call to Action

• Do you want to join the working 
group? 

• Please feedback thoughts – the good, 
bad and ugly!!

• What are our Measures of Excellence

• Best Practice Examples
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Next Steps

• Consult and finalise development of the Triage Tools

• Sign off with NFCC and AACE

• Trial with selected TEC, Ambulance and Fire Services

• Review results

• Impartiality Committee sign-off

• Implement within QSF



Final Questions?


