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Per Year Approx = 4280

per month 357

46% of  a l l  re ferra ls

Per Year Approx = 2438

per month = 203

26% of  a l l  re ferra ls

Per Year Approx = 1511

per month = 125

16% of  a l l  re ferra ls

Per Year Approx = 569

per month = 47

6% of  a l l  re ferrals

Per Year Approx = 545

per month = 45

6% of  a l l  re ferrals

The majori ty  of  whee lcha ir  users  are  sat is f ied  wi th the 

service .   Over 70% then rece ived  the ir  wheelchairs  

wi thin three  weeks .   Some peop le  wi th comple x  needs  

exper ienced longer waits .  The  approach to  service  

del ivery  was not  uni form across Wales .   



The Partnership  Board  has  been estab l ished and 3 

meet ings  have  so  far  taken p lace .  The  Board 

membership  ref lects  the range o f  ind iv idua l s  and 

organisat ions  involved in serv ice  del ivery  and use .  The 

development  o f  a  serv ice  spec i f icat ion and robust  key  

performance  ind icators,  to  support  performance 

improvement ,  are  speci f ied  in the  Terms of  Reference  

and reported  to  each Board meet ing .  Pr ior  to  the 

estab l ishment  of  the  Board,  work  was  undertaken in 

conjunct ion wi th HCW,  serv ice  user representat ives  and 

managers to  agree  the  serv ice  spec i f i cat ion and 

e l ig ib i l i ty  cr i teria .   



Work led by  NLIAH and DSU in conjunct ion wi th service 

users  and representat ives  as  we l l  as  a  broad range of  

c l in ical  re ferrers  have  over the  last  18 months 

developed serv ice  prior i t i es  which are  be ing monitored 

on a  60 day  cycle .  These  object ives  have  been adopted 

in both the  North and South serv ices  to  ensure  equity  

o f  service  improvement  across Wales .  

These inc lude  report ing  Referra l  to  Treatment  

Guide l ines  (RTT),  capaci ty  and demand assessment ,  a  

new referra l  form  and new and more  e ff i c ient  way s o f  

work ing.  

A range o f  in i t iat ives  have  taken place  wi th more 

p lanned for  the future .  Current ly  ALAS senior  c l inical  

staf f  meet  wi th Al l  Wales profess ional  groups  to  he lp  us  

gain a  greater understanding o f  their  needs .  This  

inc ludes  paediatric  Occupat iona l  and Physiotherapy  

managers,  T issue  V iabi l i ty  nurses,  Dist r ict  Nurse  

managers .  Training for  referrers i s  de l ivered  to  a  range 

o f  d isc ip l ines  and students  across  Wales –  over 1000 to  

date .  Jo int  c l in ics  wi th paed iatr ic  therapists  are 

organised  in Cardi f f ,  Brecon and other centres .  The  

number and range o f  venues  for  communi ty  c l in ics  has 

been increased.   

Band 6 occupat ional  therapists  rotate  into  the  service 

for  year long secondments  which t rains  them to  a  high 

level  of  expert ise .   

The  Cardi f f  serv ice  has  c lear l ines of  respons ib i l i ty  to  

the  Execut ive  Board o f  Directors  in Card i ff  and Vale  UHB 



with d irect  l ine  management  to  the  Exec ut ive  Director  o f  

Therapies  and Health Sc iences .  Serv ice  de l ivery  for  a l l  

specia l i t ies  is  reported  v ia monthly  meet ings wi th W elsh 

Health Spec ia l is t  Services  Committee (WHSSC)  and 

quarterly  meet ings  wi th the Partnership  Board.  Every  

specia l is t  profess iona l  sect ion has  a  c l in ical/technical  

or  engineering lead.   



Qual i ty  indicators  have  been agreed and are  reported  to  

the Partnership Board . These come under the  headings 

o f  

  

  Provis ion o f  service informat ion to  a l l  users  

  A qual i ty  service  

1  Staff  qua l i f i cat ions and CPD  

2  Assessment  

3  Del ivery  and maintenance  

4  User feedback  

  Care  pathway  

 

Key  performance  ind icators l ink to  the  Nat ional  Service 

Framework  for  Chi ldren,  wait ing  t imes  for  del ivery  of  

equipment  and  Referra l  to  Treatment  Guide l ines (RTT)  etc 

When the  or ig ina l  review was undertaken our percentage 

compl iance  for  the  de l ivery  o f  standard cha irs  within 21 

days was 70%. This  now stand at  95% compl iance  for  

del ivery  within 5 days .    

Work  begun as a  p i lot  scheme in which “ Rea Ass ist”  

cha irs  are provided for  spina l/head injury  pat ients  in 

ITU in i t ia l ly  in Card i ff  and now ro l led  out  to  inc lude  

Swansea has  saved hundreds  o f  bed days by  prov id ing a 

specia l is t  chair  wi thin 48hours .  The  pat ients  are ab le  to  

s i t  out  earl ier  ,  improving posture,  access  to  physio  and 

rehabi l i tat ion.  

See  response  to  recommendat ion number 5 .  NL IAH and 

DSU have  been support ing  ALAS to  ensure  wai t ing  t imes 

are  measured in accordance wi th Referral  to  Treatment  

process  measures .   DSU are  conduct ing  assessments  in 

both centres  to  ensure  this  i s  in p lace  and have 

supported the  serv ice  in implement ing a  capac ity  and 

demand rev iew for  c l in ica l  intervent ions .  This  model  wi l l  

now be ro l led  out  across a l l  serv ices .  



A comprehensive  assessment  has been undertaken in 

conjunct ion wi th NL IAH and DSU t o  ensure  compl iance .  

The  technical  team at  Card if f  have  further developed 

the  BEST(Br inging Equipment  Serv ices  Together)  IT  

sy stem to  ensure  we are  compl iant  with and report ing to  

NSF  standards .  We are  current ly  in shadow format  but  

wi l l  go  l i ve  on 1
s t

 Apr i l

The  service  has worked c lose ly  wi th NL IAH to  improve  

communicat ion wi th service  users .  This  wi l l  be  taken 

forward in a number o f  ways .  

As  part  o f  the 60 Day  Review process,  a  Wales -wide 

Serv ice  User Engagement  Work  st ream has  been 

estab l ished wi th three  years funding from Welsh 

Government .  The  work ing group cons ist ing  o f  ALAS ,  a 

communi ty  therapist  and service  user members  wi th the  

express remit  to :  

 

1 .  Ident i fy  ef fect ive  ways  to  capture  serv ice  users ’  v iews  

and exper iences  

2 .  Act ive ly  gather a  base l ine  o f  the  v iews and 

exper iences  o f  users  us ing both quant i tat ive  and 

qual i tat ive  means  

3 .  Prepare  & implement  a  three year serv ice user  

engagement  st rategy  us ing the basel ine informat ion 

gathered,  to  target  cont inuous  improvement  in serv ice  

user engagement  

 

4 .  Fo l lowing a  compet i t ive  tendering process  an externa l  

consul tancy ,  the  “Kafka Br igade”  were  appointed  to  

support  the workgroup in deve lop ing an in -depth 

understanding of  the  user experience during year one 

o f  the  st rategy . In part ,  the a im of  this  process was  

a lso  to  begin creat ing  a  cohort  o f  service  users  and 

staf f  who wi l l  go  on to  co -des ign future  serv ices 

during the  second year us ing an Exper ience  Based Co -

Design (EBCD)  advocated  by  the  K ings  Fund .  The 

f indings  wi l l  a l so  inform a feedba ck  system which wi l l  



be an ongo ing source  o f  ins ight  for  ALAS. I t  is  a lso  

ant ic ipated  that  this  comprehens ive  base l ine work  

wi th ALAS serv ice  users  wi l l  begin a  d ia logue whereby  

the  service  can bet ter  understand how user s  prefer  to  

be informed of  developme nts  within the  serv ice .   

 

As  we l l  as  this  we have  informat ion screens at  the 

Card i ff  Centre  that  are  regular ly  updated wi th service  

user informat ion,  each c l in ic  has  user quest ionnaires 

ava i lable  for feedback as we l l  as  the ALAS webs i te .  

 

Card i ff  has  a lso prepared an over v iew of  the  serv ice we  

prov ide in layman’s  terms which descr ibes what  a 

service  user can expect  from us  when they  are  referred 

to  the  service .  This  i s  in f ina l  draft  and wi l l  be  put  on 

the web s i te .  

Under the  rules  o f  RTT we are  ob l iged  to  contact  every  

service  user to  conf i rm they  are  happy  to  accept  th e 

appo intment  we o f fer  them . Appointment  t imes  and 

venues  are  agreed by  te lephone unless we are  unable to  

make contact  at  which po int  we would  wri te  to  the  c l ient  

and or the  referrer .  To  ensure  we are  compl iant  

appo intments  are  current ly  be ing made wi thin 3  weeks 

o f  re ferral  to  ensure  the  appo intment  for  assessment  i s  

wi thin 6 weeks of  referral .  

Writ ten informat ion is  current ly  be ing reviewed in 

read iness to  t rans late into  Welsh.   

The  service  has met  wi th Br i t ish Red Cross  (BRC)  to  

rev iew c loser work ing opportun it ies .  We have  prov ided 

whee lcha ir  assessment  t ra ining for  their  staf f ,  and both 

agenc ies  co l lect  and return equipment  for  each other.  

Data  protect ion i ssues  prevent  us  from giv ing  personal  

c l ient  informat ion to  BRC.  I t  should  be  noted  that  for 

complex  users  an inter im so lut ion may  not  be  sui table  



and i f  an inappropriate seat ing system is  provided,  long 

term harm could  be caused.   

 

South Wales  ALAS has  deve loped drop- in c l in ics  at  the 

Card i ff  depot  to  improve  c l ients ’  access  to  t imely  

assessment  and repa irs .  We have  a lso  appointed a 

del ivery  dr iver  and a  f i t ter  in West  Wales  which both 

reduces  t rave l  t ime and costs  for  the  service  and a lso 

makes  the service  more avai lable  to  the  c l i ents  in that  

area.  The  serv ice  prov ides  a  365 day  emergency  ca l l  out  

service  and al l  urgent  cal l s  are v is i t ed wi thin 24 hours .  

Where  poss ib le  i f  a  repair  cannot  be  undertaken 

immediate ly  every  e f fort  is  made to  provide  a  temporary  

so lut ion for  those  service  users  who are  dependent  on 

their  whee lchair .  

NL IAH has  supported  the  serv ice  in conduct ing  a 

capacity  and demand analy s is  which in South Wales  has 

ident i f i ed  a  number o f  service improvements .  An 

addit ional  13% of  c l in ical  t ime  has  been re leased by  the  

appo intment  of  a  band 2 administ rator for both the 

c l in ical  and technica l  teams. We have  increased sate l l i te  

c l in ics ;  int roduced one -stop  c l inics  and weekend c l in ics  

and as a resul t  we  have  reduced wait ing  t imes for  

assessments  for  paediatr ics  to  a  maximum of  6  weeks 

(32 weeks  at  Apri l  2011)  and adul t  wai t ing  t imes  for 

assessments  to  a  maximum of  16 weeks (  44 weeks  in 

Apri l  2011) .   Work  i s  be ing undertaken to  i ntroduce  an 

o f f  l ine  work ing system which wi l l  enable  staf f  to  review 

and input  data o f f  s i te  and re lease even more c l in ica l  

t ime.   

Work  i s  underway  to  st rengthen re lat ionships  wi th 

chi ldren’s  chari ty  groups  on jo int  t ra ining for  chi ldren.  



BRS for  co l lec t ion o f  equipment  and t ra ining o f  their  

staf f ,  Jo int  c l in ics  are  held in conjunct ion wi th 

paed iatr ic  therapists ,  meet ing a l l  Wales  profess iona l  

groups  l ike  paed iatric  Occupat ional  Therapy  and 

Physiotherapy  managers  and Dist ric t  Nurses  and T issue  

V iab i l i ty  nurses .  

A great  dea l  o f  preparatory  work  has  been undertaken 

wi th regard  to  the  referral  form and jo int  meet ings  are 

being fac i l i tated  by  NLIAH to  complete  this  work .  At  

present  on l ine  referrals  are  l imited  because  health is  

able  to  only  shared pat ient  ident i f i able  data  between 

NHS establ ishments .  

 

Within the  NLIAH 60 day  review process  a  Referra ls  work  

st ream has  been establ ished to  review the  referral  

process  wi th the a im of  deve loping an improved referral  

form which i s  consistent  across  both the  South and 

North Wales Serv ices .  

 Fo l lowing an audit  o f  re ferra ls  to  South Wales  rev iewing 

12 months o f  re ferra l  data,  5 .6% of  a l l  re ferra ls  were  

returned to  the referrer as  incomplete,  wi th a further 

22% of  these being returned a  second t ime. The  audi t  

a lso  ident i f i ed  the  common reasons  why  referrals  were 

returned,  one  of  which be ing  the  qual i ty  o f  the  c l i ents  

measurements  g iven. As  a  resul t ,  the  redesigned form 

seeks to  c lar i fy  the  expected  measurement  standards 

and an exp lanatory  DVD has  been produced for  

re ferrers  by  the Al l  Wales  Trainer.  The  DVD is  current ly  

being t r ia l led  by  c l i n ic ians  in the  communi ty  to  ensure  

i t  is  f i t  for  i t ’s  purpose .    

 

A f ina l  workshop to  agree  a  rev ised  referral  form for 

p i lot ing  is  current ly  be ing arranged and is  ant ic ipated 

to  take  p lace  in March 2012. At  this  meet ing,  Soft  

Opt ions,  the BEST IT  sy stem developers,  wi l l  be 

showcas ing the latest  developments  in e lectronic 

re ferrals  to  d iscuss  how this  could  be  developed in 

future  wi thin ALAS.  



S ince  the  Rev iew,  the  South Wales  ALAC has 

sy stemat ical ly  reduced paediatric  and adul t  wait ing 

t imes  for  assessment .  The  current  posi t ion i s  a  6  week 

wai t  for  paed iatrics  (32 weeks in Apri l  2011)  and 16 

weeks  for  adul t s  (44 weeks  in Apri l  2011) .  This  has  been 

achieved because  o f  a  range o f  improvements  which 

inc lude :  

  Improvements  in the l inks  between the BEST IT 

sy stem and the  ORACLE procurement  sy stem has 

reduced dupl icat ion and enabled  faster 

order ing.  

  Deve lopments  in the  BEST IT sy stem which 

faci l i tate  a more ef f i c ient  note keep ing system.  

  Appointment  o f  admin support  s taff  for  the 

c l in ical  and technica l  teams which has  freed 

them to under take  more complex dut ies .   

  Al l  re ferra ls  are  t r iaged wi th in 24 hours  o f  

rece ipt .  

 

With this  l eve l  o f  cont inuous  improvement  the need for 

t ra ining communi ty  therap ists  in South Wales to  

undertake Level  3  assessments is  therefore  no  longer 

required .  

The  service  would  be  unable  to  support  the  knowledge,  

sk i l ls  and expert i se  o f  communi ty  staf f  based on other 

s i tes .  There  i s  a  range o f  160 seat ing  so lut ions  +  

accessor ies  and referrers  must  mainta in comprehens ive 

product  knowledge to  be  ab le  to  safe ly  prescr ibe .  As  

we l l  as  this  the  c l in ic ian must  be  ab le  to  retain cont act  

wi th the  c l ient  in case  prob lems ar ise  and have access 

to  the BEST IT system which ho lds  the pat ient  record .  

 

The  service  has  year long rotat ional  band 6 posts  which 

enable occupat ional  therapists  from other serv ices to  

gain a high level  o f  expert ise  i n assessment  and f i t t ing 

for  postura l  and mobi l i ty  issues .  This  sk i l l  i s  then taken 

back  out  to  other areas  and improves  the  qual i ty  of  

re ferrals  and al lows us  to  prescr ibe  st raight  from the 

referral .  

“ Trusted  assessors”  work  in conjunct ion wi th the servic e 

in set t ings where  c l ients  have  a high level  o f  postura l  

prob lems. These c l in ic ia ns  have an adequate  knowledge 

o f  a  spec i f i c  range o f  chairs  to  be  able  to  make 

recommendat ions  d irect ly  into  the  serv ice .    

.   

The  a l l  Wales  t ra ining manager has  t rained over  1,000 

nurses  and therapists  to  leve l  1 standard over the  past  

2  years .  

 



NLIAH has  a lso supported  the  Card i ff  based al l  Wales  

t ra ining manager  in the  deve lopment  of  a  DVD. This  

DVD resource  i s  intended to  support  the  t ra ining o f  

re ferrers  by  provid ing c lear,  expl i c i t  instruct ions on 

what  measurements  are  required  and how these  should  

be  undertaken. Inaccurate  or  incomplete  measurements 

are  the major reasons  why  referra ls  are  delayed .  I t  is  

ant ic ipated  that  there  wi l l  be  a  reduct ion in the number 

o f  incomple te  or inaccurate  measurements  lead ing to  a 

quicker d ispatch o f  equipment .  I t  is  essent ia l  for  c l i ent  

safety  to  have  accurate  measurements .  For those serv ice 

users  who requi re  further assessment  the  improvements 

in the  accuracy  o f  this  in i t ia l  informat ion w i l l  reduce  

delays .  

Loca l  agreements  are  be ing developed,  for  example  wi th 

chi ldren’s  chari t ies  both to  provide  t ra ining for  chi ldren 

and in jo int  funding for equipment .  

Further work  must  be  undertaken to  ensure  that  where  

ALAS costs  are increased due  to  the  s ize  o f  counc i l  

accommodat ion jo int  funding should  be  arranged ,  a lso  

in the  case  of  educat ion where  jo int  funding could  

reduce  overa l l  costs .  This  wi l l  be raised  in re lat ion to  

d iscuss ion in the Partnership Board  

The service  o ffers  a  wide  range o f  cha irs  and 

accessor ies .  Our c l in ical  and technical  staf f  are  a l l  

t ra ined to  ensure  that  they  have  a  high leve l  o f  

knowledge  to  assess,  f i t ,  mainta in and repa ir  the  

equipment .  There  are  current ly  160 cha irs  in the  range,  

we ho ld  over 200 commonly  used parts  in stock and can 

access other parts  in a t imely  fashion.  

 We do not  have  the  product  knowledge and could  not  

ho ld  the  part s  for  the  ful l  range of  chairs  ava i lab le  on 

the  market .  I f  we  undertook  this  ro le  we would  not  be 

able  to  guarantee  the  safety  o f  the  c l ient  or  their 



equipment .  We would  not  be  ab le  to  purchase at  the 

pr ices we have negot iated for the current  range.  

  

The  serv ice  i s  in agreement  wi th this  and wi l l  pursue  the  

potent ia l  v ia  the Partnership Board.   

This  work  has  been led  by  North Wales  but  supplemented 

by  meet ings  held  local ly .  Assessment  t ra ining has  been 

prov ided for Br i t i sh Red Cross staf f  

As  we l l  as  the  work  undertaken at  nat ional  leve l  the 

service  has  met  wi th Br i t i sh Red Cross (BRC)  to  review 

c loser working opportuni t ies .  We have  prov ided 

whee lcha ir  assessment  t ra ining for  their  staf f ,  and both 

agenc ies  co l lect  and return equipment  for  each other.  

Data  protect ion i ssues  prevent  us  from giv ing  personal  

c l ient  informat ion to  BRC  

 

 

South Wales  ALAS brought  the approved repa irer  serv ice 

in house  in February  2010. Improvements  in service 

have been implemented s ince then which inc lude :  

 

  Cl ients  are  ab le  to  drop into  the  depot  for  repairs  –

feedback from cl ients  i s  very  posi t ive .  



  One stop  c l in ics  are  held  at  the  depot  where 

sui table  c l ients  are  assessed and i ssued wi th 

equipment  on the  same day .  

  Weekend c l in ics  are he ld at  the depot .  

  Standard chairs  –  previous ly  70% de l ivered  in 21 

days,  now 95% within 5 days . 

  Rehab i l i tat ion eng ineering i s  about  to  be 

accommodated on the  same s i te  as  the  whee lcha ir  

service  which wi l l  improve c l in ical  pathways,  

prov ide  improved career pathways and faci l i tate  

c loser working.  

  A del ivery  dr iver  and a  f i t ter  have  been employed 

and based in West  Wales,  improving the  serv ice  to  

c l ients  in that  area.  

  Al l  outstanding repa irs  are  wai t ing  del ivery  of  

equipment  to  the  depot

Serv ice  user representat ives  were  ful ly  involved  in the 

process  to  se lect  the  new range o f  whee lcha irs  in the 

contract  that  wi l l  commence on 1/4/2012 and wi l l  run 

for  3  years .  The  Card if f  Rehabi l i tat ion Engineer ing 

department  has a  user group  cha ired  by  one  o f  t heir 

c l ients  who is  a lso  a member of  the Partnership Board.  

The  service  user engagement  work  st ream (see 

recommendat ion 8)  consul tat ion undertaken in 

partnership  wi th the  “Kafka Br igade”  wi l l  a lso  gather 

any  service user exper iences  re levant  to  this  

recommendat ion.   

 

 

Regular rev iews are  in p lace  for  Rehabi l i tat ion 

Eng ineer ing  Unit  service users,  because  o f  the 

complexi ty  o f  the ir  c l ient ’ s  condit ions .  Chi ldren are 

rev iewed twice a year,  adul t s  once a year.  

In South Wales  ALAS is  of fering the  parent  /carer and 

the  referring  therap ist  the opportuni ty  to  br ing  chi ld ren 

for  rev iew once  a  year Feedback  from paediatric  

therapists  i s  very  posi t ive  



Funding has  been a l located  to  support  t ra ining o f  

service  users,  in part icular certain Paed iatric  c l ients .  

A tender i s  be ing drafted  in conjunct ion wi th  NL IAH to  

prov ide this  t ra ining across  Wales .  

Card i ff  ALAS staf f  are  being t ra ined to  prov ide  weekend 

t ra ining for  chi ldren at  the  whee lchair  depot .  This  is  on 

a vo luntary  basis .  

 


