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Expected to grow by 11% by 
2023 with largest increase 
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We know that our older population, where possible, want to be treated 
at home, so we designed a service where we integrated emergency, 

health and social care services together, providing a one stop 
assessment for patients and acting as one NHS team. It’s really 

rewarding to see this service make a real difference to our local 
community, and feedback from patients and their families has been 

overwhelmingly positive that they can stay and be supported at home. 
It is important to us to make sure our patients are at ease and are cared 

for in the best place for their needs.”
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Alison McGinnes, Consultant Nurse for Frailty, Hampshire Hospitals NHS Foundation Trust



The development of the urgent community frailty response 

service with South Central Ambulance Service

What is unique about the service development? 

• Distilled learning from other ambulance services models 

locally, regionally and nationally

• Team ran a pilot, using QI methodology to continually 

reviewing data to assess impact on the system. The frailty 

car was piloted for 12 weeks across North and Mid 

Hampshire, by Hampshire Hospitals NHS Foundation Trust 

(HHFT) and South Central Ambulance Service (SCAS) in late 

2020/early 2021. 

• Pulled together all the key aspects of other service models 

delivered across the SCAS geography but through the lens 

of frailty.

• Collaboration with ambulance service and acute and 

community trusts to develop an optimal approach
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https://wessexahsn.org.uk/img/projects/Review%20of%20local%20best%20practice%20for%20an%20urgent%20community%20frailty%20response%20service.pdf
https://wessexahsn.org.uk/img/projects/A%20review%20of%20national%20best%20practice%20approaches%20for%20urgent%20community%20frailty%20response%20services.pdf
https://wessexahsn.org.uk/img/projects/Copy%20of%20SCAS%20Falls%20Car%20process%20map%20initial%20version.xlsx
https://wessexahsn.org.uk/img/projects/Frailty%20Team%20Poster%20-%20QI%20conference%202.pdf
https://wessexahsn.org.uk/img/projects/SCAS%20Falls%20and%20Frailty%20SOP%20(4).docx


What does the service deliver?

• A specialist paramedic/nurse or occupational therapist, 

responds to 999/111 calls or directly from SCAS crews 
already on scene provides a holistic frailty approach 
to care

• Calls allocated by;

• Self-dispatch with iNET viewer 

• Clinical Co-ordination Centre (CCC) dispatch 
or via crew referrals.

• The service provides an integrated frailty and falls 
rapid response service model 

• The service continues to be provided from 08:00 –
18:00hrs 7 days a week (excluding Christmas Day) for 
individuals living within the North and Mid Hampshire 
locality. 
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How the service works
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Patient case study

#



Staff feedback

#

“Our front line crews had fed back how 

beneficial it has been to directly refer to the 

frailty and falls vehicle for timely response. The 

key benefit for our specialist practitioners is 

being able to work along side colleagues, 

taking a multidisciplinary approach to care, 

which has increased our own knowledge and 

skills, which has then been transferred to our 

other roles within SCAS.”



Outcomes from the service
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Sharing best practice, scaling up and spread of approach

Late 2020 to April 2022 
Collaboration with Wessex 
AHSN Network to develop 
a toolkit to implement a 
best practice approach
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Development of an urgent 
community frailty response service 
across a system or locality and is 

recommended for review by:

• Strategic leads within ICS and 
CCGs

• Strategic leads and lead 
clinicians in ambulance/urgent 

community response service 
providers e.g. integrated frailty 

services

Distilling experiences and 
learning from:

South Central Ambulance 
Service, the operational 
paramedic leads and 

consultant nurse frailty at 
Hampshire Hospitals 

Foundation Trust

North and Mid Hampshire 
Primary Care Network

The toolkit aims to:
•Standardise an urgent community frailty response approach
•Provide example of best practice approaches
•Provide strategic and operational tools to help develop services by collating resources into one easy, 
accessible resource
•Provide real life insight and lessons learnt for SCAS’ pilot, distilled into best practice checklists.

https://wessexahsn.org.uk/img/projects/2.%20Commissioner%20implementation%20pack%20FINAL.pdf
https://wessexahsn.org.uk/img/projects/3.%20Implementation%20toolkit%20for%20ambulance%20and%20provider%20services.pdf


Development of an urgent community frailty response toolkit
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Supporting providers and commissioners in 

implementing a best practice approach

https://wessexahsn.org.uk/projects/437/urgent-community-frailty-response-service-toolkit
https://wessexahsn.org.uk/img/projects/A%20review%20of%20national%20best%20practice%20approaches%20for%20urgent%20community%20frailty%20response%20services.pdf
https://wessexahsn.org.uk/img/projects/2.%20Commissioner%20implementation%20pack%20FINAL.pdf
https://wessexahsn.org.uk/img/projects/3.%20Implementation%20toolkit%20for%20ambulance%20and%20provider%20services.pdf
https://wessexahsn.org.uk/img/projects/4.%20Data.pdf
https://wessexahsn.org.uk/projects/437/urgent-community-frailty-response-service-toolkit


How to use the interactive tools
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Step by step guides 

navigable via links

Ability to check off 

progress and 

download a local 

copy

Links to best practice examples and templates on 
AHSN website

Downloadable resources and templates for local use to 

aid discussions



“This toolkit is a comprehensive framework to ensure 
quality planning and implementation of an integrated 
frailty service, which meets the needs of the service 
user, implementing organisation and stakeholders. 

This toolkit should be used as a best practice guide for 
ambulance, primary and secondary care services, 

when considering the planning and implementation of 
such models.” 
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Alison McGinnes, Consultant Nurse for Frailty, Hampshire Hospitals NHS Foundation Trust



What we learnt
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What next?
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Consideration of approach as a 
commissioning blueprint across 

whole SCAS geography and 
wider?

Further spread and adoption 
activities via local, regional and 
national for a to raise awareness 

of the toolkit, capturing case 
studies and feedback?

The service model developed 
provides a truly integrated system 

approach it

• Reduces silo’d working

• Enables and empowers staff to 
provide truly holistic approach

• Improves staff morale across all 
settings

• Supports delivery of the Long 
Term plan and national 

emergency care agenda

• The toolkit provides an easy to 
use scalable approach for 

systems to consider
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