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EEAST AOC Coronavirus Bulletin – 4th April 2020 
 
This bulletin provides an update on the latest information and actions needed in AOC in relation to 
Coronavirus (COVID-19).  As you know, the position in the UK continues to develop with the latest stay at 
home instructions focussing on staying at home in order to protect the NHS and save lives. In practical 
terms for most NHS staff, this will mean continuing to come to work as a critical service, although we are 
developing remote working in some areas such as ECAT. This will be prioritised for those in self isolation 
who can continue to work. The following provides some further guidance on other areas we have recently 
had questions on, noting the guidance for control rooms is unchanged from our previous bulletin: 

• Access into all areas of AOC (including PTS control and CallEEAST) remains restricted to essential 
staff only.  

• You must not come into work if you or anyone in your household are in a period of isolation (which may 
be 7 or 14 days dependant if you have symptoms or not). You must not come to work if you have a high 
temperature or a new, continuous cough. We will check on entry to AOC and ask you to return home 
immediately if you have a high temperature.  

• Specifically, in relation to social distancing, staff should maintain a distance of one metre during 
conversations. This means that activities such as mentoring can continue, but you should maintain this 
distance if possible and ideally be situated alongside and not directly in front of the person you are 
mentoring. We are currently investigating the feasibility of additional screening between workstations 
and/or those mentoring. Workstation cleaning should be considered more frequently if this requires two 
people operating equipment and close attention should be paid to handwashing. Two metres should be 
adopted where possible in communal rest areas and we are currently reviewing how we can expand 
those facilities for AOC teams.  

• In line with the guidance for leaving the house for very limited purposes, you should not leave the AOC 
site for purchase of food given the national position that this should be as infrequent as possible. Please 
bring any food you require with you for the shift. The only exception on leaving the AOC site should now 
be an urgent situation, such as if someone requires medication.  

We are taking a number of measures to increase our business continuity over the next few weeks given the 
expected significant rises in demand we may see in the ambulance service. To put this on context we are 
working to a position of doubling our capacity we would normally plan for on a New Year’s Eve night. We 
have been working on these as a team over the past few weeks and they include: 

• Introduction of a new Emergency Call Handler Module (ECHM) on CAD. This enables us to train a 
number of staff in this module in a shorter period than via MPDS. The ECHM does not use MPDS (i.e. 
ProQa) but essentially mirrors some of the principles. It is designed to quickly identify category 1 calls, 
identify some category 2 calls and then efficiently gather pertinent information for follow up clinical 
review. The Academy are supportive of this given the extraordinary circumstances that we are in with 
the understanding that these staff will subsequently be trained in the use of MPDS to fully triage calls. 
The plan is therefore to have these staff available immediately, whilst then converting them to full MPDS 
call handlers. 

• We have initiated a very ambitious training programme for over 200 call handlers and estates are 
working with IT on creating space for additional workstations in parallel. 

• We have some additional training for dispatchers and are also finalising a dispatch assistant role to 
provide further support over this time.  

• We are increasing clinical capacity in ECAT by bringing in over 100 staff (both clinical and non-clinical) 
and will be adopting new processes – we will communicate further on these as they are approved. Areas 
include welfare support, use of wider clinical staff to discharge falls and triage patients and increase of 
processes such as ESOP 48.  

• Protocol 36 is now being implemented nationally and this will change some triage and dispatch 
processes as it escalates up various levels. Further information will be following over the next few days.  

• We have moved to 7 day on duty working for senior managers in AOC and across the organisation. 
 
Finally, as we bring in more staff, we still need whatever support you can offer in terms of additional shifts 
at the times we are under most pressure. We will also need your help to support these new staff as they join 
and develop experience. Please let us know if you can provide additional hours so that we can provide the 
best cover we can over the next few weeks. Many thanks for all your hard work, commitment to our patients 
and support for your colleagues as we work through this together.  
 
Gary Morgan, Deputy Chief Operating Officer 

https://ntk.eastamb.nhs.uk/news/up-to-date-guidance-on-covid-19.htm
http://east24/coronavirus.htm
https://www.gov.uk/government/publications/full-guidance-on-staying-at-home-and-away-from-others

