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MEMORANDUM OF UNDERSTANDING 
SOUTH EAST COAST AMBULANCE SERVICE NHS FOUNDATION TRUST
AND
[INSERT ASSOCIATED CARE HOME HERE]
Dated [Insert Date Here]
This MOU sets out the responsibilities and accountabilities of the parties; South East Coast Ambulance Service NHS Foundation Trust (SECAmb) and [Insert Associated Care Home here]
This MoU is subject to review within one year of the date agreed ([Insert Review Date Here]) and copies will be held by SECAmb, [Insert Associated Care Home here] and the Commissioner.
1.0 [bookmark: a620882]BACKGROUND
1.1. NHS 111 is undergoing transformation to provide an enhanced offer as part of a renewed 111 contract and service specification for NHS 111 Integrated Urgent Care (IUC) in Sussex & Kent. Patients calling NHS 111 who need clinical input will now be transferred to a relevant Clinical Assessment Service (CAS) and will speak directly to a clinician who will seek to complete the call there and then if appropriate without the need to transfer the patients elsewhere.

1.2. The nationally recognised Starline (*6) system enables care homes to receive fast tracked access to the CAS.

2.0 AIMS

2.1. The parties have agreed to collaborate for the purpose of delivering enhanced service to care home patients.

2.2. The approach to joint working, and the responsibilities of the parties are detailed within the following documentation;

2.2.1. MOU outlining the responsibilities of the parties
2.2.2. Kent Medway & Sussex 111 Starline Star 6 to Care Homes Operational Model

2.3. The parties have agreed to work together to give priority access to clinical advice via NHS 111 to staff working in care homes.

2.4. The parties agree to facilitate Starline access to strengthen clinical support to staff in care homes, including on-site assessment where appropriate.

2.5. The parties will work together in a cooperative manner and agree to act in good faith and in an honest and transparent manner at all times in relation to each other. 

2.6. The parties agree that Starline access will reduce the number of calls to 999 and visits to local emergency departments where appropriate improve clinical pathways for the frail and elderly.

2.7. The purpose of the Starline is to support urgent care requirements. The service does not intend to replace existing primary care services, such as the patient’s own GP.

2.8. The Starline (*6) service provision is reliant on the commitment and support of the parties.

2.9. The process flow for the service is articulated below:



3.0	RESPONSIBILITIES OF THE PARTIES 
3.1	SECAmb will provide:
3.1.1 NHS 111 Integrated Urgent Care Service Advisors and Health Advisors trained in the Starline operational process and responsible for collecting details and confirming Starline criteria are met. 
3.1.2 Telephony to connect the NHSE/NHSI platform to the Starline trained operators.
3.1.3 Trained Clinical Assessment Service team of trained clinicians responsible for assessing the call during the times of operation.
3.1.4 Access to performance data to support on-going service improvement and evaluation.
3.1.5 Lead on Complaints and Incident Management occurring within the IUC CAS where appropriate. 
3.1.6 Lead on complaints and incidents involving all calls to 111 IUC CAS.
3.1.7 Human Resource for SECAmb staff.
3.1.8 Participate in and contribute to an overarching service review twice   yearly – format to be determined.

3.2	[Insert Care Home here] will provide:
3.2.1 All telephone numbers that the care home will be calling from to enable the Starline system to tag the numbers. This will be provided to SECAmb as well as the Commissioner.
3.2.2 Any new or revised telephone numbers will be provided by the care home to SECAmb as well as the Commissioner as and when they require updating.
3.2.3 Care home staff will be informed that Starline access is dependent on calling the 111 service on the provided telephone numbers within the allocated operating hours and following the routing instructions. 
3.2.4 Care home staff will be informed that any calls which do not meet the Starline criteria will be routed to a 111 Health Advisor for triage. 
3.2.5 Care home staff will have all available clinical information ready to discuss the concerns with the CAS. This includes but is not limited to:
a. Patient Name
b. DOB
c. Current condition / complaint
d. Medical history
e. Medications
f. Allergy info
g. Details on relevant care plans
h. Any other information pertinent to the patient’s care need
3.2.6 The care home will follow the Advice on Accessing Urgent & Emergency Care from SECAmb - Care Home Guidance document provided.

4.0 [bookmark: a385893]SERVICE DESCRIPTION
3. 
4. 
4.1. The scope, service model and interventions provided by the Starline (*6) to Care Homes is articulated in the KMS 111 Starline Star 6 to Care Homes Operational Model.

5.0 SERVICE ISSUES
5. 

5.1. [bookmark: a569247]Timely escalation of operational issues will be raised through the 111 Management Team (Teams C) and 111 Leadership Team (Teams B) meetings. 

5.2. The team will:
5.2.1. Monitor service issues and record on Datix which details responsibility.
5.2.2. Include the management of Starline calls within call handling audit / quality assurance processes.
5.2.3. Monitor demand (activity and type) and capacity.
5.2.4. Identify and flag frequent callers, to ensure the patient’s GP is alerted and enabling a suitable care plan to be arranged if required.
5.2.5. In case of disputes arising in relation to the collaboration, including a deadlock following an incident or complaint, the associated care home and SECAmb agree that they shall first try to resolve such dispute informally and in good faith.
5.1.1 If within ten (10) working days of such dispute arising, the care home & SECAmb fail, in accordance with clause 5.2.3 and the principles outlined within the Procedure for Avoiding and Solving Disputes (5.2) to resolve the dispute, it shall be referred to mediation from the CCG Commissioner as outlined and the mediation shall take place within ten (10) working days of such referral being made, unless the Collaborators agree otherwise.
6.0 PROCEDURE FOR AVOIDING AND SOLVING DISPUTES BETWEEN PARTIES
6.1 The parties commit to working cooperatively to identify and resolve issues to mutual satisfaction to avoid all forms of dispute or conflict in performing obligations under this Agreement.

6.2 The parties believe in:
6.2.1 focusing on our agreed Objectives and Principles;
6.2.2 being collectively responsible for service delivery; and
6.2.3 fairly sharing risk 

6.3 The parties reinforce our commitment to avoiding disputes and conflicts arising out of or in connection with our Collaboration.

6.4 The parties will promptly notify each other of any dispute or any potential dispute in relation to this Agreement or the operation if it arises.

6.5 The 111 Management Team and 111 Leadership Team shall deal proactively with and work with the care home to resolve any Dispute on a Best for Service basis in accordance with this Agreement so as to seek to reach a unanimous decision to the mutual satisfaction of both parties. If the meeting reaches a decision that resolves, or otherwise concludes a Dispute, it will advise the Commissioner of its decision by written notice. Any decision of the meeting will be final and binding.

6.6 If the team meeting cannot resolve a Dispute, it may seek the support of more senior members of both organisations and/or the Commissioner to attend with the purpose of assisting with resolving the Dispute; and

6.7 The Commissioner shall:

6.7.1 be provided with any information he or she requests about the Dispute;
6.7.2 mediate and assist the parties to work towards a consensus decision in respect of the Dispute;
6.7.3 determine the number of facilitated discussions, provided that there will be not less than one and not more than three facilitated discussions, which must take place within 20 Business Days of the Commissioner being advised; and

6.8 If the Commissioner cannot facilitate the resolution of the Dispute, the Dispute must be considered afresh in accordance with this Schedule and only after such further consideration again fails to resolve the Dispute, the Partners may decide to:

6.8.1 terminate this agreement; or
6.8.2 agree that there is no longer a dispute as has been resolved further to application of the procedure outlined. 

7.0 REQUEST TO EXIT
7.1 If any Collaborator wishes to terminate its involvement in this Agreement (and in the case of SECAmb & [insert care home here]), it shall send the Commissioner a request to exit, explaining in full its reasons for making the request ("Exit Request").
7.2 The Commissioner shall consider the Exit Request and the implications of it for the Collaboration and shall decide whether to agree the Exit Request or not.  If the Commissioner:
7.2.1 does not agree the Exit Request, the Collaborator making the Exit Request may not terminate its involvement in this Agreement;
7.2.2 does agree the Exit Request, the Commissioner shall escalate this matter to SECAmb and [insert care home here] Contract Boards to seek their agreement to the Collaborator terminating its involvement in this Agreement.
7.3 If, pursuant to clause 6.2.2 the Commissioner agrees, the Collaborator may terminate its involvement in this Agreement on one (1) months’ notice.

8.0 KEY PERFORMANCE INDICATORS

7.1 KPIs are stipulated in the appropriate sections of each party’s contract with the CCG.
8.0 DECLARATIONS
This Memorandum of Understanding is signed for and on behalf of the parties by their duly authorised representatives:
	SOUTH EAST COAST AMBULANCE SERVICE NHS FOUNDATION TRUST
	[ASSOCIATED CARE HOME]

	
	Name:
	
	Name:

	
	Title:
	
	Title:

	
	Signature:
	
	Signature:

	
	Date:
	
	Date:
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