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What we can do

While each case is determined on the individual facts, we are more likely to investigate and uphold your complaint in the following circumstances:

o There is evidence to suggest that there were ambulances available to send to the call, but this was delayed due to the call being wrongly
categorised by WAST, and this delay caused clinical harm to the patient.

o There is evidence to suggest that the call was correctly categorised, there was an ambulance available to send to the call, but WAST wrongly
failed to allocate the ambulance to the call, and this delay caused clinical harm to the patient.

o Where there is evidence to suggest that there were no failings on the part of WAST, but there were no ambulances available to send to the call
due to them being held outside hospitals, and there is evidence the delay caused clinical harm to the patient, we are unlikely to uphold a
complaint against WAST as the reasons for the delay were outside its control. However, we may need to consider instead the actions of the
relevant Health Board and whether it took appropriate actions to manage the pressures in its hospital(s) to release ambulances to attend calls.

What we cannot do

While each case is determined on the individual facts, we are unlikely to investigate and uphold your complaint in the following circumstances:

o There is no evidence that any delay caused clinical harm to the patient, notwithstanding that the delay may well have been distressing for the
patient and/or their family.

¢ The evidence suggests that the relevant health board and WAST applied all relevant policies/procedures to address capacity issues in the
relevant hospital(s), however, demand was such that even with all the measures being taken, there were still no ambulances available to send
to the call.
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