
 

Friends and Family Test – April 2017 

National Contractual Indicator 

1. Percentage of patient responses (PTS and ECS See and Treat). We also 
monitor 111  

2. Patient Satisfaction Scores ( Extremely Likely, Likely, Neither, Unlikely, 
Extremely Unlikely, Don’t Know) 

 

Background 

 NEAS FFT requirements became mandated in April 2015 

 Delivering FFT in line with national guidance  is a contractual requirement for 
2015/16 

 There are currently no mandated response rates for Ambulance Services 

Please norte: Curently text surveys are not included in the Graphs 

 
 

 
 

Service Responses 
% 

Recommended 
% Not 

Recommended 

Emergency Care (ECS) 
See & Treat 

147 98.6 0.7 

Patient Transport (PTS) 153 97.4 2 

111 Service 67 88.1 6 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

April 2017  

     98.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 99.6% Negative themes = 0.4% 

Top positive 
theme 

Quality of staff 
/professionalism 

Timeliness and 
access to care 

Quality of 
care/service  

Positive     
free text 

Comments 

 The ambulance crew were fantastic! Caring, professional, 
kind, reassuring and nothing was too much trouble. A credit 
to the NHS 

 The have always been great to me when I have needed to 
call them out. They are marvellous 

 The paramedics were very helpful and really patient with 
me. Very understanding  



  

 

 

 

Emergency Care (See and Treat)  
Friends and Family Test Survey 

April 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 6 
Total: 147 

Postal Surveys 141 

Activity   

Number of see and treat patients for the month 8,267 

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  145 98.6 +1.8 

Extremely Likely  140 95.2  +5.5 

Likely  5 3.4 - 3.7 

Neither likely nor unlikely 1 0.7 +0.7 

Unlikely 0 0 - 1.6 

Extremely unlikely 1 0.7 -0.9 

Don't know 0 0 0 

Trend Graph 

 



  

 

 

Free Text Summary  

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

163 61.4                 

1 Emotional 
Support 

38 14.3     
Reassuring/put at ease 1.1 17 6.4     

Caring 1.2 21 7.9     

3 Quality of staff 
/professionalism 

114 43     

Knowledgeable 3.1 6 2.3     

Good/Excellent Staff 3.2 56 21.1     

Friendly staff 3.3 15 5.7     

Understanding 3.4 8 3     

Helpful staff 3.5 22 8.3     

Attitude 3.6 7 2.6     

5 Kindness and 
compassion 

11 4.1     

Kindness 5.1 8 3     

Compassionate 5.2 1 0.4     

Respectful 5.3 2 0.8     

Transactional 
Themes 

102 38.6 1 100             

6 Timeliness and 
access to care 

44 16.6 1 100 
Quick response – 111  6.1     1 100 

Quick response - Ambulance 6.2 44 16.6     

7 information 
communication 
and education 

5 1.9     

Good advice 7.1 2 0.8     

Good explanation 7.2 2 0.8     

Communication with patient 7.5 1 0.4     

9 Co-ordination 
and integration of 
care 

1 0.4     
Links to services outside 
NEAS 

9.1 1 0.4     

12 Quality of Care / 
Service 

33 12.5     

good /excellent service 12.1 10 3.8     

Helpful  12.2 4 1.5     

Efficient 12.3 5 1.9     

Good outcome 12.5 4 1.5     

Consistency of service 12.6 1 0.4     

Good care 12.7 9 3.4     

13 General / Other 19 7.2     

General 13.1 9 3.4     

General Neutral 13.2 1 0.4     

Thanks  13.3 9 3.4     

Totals 265 99.6 1 0.4     265   1   

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has increased 
slightly by 1.8%  to  98.6%. 

 Patient unlikely to recommend services to friends an dfamily is 0.7%, 2.5% lower than the previous month 

 Returns have risen to 147 this month, an increase of 21. 

 The number of See & Treat cases has decreased slightly  by 97  

 The main freetext themes are: quality of staff and professionalism scored 43%, timeliness & access to care 
at 16.6%, emotional support 14.3% and quality of care and service 12.5 %. 

 We only received one negative comment 

 Demographics, age: Over 65 years 65.3 %, 45-64, 20.8 %, 25-44 11.8 % Disabled: 68.6%; Gender: Female 
64.3 %, Ethnicity: White 97.3%. 



  

 

 Data is only collected for sexual orientation and faith online for this survey. Heterosexual :100% Christian  
50% the number of responses was very low to both questions.  

 National Comparative data for March  2017 indicates we are the highest out of 11 organisations for 
response rates, collecting over 50% of all responses nationally. We are 3rd for the number of patients likely 
or extremely likely to recommend services to friends and family (97%), 2% higher than the national average. 
We are 3rd for the percentage of patients said that are unlikely or extremely unlikely to recommend our 
services (3%) on par with the average. As the response rates nationally are very low we should use caution 
when comparing data. 

 

Free text Comments 

The paramedic was efficient , professional, very knowledgeable with bags of experience. 
Very calming and understanding. brilliant. 

Fantastic service 

NHS is what makes us. Teams are exceptionally qualified exceptionally caring and bloody amazing 
people. 

Very pleasant and knowledgeable member of staff helped me through a difficult episode. 
Professional  
Received excellent care  
Fast response very friendly and professional 
Made sure I was comfortable with the treatment 
They provided  

The ambulance crew were fantastic! Caring, professional, kind, reassuring and nothing was too much 
trouble. A credit to the NHS. 

They go out of their way to make sure you are seen and OK. They do a good job. 
Very professional, friendly and efficient and explained results clearly to me. 

Empathy of paramedic who attended. 

Service excellent. 

He arrived soon after call. He was professional and efficient and had a pleasant manner. Couldn’t fault 
him. 

From the initial phone call, everyone concerned were extremely helpful and sympathetic to our needs. 
Response time was first class. 

Very prompt, courteous, pleasant and concerned. Thorough examination and treatment. 

The crew were very courteous and professional. 

Very efficient manner in dealing with an injury, without hospitalisation. Very good, professional 
practitioner. 

I had very good support and was well looked after. 
I would like to say that your people who came to see me on Fri 11th were three of the nicest people I have 
ever met. Kind, reassuring, so friendly and at the same time professional. Thank you to all your staff. 
They have always been great to me when I have needed to call them out. They are marvellous. 
Paramedic was helpful and made me feel at ease. Big thank you to him. 
10:30 to 5am, 111 would not send ambulance. Patient bleeding. When arrived paramedics very good. 

Whenever we need them they are always there. 

The ambulance crew were vey kind and they gave me a choice of going to A&E or staying at home with a 
promise of contacting them again if I got worse. I chose to stay at home and contact my GP on Monday 
27.3.17. 
They were very quick and very efficient and made me feel at ease. 
Kind, compassionate staff. Appeared to be very professional and efficient which made myself and my 
friends feel at ease straight away. We were very thankful to have them there. 

Good service. Very prompt. Did a good job professionally. 

I was still on the phone call to the call centre who were advising me what to do (with good advice) when 
the paramedics arrived. They were kind and understanding. I cannot recommend them highly enough . 
Fast, efficient service. Top marks. 
The crew were fantastic. After collapsing at a funeral, the ambulance service arrived promptly, checked 
me over and helped me back home. Brilliant. 
To say thank you to North East ambulance service and ambulance men for their kind help. 
Very understanding, caring and very thorough. They gave confidence in what they were doing and I felt I 
was getting the help needed. 

[Name removed] was confident, efficient and caring. 

The paramedics were a great help and reassurance to us the family, and mother. 



  

 

Quick response, confident and polite, 

Professional, friendly and approachable. 

Prompt, sympathetic in a very friendly way. Reassuring and professional people who deserve the highest 
praise. 

Knowledgeable, friendly and thorough. 

Fast and very competent paramedics. 

Paramedics were extremely professional but friendly, kind and respectful. 

Very helpful. 

The crew made me feel at ease, they gave great support to myself and reassured my partner. They were 
professional and are a credit to our NHS. Thank you and well done. 

Staff friendly and competent. 

Very pleased with response they gave us. Very helpful. 

We are fortunate to have such a dedicated team to operate our ambulance service. They are so caring, 
understanding and patient. Always extremely helpful. 
I called the ambulance service to help me get my wife into bed as she had fallen and I could not lift her. 
They were very helpful. 
Prompt, thorough, polite, explained everything well. 
The paramedics were very pleasant and helpful. 
[Names removed] were very thorough and caring with my 81 yr old mother. A pleasure to have dealt with 
them. 
Your staff were prompt, courteous and thorough in their examination. Professional at all times. 
The ambulance people were lovely and very helpful. They went the extra mile helping me. 
Very quick response. Two very understanding and polite young paramedics. Also very helpful. 
Diagnosis differed to that of the doctor. 
The crew who came were very knowledgeable, helpful, kind and caring. 
They were courteous, humorous and so helpful. 
The prompt medical assistance was very good. The paramedics were very efficient and helpful. 
Ambulance service is fast and caring. 
The ambulance arrived within 10 mins of my 999 call. The paramedic and driver were excellent and very 
thorough in the examination and treatment of my father. 
The paramedics who attended me were first class. They were kind, considerate, checked me over 
thoroughly and advised me to make sure I contacted the service if I felt my condition worsened. I felt safe 
in their hands. 
Gave a thorough checking over and advised me on taking tablets. 
Response was rapid and paramedic/ambulance crew could not have been more efficient or pleasant to 
have in my home. 
I couldn’t ask better treatment because I was really poorly and they were there in a flash. 
The team were caring and carried out what was needed quickly. 
Thoughtful and sensitive - checked everything and supportive of my decision. 
Speedy, thorough and caring. 
Very professional and efficient. Empathetic towards service user. 
Able to help relieve my back pain. 
The crew were prompt, courteous and caring. They told we what they were doing/testing and advised the 
best action to take re; medication if my condition worsened. 
The two people who came to see my grandson were excellent. Very thorough examination and extremely 
reassuring about the problem that was occurring. They were exceptionally understanding with an 18 year 
old who couldn’t breathe properly and were able to calm him down. These people need a pay rise. 
The helpful service from the operator who took my 111 call - dealt with quickly. 
Paramedic was excellent in every aspect, reassuring and thorough. Arrived sooner that was expected. 
Response from ambulance men was very good. 
They were prompt, pleasant, helpful, caring and gave good advice. 
Everybody was extremely competent and very helpful. 
Ambulance came quickly and they were caring and efficient when treating Mum. 
Response to call for paramedic and ambulance was very quick. The men were very professional and 
gentle. Also thorough. 
Caring, knowledgeable and efficient. Antibiotics were prescribed at 'walk in centre' on his accurate 
diagnosis concerning an 11 month old baby. 
Arrived promptly, delivered calm, professional advice. Did not hurry us and left us feeling in control of the 
situation with clear instructions of what to do if more treatment was needed. Love the NHS! 
Prompt and comprehensive service. Well done paramedics. 
Came quickly. Kind and considerate and kept patient calm. 
The paramedics were very helpful. 
The paramedics arrived within 10 minutes. They were very friendly and put me at total ease in a very 
frightening situation. They were second to none! 



  

 

I couldn't thank the ambulance service enough. I had 100% care and the guys were so nice. Made me 
feel at ease. Angels in disguise. 
To thank the people who came and attended me so well and promptly and the reassurance they gave me. 
They were very thorough and courteous, also gave understanding help to me and put me at ease. 
The two ambulance workers were extremely helpful and thorough with my husband. 
Prompt attendance. Very caring. 
Very good at putting me at ease, getting me referred to the right dept. Very helpful in explaining what they 
think and what they are doing to get my correct treatment. The best health service in the world. 
You were all very helpful and looked after my Mam well. 
Very helpful operator, calm and informative. Quick response time from paramedic who was efficient and 
professional. Thank you. 
Response from the service. Staff very good. 
I cannot speak highly enough of the ambulance staff who came to my assistance. They were kind and 
helpful. They reassured and calmed me. I would like to say a very big thank you to them. 
Very professional approach. Kindly and reassuring. 
They were very quick to arrive and knew their job well and what action needed to be taken. 
The helpfulness and calm presence of both the ambulance crew. 
Prompt, caring, efficient, wonderful care and attention. 
I received attention from a paramedic very quickly. He checked me over very efficiently, spoke with a 
doctor and stayed with me until my daughter arrived. He was efficient and friendly. 
Your help is a great comfort. 
The paramedics were very helpful and really patient with me. Very understanding. 
Very professional, polite and efficient. 
I thought they were quick and excellent in what they did for me. I was really pleased with their work. 
First class service. 
Very good attendance. Treatment excellent. 
Very pleasant and understanding. 
Crew very professional and understanding of older lady's limited capabilities (dementia). 
Very professional, friendly team. Took only minutes to arrive. 
Fabulous service. 
Caring, skilled and knowledgeable. 
Great help. 
They were lovely, caring people. 
[Names removed] are a real credit to the NHS. Not only are they friendly and professional, they go the 
extra mile to help. Excellent service from both. Even booked doctor's appointment for me. Thanks lads. 
I got first class treatment from the 2 paramedics, who were very polite and arranged for me to see a 
doctor at the hospital. I couldn't ask for more 10/10 for the service I received. Thank you so much. 
Very good service. Paramedics were very good and made me relax. Very understanding. 
They were very professional and caring. 
Response was instant. Paramedic very helpful. Person who answered my call was reassuring, calm and 
took  a lot of information. Couldn’t have asked for better service. Many thanks. 
Very prompt response with friendly paramedic. 
The medical team who came out checked [name removed] over with proper care and assured her that her 
heart was normal and to take pain killers until she undergoes her surgery in April. 
Amazing service and quick response time. 
The service was quick. The paramedic that came was outstanding and a very positive person which in 
turn gives patient more relief. 
Came out asap and was very helpful. 
Your response time was quick. Your paramedics were efficient, polite and friendly. 
Good response. 
Fast, efficient, friendly. You should be proud of the ambulance service in Ainwick. 
After suffering serious back pain my wife thought I was having another stroke, as I was unable to talk and 
very restless. She called 999 and within 15 mins were at my house. I can't thank you enough for the 
service you gave and made my life worth living. 
Ambulance personnel extremely skilled and caring. Excellent. 
Quick response, thorough check up and follow up instructions. Very helpful, pleasant  paramedic. 
Very professional and kept me informed. 
Prompt, thorough and fast service. 
Excellent presentation, explained fully any problems. Reassured family. Considerate, polite, 
knowledgeable and caring. Would recommend to all. 
We were on holiday in a location offering a different service to what we are used to in the City. The call 
handler was very helpful and responded professionally. The paramedic was efficient and ruled out 
emergency procedures. 
The paramedic was kind and professional. She looked after me. 
Caring professionals, put family at ease while caring for the patient. 
I found the service to be efficient and thorough. 



  

 

They were caring, calming and very professional. 
Very efficient and helpful. Friendly and worth their weight in gold. 
For the care given by your staff. 
Quick response. Good care given and follow up. 
Caring and efficient crew. Thorough examination. Explained everything. Polite and treated with dignity. 
Helpful, dedicated. Excellent experience. Thank you. 
Prompt arrival. Caring and pleasant staff. 
I rang 999 a my wife had gone into a diabetic coma which I could not control. The ambulance service 
were prompt and very helpful. They kept things calm and gave my wife support as she began to recover. 
Their obvious capabilities helped to diminish my worries. 



  

 

 

 

Patient Transport Service  
Friends and Family Test Survey 

April 2017 
 

    97.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 85.8% Negative themes = 14.2% 

Top positive 
themes 

Quality of Care / 
Service 

Quality of staff / 
professionalism 

Timeliness and 
Access to Care 

Positive     
free text 

Comments 

 Good service and get picked up quicker than before 

 The staff see me right into my flat and make sure I am ok 

 Without the team today I probably would not of made the 
appointment, very caring and understanding 



  

 

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

                 April 2017  

Number of Responses 

Online Surveys  2 
Total: 153 

Electronic Tablet Surveys 151 

Activity   

Number of completed journeys for the month 45,924  

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percentage 
% Variance from 
previous month 

Extremely Likely and Likely  149 97.4 +3.2 

Extremely Likely  89 58.2 +0.6 

Likely  60 39.2 +2.6 

Neither likely nor unlikely 1 0.7 -2.5 

Unlikely 3 2 +0.9 

Extremely unlikely 0 0 -0.6 

Don't know 0 0 -1.1 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes 
Description 

Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % 
Cou
nt 

% 

Relationship Themes 57 36.5                 

1 Emotional Support 4 2.5     
Reassuring 1.1 2 1.3     

Caring 1.2 2 1.3     

3 Quality of staff 
/professionalism 

53 33.8     

Good/Excellent Staff 3.2 39 24.8     

Friendly staff 3.3 7 4.5     

Helpful staff 3.5 6 3.8     

Attitude 3.6 1 0.6     

Transactional 
Themes 

99 63.5 20 100             

6 Timeliness and 
access to care 

27 17.2 16 80 

Quick response - 
Ambulance 

6.2 8 5.1 1 5 

Ease of use 6.3 7 4.5     

Pick Up Times 6.5     1 5 

Collection times post 
appointment 

6.6     5 25 

Booking the Service 6.8 1 0.6 9 45 

Need service to 
access appointment  

6.11 11 7     

7 information 
communication and 
education 

    1 5 
Communication with 
control  

7.6     1 5 

8. Facilities     1 5 Transport Provided 8.1     1 5 

9 Co-ordination and 
integration of care 

    1 5 
Co-ordination of 
transport resources 

9.3     1 5 

11 Physical comfort 
/safety 

7 4.5     Safety 11.1 7 4.5     

12 Quality of Care / 
Service 

65 41.4     

Good /excellent 
service 

12.1 56 35.7     

Helpful  12.2 4 2.5     

Reliable/ Trustworthy 12.4 5 3.2     

13 General / Other     1 5 General 13.1 4 2.5 1 5 

Totals 156 88.6 20 11.4             

 

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
is 97.4%, an increase of 3.2% compared with the previous month (caution should be taken 
when comparing to previous months dat due to low number of responses this month). 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 2%, 0.3% 
higher compared to the previous month 

 We received 153 responses – An decrease of 315 compared to the previous month  

 Responses have ben very poor from this month. Many of the tablets on stations have 
provided few survey responses. PTS are contacting managers to encourage people to 



  

 

participate and the Engagement and Membership Officer is exploring new opportunities to 
collect data at different stations.  

 In the next 3 months a link to the PTS FFT survey will be included on all ACS devices 
alongside a briefing, hopefully supporting organisational returns. We continue to manage a 
steady stream of volunteers starting and leaving every few weeks.  

 Geographical representation was poor, 1 hospital has good representation and 3 have fair 
representation considering lo returns. The remaining have few or no responses. 

 The number of completed journeys was 45,924 an decrease of 10.335 compared with the 
previous month 

 156 (88.8%)  or free text themes were positive an increase of 2.8% compared with the 
previous month. The main positive themes were quality of care/service, quality of 
staff/professionalism and timeliness and access to care. 

 20 (11.4%) of free text themes were negative. The main themes were timeliness and access 
to care – booking the service and pick up times post appointments were most prevelant 

 97.6% of PTS Ambulance patients would recommend the service to friends or family 
compared to 96% of Ambulance Car Service patients (We had no response rates for taxis). 

 Demographics, Gender: 554.6% Female; Age: 59.9% over 65, 28.3% 45-64, 9.9% 16-44 
years old; Disabled: 85.5%; Sexual Orientation: 0.6% Lesbian, Gay or Bisexual  and 75.6% 
Heterosexual,  Faith: Christian 34.2%, 36.2% no faith, 4% Other faiths; Ethnicity: White 
British 96.1%, BAME 3.3%. 

 National comparative data for March 2017 indicates we are the 6th highest out of all 
organisations and 2nd highest in the Ambulance sector for response rates. We scored 5% 
above the national average for the number of people who are likely to recommend us to 
patients (94%). 2% of patients would not recommend our service to friends and family which 
is 3% lower than the national average. 5 NHS Ambulance Services failed to collect more than 
10 responses, therefore direct comparisons should be made with caution. 
 

 

 

PTS FFT Service Comparison 

Due to collection of the data from a range of sources and some data options not asking supplementary 
questions some data cannot be broken down by mode of transport/service. This will account for the 
slight difference in numbers. No responses from patients who travelled by taxi this month. 

  
PTS 

Ambulance 
Taxi Car Service 

  No % No % No % 

Extremely likely and likely             

Extremely likely 73 57.9     14 56 

Likely 50 39.7     10 40 

Neither likely nor unlikely         1 4 

Unlikely 3 2.4         

Extremely unlikely             

Don't know             

 



  

 

Hospitals 

Hospital  
Number 

 

% of 
responses 

Darlington Memorial 0 0 

Freeman Road Newcastle 17.1 26 

Hexham General  0 0 

James Cook  0 0 

North Tyneside General 0 0 

One Life Centre Hartlepool 0 0 

Queen Elizabeth Gateshead 13.2 20 

Royal Victoria Infirmary 46.7 71 

South Tyneside General 0 0 

Sunderland Royal  15.8 24 

University North Durham 0.7 1 

University North Tees 2 3 

Wansbeck General  0 0 

Other 4.6 7 

 
 
Device Locations 
 

Device 
ID 

Location 
Active 

Responses 
All 

Responses 
Quarantined 
Responses 

23 Hawkeys 6    

24 Hawkeys 14    

25 Customer Care PTS    

30 Porters RVI    

32 Wallsend 4 3 3 0 

33 PTS North Tees 8 8 0 

34 Porters RVI    

35 Wallsend 6    

36 PTS Pallion    

37 Customer Care PTS    

38 Hexham 8    

40 PTS Pallion    

41 PTS Gateshead    

42 Light Duties - QE 20 24 4 

52  PTS Consett    

53 Blucher 20 38 39 1 

54 PTS Coulby Newham 1 2 1 

63 Patient Volunteer 9 9 0 

64 Light Duties 48 49 1 

65 Light Duties 25 30 5 
 



  

 

Free Text Comments 

There lovely 

Efficency kind prompt service 

Happy with service 

Very friendly and helpful drivers 

Very good service when immobile 

Nice staff 

Always been good 

Nice staff and reliable 

Reliable service 

Great service and good drivers 

Get to hospital safe and ontime 

Only means of transport due to broken leg 

Reliable service and friendly staff 

Reliable service 

Usually on time and good staff 

Great staff and always take me to department 

Always been good and take me to the department 

Nice drivers 

Good staff 

Good all round service 

Usally quite good 

Always been good 

Good safe drivers 

Nice staff 

Great staff 

Great staff and very helpfull 

Really good service and great staff 

Safe drivers 

Nice drivers 

Only means of transport 

Trained staff if ever an emergency 

Good drivers 

Don't wait as long with the new system 

Good service and safe drivers 

Great service and used it for years 

Good service 

Used the service in the passed and been good 

Good service 

Good service and get picked quicker than before 

Great staff and never been let down 

Service has got better over the years 

Good service 

Good safe drivers 

Always very helpful and good service provided 

Well run organisation and great staff 

Good reliable sevice most of the time 

Usually a good service 

Good pick up times 

Lovely staff even the staff in control sometimes 😂😂 

Been good and getting better 

Used the sevice a few times and never let me down 

Usually good and don't wait long 

Only means of transport and ontime 

Problems booking the service. Ambulance has not come on two times 

Picked up late 

very helpful 

friendly staff 

driver was very helpful he put me at rest 

********* was really  helpful 

Helpful service 

Good service 



  

 

driver was very helpful 

driver was helpful 

You do a marvellous job. 

Waiting times on return a bit long, not crews fault 

can't manage on bus 

best way for me to get to hospital 

much easier to get the hospital 

crews no where the departments are 

taxI drivers sometimes don't help you to the department ambulance crew's do 

travel in my own chair 

is a local care home so not really a choice as don't have own transport 

You do a good job 

Good service you provide 

The crews always make me feel safe 

When ambulance arrived a nurse was at my house  I got myself flustered and anxious. The ambulance 
crew sat me down and got me a drink and slowed everything down. Really good as my appointment 
was important to me. Don't know if I would of got there without their care and calming attitude 

Good service 

fabulous service 

great service, we didn't know where to go as it was over phone appointment The lads got us to right 
place 

Good service 

Staff are good 

Drivers perfect, control not so good 

Good service 

Friendliness and helpfulness 

Couldn't do without transport 

Rather have an ambulance than an la taxi 

Great staff 

Could be better with less waitin time for return 

Be lost without it 

They are such friendly people and I don't get out much so they are nice to talk to 

The driver was very professional 

Good service 

I have a broken leg and can't manage the steps so have to be carried 

You are the nicest people 

OK service 

Great staff 

I like the staff 

Makes me feel safe 

Crews are so helpful 

Good drivers 

I probably wouldn't be able to get home otherwise 

Be lost without you 

I like the people 

Good crack 

It's good because I have an electric wheelchair 

Good service 

Excellent service 

Good staff 

The staff see me right into my flat and make sure I am ok 

Wouldn't be able to get here otherwise 

Good service 

Happy with service 

Regular drivers that know my needs and the area 

One hospital journey rather than going to others on the way 

Big thanks for a good service and lovely staff😄 

Waiting too long for return home. 

Really great service 

Most helpful and polite 

very good service 

fantastic  service 

wouldn't be able to go to appointmens without this service 



  

 

great service keep up the good work 

really good service 

don't like the experience of booking the ambulance 

struggle without the help of the crews 

be lost without the ambulance 

could be nicer on the phone when booking ambulance 

don't like  booking ambulance 

can't complain 

could make booking ambulance a nicer experience 

would  struggle without ambulance 

can take up a lot of your day 

to many questions when booking an ambulance 

friendly staff 

don't like booking ambulance 

don't like the booking experience 

don't like booking the ambulance 

Without the team today I probably would not of made a point mentioned,  very caring and 
understanding. A taxi wouldn't of understood I was flustered, I didn't,  I just became shake and nervous 

wonderful staff and 1st class service 

Perfect for my needs and treat same as everyone even though disabled and in a chair 

Ambulance preferred.  Do not like the taxi service 

Keep up the good service.  Did not like the questions to book the service. 

Waiting times for return journey too long 

Waiting times for the return journey too long 

Keep up the good work 

Waiting times for return too long 

Maybe better with an ambulance for lift 

You are the best 

Wonderful service had all these years 

I have osteoporosis and it is getting harder to drive now so thank you 

Well done 

They do such a good job 

Thank you so much for helping me 

Really good service 

Prefer ambulance car 



  

 

 

 

111 Service 

Friends and Family Test Survey 

April 2017  

   88.1%   Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 91.8% Negative themes = 8.2% 

Top 3  positive 
themes 

Quality of staff/ 
professionalism  

Quality of 
care/service 

General - other 

Positive free 
text 

comments 

 Because they have good advice and are extremely 
helpful  

 The call handler was polite, very understanding and 
helped me. 

 Have never needed to use 111 before - very reassuring 
and helpful 



  

 

 

 

111 Service 
Friends and Family Test Survey 

April 2017  
Number of Responses 

Postal Surveys  44 

Online Text Surveys 23 

Total 67 

Activity   

Number of 111 calls (answered) 79,920 

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  59 88.1 +2.1 

Extremely Likely  39 58.2 +0.1 

Likely  20  30  +2 

Neither likely nor unlikely 4  6 -1.3 

Unlikely 2 3 + 1.7 

Extremely unlikely 2 3 +2.3 

Don't know 0 0 -1.1 

Trend Graph (does not include text surveys) 

 
 



  

 

Free Text Summary  
 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

42 37.8 2 12.5             

1 Emotional Support 5 4.5     
Reassuring/put at ease 1.1 4 3.6     

Caring 1.2 1 0.9     

3 Quality of staff 
/professionalism 

37 33.3 2 12.5 

Knowledgeable 3.1 1 0.9     

Good/Excellent Staff 3.2 14 12.6     

Friendly staff 3.3 6 5.4     

Understanding 3.4 2 1.8     

Helpful staff 3.5 11 9.9     

Attitude 3.6 3 2.7 2 12.5 

Transactional 
Themes 

69 62.2 14 87.5             

6 Timeliness and 
access to care 

12 10.8     

Quick response – 111  6.1 10 9     

Ease of use 6.3 1 0.9     

Called back  6.10 1 0.9     

7 information 
communication and 
education 

9 8.1     
Good advice 7.1 8 7.2     

Communication with patient 7.5 1 0.9     

9 Co-ordination and 
integration of care 
  

7 6.3 11 68.8 

Links to services outside 
NEAS 

9.1 7 6.3 5 31.3 

Treatment at other service 9.2     6 37.5 

12 Quality of Care / 
Service 

25 22.5 2 12.5 

Good /excellent service 12.1 10 9 2 12.5 

Helpful  12.2 9 8.1     

Efficient 12.3 1 0.9     

Reliable/ Trustworthy 12.4 1 0.9     

Good outcome 12.5 4 3.6     

13 General / Other 14 12.6     

General 13.1 3 2.7     

Neutral 13.2 9 8.1     

Thanks 13.3 2 1.8     

14 Triage Process 2 1.8 1 6.3 
Questioning process 14.1 1 0.9 1 6.3 

Telephone Operator 14.5 1 0.9     

Totals 180 91.8 16 8.2     111   16   

 
111 Narrative 

 The FFT score for the number of patients likely or extremely likely to recommend the service to friends and 
family has decreased by 2.1% to 88.1% 

 The FFT score for the number of patients unlikely or extremely unlikely to recommend the service to friends 
and family has decreased by 2.6% to 6% 

 We received 67 responses, (23 text and 44 postal) which is 26 less than the previous month 

 The number of answered calls has increased by 18,026 to 79,920 from the previous month 

 91.8 % of free text themes were positive, this is an increase of 6.7% from the previous month, Quality of 
staff scored highly at 33.3% with good and helpful staff the highest sub themes, quality of care service 
(22.5%) and general other (12.6%)  

 8.2% of free text themes were negative, co-ordination and integration of care was the largest theme   

 Demographics, Age: over 65 16.4.% 45-64 – 27.9%, under 44 years old – 54.1 %; Gender: 78.7% female, 
Disabled: 30 %, White British 96.7% , Christian 55%,  No religion 35%, Heterosexual 84.5% prefer not to 
say 13.8% 

 



  

 

 

 
 

 
 

 
  

 

Free text Comments 

All staff were professional and understanding to my needs. 

The only things I can describe about the 111 service is very helpful and do a good job. 

Another advisor rang back within the hour. 

Twice I have called the service in the last 6 months, both times the service I received was diabolical, if you 
promise a call in the hour, you shouldn't wait 24, disgusting. 

The service is first class, employees are caring and very professional. 

I felt reassured and they gave good advice. They also arranged for my GP to ring me in the morning, which they 
did. 

10/10 for satisfaction of the whole service. 

The 111 service referred me to a mental health service who didn't help at the time. 

Always professional and very helpful. 

Good advice.  Slightly unsympathetic. 

Reasonably quick. 

The person on the phone was so nice and very understanding, patient and gave me good advice.  I had been 
poorly for a while and living on my own did not help.  Arrangements were made and I saw a doctor within an 
hour.  Very good service, pleased I used 111.  Many thanks. 

Can call for advice as well as with a health problem which needs a visit. 

Satisfied with everything said to me and it was dealt in a professional manner and very polite (no problems) 
either way. 

Got an appointment the same day for a scan. 

Operator called emergency ambulance while speaking to me. 

Friendly, polite staff. 

I phoned at 10.45 pm. Was told I needed to be seen within 12 hours. Given an appointment for 2.15 am the 
following day at nearest urgent care centre. They rang about 11.45 pm to say that they had no appointments. 
Could I attend sooner I did within 20 minutes and was home by 12.30 am. No idea why I was given such an early 
morning appointment as I could have been and was seen sooner. 

The call handler was polite, very understanding and helped me. 

I called at 1.15 pm and doctor came till 7.30 pm. Did not send me to hospital at that time. I had to call again at 10 
pm and doctor arrived at 2.15 am next morning. When I was sent into hospital this doctor was very good. 
Initial call handler good. Efficient, calming and clear questions. Advised by doctor who phoned back to give 
advice that a doctor would visit within 6 hours. Nurse on duty called 4 times overnight to ask how long it would be 
until visit. Nurse called 999. 

Passed to a doctor for further advice and they looked up our nearest A&E department - both were very helpful 

Takes ages to get back in touch. 

Was dissatisfied as they told me to go to walk in centre and I really needed the eye infirmary. When I got to walk 
in centre they told me I should have gone straight up to eye infirmary. 
I was told at about 10pm that I would receive a call back straight away and on one occasion missed the calls at 
2.30am as we waited so long we went to sleep. 

They helped arrange a hospital appointment and my daughter took me there. 

Sometimes I have felt the call handler thinks I am panicking for no reason. 

Friendly operators. 

I was satisfied with how quickly I got through to speak to someone and how quickly they managed to get an 
appointment for my daughter. They really lovely in general. 

How friendly the advisors were  

Correct and pro 
Or advise given, non judgemental. 

Was satisfied with everything  

We were advised to go to walk in centre with 1 year old child, walk in centre did not accept under 2's 

Quick efficient service. Thank you to those involved x 

Will never use it again, bad service run by bad management 

Polite, professional call handler, competent. Dealt with the matter appropriately.  

Fast response  
Friendly and put me at ease  
Very helpful  

Very professional, understanding and quick to sort out treatment. 

They were helpful 

Because it is easy and quick to use. 

Found all operators very helpful. 

Disgusting service, promises not kept, ended up in A&E 



  

 

Quick answers, resolved straight away. 

Service was very helpful, I would recommend at once. 

The lady was very helpful. 

I definitely would recommend this service. Very helpful and a service that is needed. 

To be able to receive good advice. 

Helpful and polite. 

Depends what symptoms they are experiencing. 

Quick response, helpful answer.  Good knowledge and trustworthy. 

What alternative is there? 

The person on the other end of the phone was excellent. 

They have been very responsive. 

Always helpful from the start. 

In emergency any help is welcome. 

Good service and advice. 

Very quick at their response. 

Get seen. 

Managed to get me a scan the same day for DVT. 

Received good advice and assistance. 

Recommend by personal experience. 

Appointment at walk-in centre booked. 

Very helpful, professional and friendly. 

Out of hours advice. 

Very helpful, polite person on phone, helps to keep you calm and they understood if you're upset or panicking. 

I phoned at 1.15 pm. A doctor did not come until 7.30 pm. 

Professional, knowledgeable and efficient. 

Provides essential medical advice. 

Far quicker than trying to see a GP, never mind go to A&E. 

The service was very helpful. 

Very helpful and patient on the phone call. 

People visit A&E and urgent care unnecessarily. 

Have never needed to use 111 before - very reassuring and helpful. 

Problem discussed, dealt with and an outcome reached. 

Every time I've used the service they've been helpful. 

Reliable for advice to go to A&E or doctor when an accident occurs. 

Really very helpful and got the best possible service  

Always very friendly 

Because they have good advice and are extremely helpful  

XXXXX the driver who came for me in his car was calm friendly and courteous and was quick and efficient in all 
he did without creating an  atmosphere of rush and hurry. He had an uncanny knack of anticipating my needs 
without fussing or making me feel helpless or useless. He was extremely pleasant in his manner  
and we had a very interesting conversation on the way home and he transferred my baggage  and me 
seamlessly from hospital to car and car to home at the end  of the journey and drove the car extremely well in 
between in some very busy and  often congested Friday traffic. Please thank XXXXX from me 
for a very enjoyable experience and a job very well done. I have needed to use your transport  several times and 
all your  drivers have been good but XXXXX was exceptional. Your service is great blessing.   
I cannot answer the questions for myself because my GP arranged the transport to hospital which was 
by ambulance for which I had to wait about two  hours and the two paramedics were very good. They took me to 
Arlington for x-rays and we had an interestiing conversation on the way home. 
I contacted 111 to find a pharmacy in my local area that would be open out of hours to then going through a 
triage for a doctor to call me back when there was no need. sometimes this 111 is absolute waste of NHS 
funding  
Very professional and have the correct advise as ended up staying in overnight at AnE which advisor said I 
might and to pack a bag.  

I was seen to very promptly and looked after very well with thorough examinations and monitoring throughout.  

Very good advice and quickly answer to all our worries.  

Quick and helpful service by thorough and well trained, patient staff. Calming and reassuring x 

Promised an appointment at my doctors, when I got there no appointment had been made. 

Very thorough questions and appointments made straight away. I felt the operator listened very carefully and had 
a caring manner  

2 hours to get a call back from a doctor for a 3 yr old child struggling to breath I don't think is acceptable. 



  

 

quick response  

It provided me with an appointment to see a healthcare professional  

Everyone we have spoken to or seen have been amazing, from the call handler to the consultant...can't thank 
everyone enough xxx 

Helpful fast and friendly  

  

Social Media Update 

Summary 

 
Facebook 
There are a number of ways we receive feedback through Facebook: visitor posts, private messages 
and reviews.  At the time of writing, 11th May 2017, the NEAS Facebook account had 7,830 likes, up 
from 7,466 likes in January.  
  
Visitor posts  
Visitors regularly post on our page. Many are organisations, which ‘tag’ us in posts. However, 
occasionally patients post to have their say. In April, we received the following visitor posts (please 
note repetition in this and a message we received at the same time): 

 Hi had 2 paramedic's at my house Wednesday morning due 2 ringing 111.. I'd just like 2 say 
a massive thank to them.. nhs staff don't get enough praise these days.. couldn't be more 
grateful to them for what they done for me.. keep doing what your doing ladies & gents.. xx 

 Just wanted to say a big thankyou to these 2 guys (didnt get their names) i was having a nut 
alergy yesterday and they were incredible! I dont think ambulance crews get the recognition 
they deserve and these two really need huge praise. Thanks guys u made a really scary 
experience a lot easier to deal with x 

 sat and waited for an ambulance at school today with my daughter, even tho she didnt need 
one, the 111 operator sent it, to be rang back to say there isnt any and cud i take her. so, 
was told to go to XXX even tho i said there wasnt an A+E was told it wud b ok coz they had x 
ray. so, got to XXX and was rang again to say we cudnt go there coz we didnt have an 
appoitment cud we go to XXX. I wud of thought by now that the NEAS operator wud no these 
things, if not maybe put a note on your system so it doesnt happen again. 

 Would like to pass on my heartfelt thanks to the crew that responded to my seizure today. 
Professionalism and compassion in equal and abundant measure. Ive experienced this level 
of service time and time again over the previous 25 years and although I've come up expect 
nothing less I certainly don't take it for granted that this level of service will be there in the 

future.  
 

Reviews 
At the time of writing, we had 4.4 stars out of 5, which is the same as the previous month. We 
received the following reviews in April: 

 My mam has been rushed into hospital twice in the last few days, the crew both times were 
fantastic with Mam and all the family xx 
 

Messages 
Members of the public also frequently send us messages. Many of these relate to recruitment. Of the 
messages received in March, the following related to patient care: 

 My nana got discharged from hospital today and brought home by PTS. My nana would like to 
send her thanks on to him as he was really helpful and friendly, single man crew and not a 
problem at all. Once again 5* service by your company. Thank you for everything.  

 Just want to say a massive thank you to all the staff that helped my son today at the shopping 
centre after he had a seizure. He sat with us in the ambulance on the way to the hospital and 
kept us calm in what was a stressful situation. Thank you.  

 Hi just like to thank the 111 call handler and the crew that came out on Monday to a cyclist that 
came off a bike.  

 
 



  

 

 
Twitter 
At the time of writing, the NEAS Twitter account had 9,403 followers – up from 9,274 followers in 
February. 
 
The comments on Twitter differ to Facebook by the varying nature of the media they are using. Like 
Facebook notifications, many come from other organisations ‘tagging’ us in. We received the 
following comments relating to patient care in March: 
 

 @NEAmbulance your emergency response paramedic, was an absolute star today. He's a 
credit to your service and calmed our busy house! 

 I think the @NEAmbulance is the most appalling service I have ever come across. Waiting 
hours for an ambulance is not hunane when in pain!! 

 
During April we posted the following Facebook and Twitter message:  

  

Twitter received 69 retweets and 31 likes.  

Facebook received 160,162 reaches, 613 shares, 293 likes and 65 comments   

 

https://twitter.com/NEAmbulance/
https://twitter.com/NEAmbulance/


  

 

Patient Engagement – April 2017  

Date Organisation Details 

03.04.17 Brandon Mill Primary School  People who help us 

04.04.17 
St Gabriels' NurseryChillingham 

Road Heaton 

People who help us 

07.04.17 Swanfield First School, Alnwick People who help us 

28.04.17 
Dame Dorothy Primary, 

Sunderland 

People who help us 

30.04.17 Durham Uniformed Services Day  Promotional event 

 



  

 

Patient Transport Service (March 2017) National Comparative Data  
 

Organisation Name 
Total 

Responses 
Total 

Eligible 

% 
Recomm 

ended 

% Not  
Recomm 

ended 

Breakdown of Responses 

Extremely 
Likely 

Likely Neither Unlikely 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 5,009 608,287 89% 5% 2,911 1,554 202 102 164 76 

England (excluding Independent Sector 
Providers) 3,396 525,126 89% 6% 1,805 1,228 132 62 130 39 

Selection (excluding suppressed data) 5,009 608,287 89% 5% 2,908 1,553 202 102 163 76 

ISLE OF WIGHT NHS TRUST 0 813 NA NA 0 0 0 0 0 0 

CHELSEA AND WESTMINSTER FT  0 439 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  697 24,314 91% 2% 167 465 48 13 3 1 

IMPERIAL COLLEGE HEALTHCARE NHS  637 27,699 82% 11% 215 307 33 19 51 12 

LONDON AMBULANCE SERVICE NHS TRUST 68 4,099 94% 4% 48 16 1 1 2 0 

UNIVERSITY COLLEGE LONDON HOSPITALS  261 3,386 76% 20% 108 90 10 12 39 2 

YORKSHIRE AMBULANCE SERVICE NHS  9 90,657 78% 22% 7 0 0 1 1 0 

NORTH EAST AMBULANCE SERVICE NHS  468 56,259 94% 2% 269 171 15 5 3 5 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 18,435 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  165 77,707 80% 10% 88 44 2 1 16 14 

EAST OF ENGLAND AMBULANCE SERVICE  180 44,043 93% 4% 132 36 4 3 5 0 

SOUTH WESTERN AMBULANCE SERVICE  1 9,299 * * * * * * * * 

SOUTH EAST COAST AMBULANCE SERVICE  0 6,946 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE  4 51,050 * * * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS  906 109,980 96% 2% 768 98 19 7 9 5 

ARRIVA TRANSPORT SOLUTIONS LIMITED 1,104 52,109 86% 6% 666 288 52 31 30 37 

SRCL LTD 484 28,052 94% 2% 421 34 18 8 3 0 

THAMES AMBULANCE SERVICE 25 3,000 92% 8% 19 4 0 1 1 0 
 
Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/ 

http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/


  

 

Emergency Care Service - See and Treat (March 2017) National Comparative Data  

Organisation Name 
Total 

Responses 
Total 

Eligible 

% 
Recomm 

ended 

% Not  
Recomm 

ended 

Breakdown of Responses 

Extremely 
Likely 

Likely Neither Unlikely 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 245 200,723 95% 3% 220 13 2 4 4 2 

England (excluding Independent Sector Providers) 245 200,723 95% 3% 220 13 2 4 4 2 

Selection (excluding suppressed data) 245 200,723 95% 3% 213 13 2 4 4 2 

ISLE OF WIGHT NHS TRUST 0 590 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 2 25,874 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 4 14,334 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  126 8,361 97% 3% 113 9 0 2 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 5 15,331 100% 0% 5 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  0 28,688 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  41 21,669 100% 0% 40 1 0 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  10 26,722 90% 10% 9 0 0 1 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  16 22,390 94% 6% 15 0 0 1 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  1 15,255 * * * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS TRUST 40 21,509 85% 5% 31 3 2 0 2 2 
 

Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/ 

http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/

