
 

Friends and Family Test – May 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 note: Currently text surveys are not included in the Graphs 

 
 

 
 

Service Responses 
% 

Recommended 
% Not 

Recommended 

Emergency Care (ECS) 
See & Treat 

132 97 1.5 

Patient Transport (PTS) 68 98.5 0 

111 Service 83 86.7 6 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

May 2017  

    97% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 97.1% Negative themes = 2.9% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 The paramedics were very caring, gentle and very friendly. 
Also very helpful. 

 The response to our call was prompt and the staff on the 
ambulance were very caring and kind at our time of 
distress. 

 Staff calm, efficient and helpful and kind. Very attentive and 
genuinely lovely women. 



  

 

 

 

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

May 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 4 
Total: 132 

Postal Surveys 128 

Activity   

Number of see and treat patients for the month 8,779 

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  127 97 -1.6 

Extremely Likely  116 95.2  -6.6 

Likely  11 8.4 +5 

Neither likely nor unlikely 2 1.5 +0.8 

Unlikely 0 0 0 

Extremely unlikely 2 1.5 +0.8 

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 

149 62.9 1 14.3             

1 Emotional 
Support 

53 22.4     
Reassuring/put at ease 1.1 29 12.2     

Caring 1.2 24 10.1     

3 Quality of staff 
/professionalism 

88 37.1 1 14.3 

Knowledgeable 3.1 2 0.8     

Good/Excellent Staff 3.2 48 20.3     

Friendly staff 3.3 20 8.4     

Understanding 3.4 4 1.7     

Helpful staff 3.5 14 5.9     

Attitude 3.6     1 14.3 

5 Kindness and 
compassion 

8 3.4     

Kindness 5.1 2 0.8     

Compassionate 5.2 3 1.3     

Respectful 5.3 3 1.3     

Transactional 
Themes 

88 37.1 6 85.7             

6 Timeliness and 
access to care 

25 10.5 5 71.4 
Quick response – 111  6.1 1 0.4     

Quick response - Ambulance 6.2 24 10.1 5 71.4 

7 information 
communication 
and education 

11 4.6 
  
  
  

  
  
  

Good advice 7.1 3 1.3     

Good explanation 7.2 7 3.0     

Communication with patient 7.5 1 0.4     

12 Quality of Care / 
Service 

45 19.0 

  
  
  
  
  

  
  
  
  
  

good /excellent service 12.1 25 10.5     

Helpful  12.2 2 0.8     

Efficient 12.3 4 1.7     

Good outcome 12.5 5 2.1     

Good care 12.7 9 3.8     

13 General / Other 7 3.0     General 13.1 7 3.0     

14 Triage Process     1 14.3 Questioning process 14.1     1 14.3 

Totals 237 97.1 7 2.9     237   7  

 

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has decreased by 
1.6%  to  97% 

 The number of patients unlikely or extremely unlikely to recommend the service has increased by 0/8% to 
1.5% 

 Returns have decreased by 15 to 132 responses this month 

 The number of See & Treat cases has increased  by 512 to 8,779 

 There were 3 main themes: quality of staff and professionalism scored 37.1%, The main sub theme was 
excellent staff; emotional support 22.4%, the main sub themes were reassuring and caring; and quality of 
care and service 19%, main sub themes good/excellent service. 

 2.9% of all free text comments were negative, the main negative comment related to ambulance response 
times  

 Demographics, age: Over 65 years 65.6 %, 45-64, 21.9 %, 25-44 9.4 % Disabled: 69%; Gender: Female 

58.9 %, Ethnicity: White 96.1%, Data is only collected for sexual orientation and faith online for this survey. 



  

 

Heterosexual :75%, prefer not to say 25%  Christian  25%, no religion or belief 25% the number of 
responses was very low to both questions (4 responses)  

 National Comparative data for April 2017 indicates we are the highest out of 11 organisations for response 
rates, collecting nearly 60% of all responses nationally. We are 2rd (4 organisations attain 100%) for the 
number of patients likely or extremely likely to recommend services to friends and family (99%), 2% higher 
than the national average. We are 2nd (4 organisations record 0%)  for the percentage of patients said that 
are unlikely or extremely unlikely to recommend our services (1%) 1% lower than the national 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 very 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 us that 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 Alnwick. 

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 as 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 

May 2017 
 

    98.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 96% Negative themes = 4% 

Top positive 
themes 

Quality of staff / 
professionalism 

Quality of Care / Service 

Positive     
free text 

Comments 

 I’ve used the service hundreds of times since I lost my leg 
21 years ago, I’d be lost without the service 

 The staff are professional and showed great care 

 Ambulance staff always pleasant and very helpful, always 
put the patient first 



  

 

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

                 May 2017  

Number of Responses 

Online Surveys  2 
Total: 68 

Electronic Tablet Surveys 66 

Activity   

Number of completed journeys for the month 52,164 

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  67 98.5 +1.1 

Extremely Likely  45 66.2 +8 

Likely  22 32.4  -6.8 

Neither likely nor unlikely 1 1.5 +0.8 

Unlikely 0 0 -2 

Extremely unlikely 0 0 0 

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 % 
Cou
nt 

% 

Relationship Themes 52 53.6               

1 Emotional Support 2 2.1     Caring 1.2 2 2.1   

3 Quality of staff 
/professionalism 

50 51.5     

Good/Excellent Staff 3.2 25 25.8   

Friendly staff 3.3 11 11.3   

Helpful staff 3.5 9 9.3   

Attitude 3.6 5 5.2   

Transactional 
Themes 

 45  46.4 4 100          

5 Kindness and 
compassion 

1 1     Compassion 5.2 1 1   

6 Timeliness and 
access to care 

4 4.1     

Quick response - 
Ambulance 

6.2 1 1   

Ease of use 6.4 1 1   

Need service to 
access appointment  

6.11 2 2.1   

11 Physical comfort 
/safety 

    4 100 Comfort 11.3    4 100 

12 Quality of Care / 
Service 

40 41.2     

Good /excellent 
service 

12.1 33 34   

Helpful  12.2 2 2.1   

Reliable/ Trustworthy 12.4 4 4.1   

13 General / Other 1       General 13.1 1 1   

Totals 97 96 4 4     97 
  

4  

 

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
is 98.5%, an increase of 1.1% compared with the previous month (caution should be taken 
when comparing to previous months data due to low number of responses again). 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0%, 2 
lower compared to the previous month (caution due to low responses) 

 We received 68 responses – An decrease of 85 compared to the previous month and a 
significant decrease compared to previous months  

 Responses have been very poor again this month. Most of the tablets on stations have 
provided few if any responses, our patient volunteer has left the organisation, and we do not 
have any support from staff on light duties. The Engagement Managers and Officer have met 
PTS Operational Managers at the team meeting and been in regular contact with managers 
throughout the month to encourage staff to undertake surveys. Initiatives are being rolled out 
with Apprentices and some managers in the North have been very proactive and asked for 
additional tablets and will chase up staff who currently have a tablet to improve response 
rates. We hope these interventions will improve response in June and July.  

 In the coming months a link to the PTS FFT survey will be included on all ACS devices 
alongside a briefing to staff on the importance of collection data and how we use it. We 



  

 

envisage that this will support responses. 

 Geographical representation, most responses were from 6 hospitals, we need to continue to 
roll out tablets to all areas to improve geographic responses. 

 The number of completed journeys was 52,164  an increase of 6,240 compared with the 
previous month 

 97 (96%) of free text themes were positive an increase of 7.2% compared with the previous 
month. The main positive themes were, quality of staff/professionalism and quality of 
care/service. 

 4 (4%) of free text themes were negative. The only theme was comfort. 

98.2% of PTS Ambulance patients would recommend the service to friends or family 
compared to 100% of Ambulance Car Service patients and taxis. 

 Demographics, Gender: 47.4% Female; Age: 52.6% over 65, 40.3% 45-64, 0% 16-44 years 
old; Disabled: 89.5%; Sexual Orientation: 1.8% Lesbian, Gay or Bisexual and 76.8% 
Heterosexual, Faith: Christian 52.6%, 21.1% no faith, 3.5% other faiths; Ethnicity: White 
British 95.8%, Irish 4.2%, BAME 0%. 

 National comparative data for April 2017 indicates we are the 7th highest out of all 
organisations and 4th highest in the Ambulance sector for response rates. We scored 10% 
above the national average for the number of people who are likely to recommend us to 
patients (97%). 2% of patients would not recommend our service to friends and family which 
is 5% lower than the national average of 7%.  
 

 

 

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 55 98.2 4 100 1 100 

Extremely likely 36 64.3 3 75 1 100 

Likely 19 33.9 1 25     

Neither likely nor unlikely 1 1.8         

Unlikely       

Extremely unlikely       

Don't know       

 



  

 

Hospitals 

Hospital  
Number 

 

% of 
responses 

Darlington Memorial 4 7 

Freeman Road Newcastle 5 8.8 

Hexham General  0 0 

James Cook  11 19.3 

North Tyneside General 0 0 

One Life Centre Hartlepool 0 0 

Queen Elizabeth Gateshead 0 0 

Royal Victoria Infirmary 14 24.6 

South Tyneside General 0 0 

Sunderland Royal  1 1.8 

University North Durham 6 10.5 

University North Tees 9 15.8 

Wansbeck General  0 0 

Other 7 12.3 

 
 
Device Locations 
 

Device 
ID 

Location 
Active 

Responses 
Quarantined 
Responses 

All 
Responses 

56 PTS Renal 16 23 39 

23 Hawkeys 6 0 0 0 

24 Hawkeys 14 0 0 0 

25 Customer Care PTS 0 0 0 

30 Porters RVI 0 0 0 

32 Wallsend 4 0 0 0 

33 PTS North Tees 2 2 4 

34 Porters RVI 0 0 0 

35 Wallsend 6 0 0 0 

36 PTS Pallion 0 0 0 

37 Customer Care PTS 0 0 0 

38 Hexham 8 0 0 0 

52 PTS Consett 6 0 6 

53 Blucher 20 9 8 1 

54 PTS Coulby Newham 0 0 0 

64 Light Duties 11 0 11 

65 PTS South Shields 0 0 0 

66 Light Duties 12 0 12 
 

 

 



  

 

Free Text Comments 

Great drivers and very helpful 

Good service and lovely staff 

Good service 

Normally on time 

Always good and very friendly 

Lovely drivers  

Good staff and reliable 

Great drivers 

Good service and nice staff 

Good drivers 

Great service, great staff 

Nice decent people 

Staff very nice 

Reliable 

I wouldn't be able to get to my regular  hospital  appointment so without this service and excellent  staff 

Receiving regular  treatment and transport  staff have been a great  help 

Excellent staff 

The staff were professional  and showed great care 

Excellent staff 

It was practical and useful for my mobility needs 

Regular  transport user, reliable friendly staff 

Staff excellent and service amazing 

The staff member was passionate about work and showed excellent levels of care 

Helpful staff 

Compassionate  staff 

Brilliant  service 

Good service 

Brilliant service 

Nice friendly staff 

Rely on that service 

Cannot  fault service excellent staff 

Need transport due to visually impaired and requiring oxygen 

Promptness and great attitude of crew 

It's a good service 

Ambulance staff always pleasant and very helpful,  always put the patient first and them comfortable 

Excellent service 

Crews are always friendly 

Unable to get on the bus so really pleased with the service 

I've used your transport 100's of times since having my leg off 21 years ago. I'd be lost without the service 

Very good service 

Nice and polite staff 

great staff 

Superb staff really helpful 

Great service 

Brilliant service always 

Great service provided free of charge 

Used service lots of times staff always helpful and friendly 

Friendly helpful staff always 

Great service provided 

Thanks for a good service 

Better seats 

Would recommend to friends and family 

Pleasant crew 

Staff deserve medals 

Fantastic  service 

Could do with a pillows  or cushions  for comfort 

Just that's the service was excellent 

Keep  up the good work 



  

 

Very happy helpful staff 

Polite friendly staff 

Staff do a good job 

Great service today 

Very good friendly service 

Excellent service but uncomfortable ambulances 

Better suspension on vehicles and tail lift needs redesigning as they are extremely noisy inside of the vehicles 

Excellent and friendly service 

staff are amazing 

Brilliant staff on ambulance helpful and friendly 

Can’t complain 

Can't fault superb 

Can't grumble great service 

Great service from ambulance staff  
only negative is too much work given to staff via 
computer it never stopped the annoying bleep 

Great help full service always 

Cannot complain always very helpful and cheerful 
staff always willing to help anyway they can 

Super staff and service 
 



  

 

 

 

111 Service 

Friends and Family Test Survey 

May 2017  

    86.7%   Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 83.7% Negative themes = 16.3% 

Top 3  positive 
themes 

Quality of 
care/service 

Timeliness 
and access to 

care 

Quality of staff/ 
professionalism 

Positive free 
text 

comments 

 It is great if there is something that doesn't require 
999. 

 Very efficient service, I had confidence in person I 
spoke to. 

 It is good to have someone to answer questions in a 
calm way when one is not sure of how acute one's 
symptoms are. 



  

 

 

 

111 Service 
Friends and Family Test Survey 

May 2017 
 

Number of Responses 

Postal Surveys  63 

Online Text Surveys 20 

Total 83 

Activity   

Number of 111 calls (answered) 75,613 

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  72 86.7 -1.4 

Extremely Likely  42 50.6 58.2 - 7.6 

Likely  30 36.1 30  +6.1 

Neither likely nor unlikely 6 7.2  +1.2 

Unlikely 2 2.4  -0.6 

Extremely unlikely 3 3.6  +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 % Count % 

Relationship Themes 32 26 0 0             

1 Emotional Support 12 9.8     

Reassuring/put at 
ease 

1.1 10 8.1     

Caring 1.2 2 1.6     

3 Quality of staff 
/professionalism 

17 13.8     

Knowledgeable 3.1 2 1.6     

Good/Excellent 
Staff 

3.2 5 4.1     

Friendly staff 3.3 3 2.4     

Helpful staff 3.5 7 5.7     

5 Kindness and 
compassion 

3 2.4     
Kindness 5.1 2 1.6     

Respectful 5.3 1 0.8     

Transactional Themes 91 74 24 100             

6 Timeliness and 
access to care 

22 17.9 5 20.8 

Quick response – 
111  

6.1 19 15.4     

Ease of use 6.3 3 2.4     

Called back  6.10     5 20.8 

7 information 
communication and 
education 

13 10.6 1 4.2 

Good advice 7.1 9 7.3 1 4.2 

Good explanation 7.2 1 0.8     

Communication 
with patient 

7.5 3 2.4     

9 Co-ordination and 
integration of care 

1 0.8 7 29.2 

Links to services 
outside NEAS 

9.1 1 0.8 6 25.0 

  
Treatment at other 
service 

9.2     1 4.2 

12 Quality of Care / 
Service 

42 34.1 4 16.7 

good /excellent 
service 

12.1 19 15.4 3 12.5 

Helpful  12.2 10 8.1     

Efficient 12.3 6 4.9 1 4.2 

Good outcome 12.5 7 5.7     

13 General / Other 10 8.1     General 13.1 10 8.1     

14 Triage Process 3 
  

2.4 
  

7 29.2 

Questioning 
process 

14.1 3 2.4 3 12.5 

Relevance of 
questions 

14.2     3 12.5 

Telephone 
Operator 

14.5     1 4.2 

Totals 123 83.7 24 16.3     123   24   

 



  

 

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 1.4% to 86.7% 

 The FFT score for the number of patients unlikely or extremely unlikely to recommend the service to friends 
and family has stayed the same at 6% 

 We received 83 responses, (20 text and 63 postal) which is 15 more than the previous month 

 The number of answered calls has decreased from the previous month by 4,307 to 75,613 

 123, 83.7% of the free text themes were positive, the highest themes were: quality of care/service at 
34.1.5%, sub themes good excellent service and helpful; timeliness and access to care 17.9%, with quick 
response times being the most common sub theme; and quality of staff/professionalism scored 13.8%, sub 
themes good/excellent staff and helpful 

 24, 16.3% of free text themes were negative, Co-ordination and integration of care was the largest theme, 
with 25% of the themes relating to links outside NEAS and 20.8 % relating to call backs  

 Demographics, Age: over 65 23.1.%, 45-64 32.1%, under 44 years old 44.9 %; Gender: 76% female, 
Disabled: 39.2 %, White British 95% , Christian 54%,  No religion 28.2%, Heterosexual 91% prefer not to 
say 9% 

 
 
 

 
 

 
 

  

 

Free text Comments 

Straight, helpful diagnosis, calming. 

Wrong information re. appointment location. 2nd time not diagnosed wrist fracture. 

The service is a big help for the public when help is needed. 

Very helpful and in some cases prevents you from going to A&E when not necessary. 

Professional advice, out of hours GP. 

Excellent and prompt response. 

It is great if there is something that doesn't require 999. 

Recognised urgency. 

Very helpful and good advice. 

Service a lot quicker than it used to be. 

Abdominal pain/high temperature. 

Most already know of the service. 

Immediate help or reassurance and past experience. 

The person I spoke to was polite and helpful. 

Helpful staff, made you feel important. 

Very efficient service, I had confidence in person I spoke to. 

Always been kind and helpful. 

I feel that 111 is a good support for staff. 

I was ringing to access an appointment at a walk-in centre because I am asthmatic and thought (correctly) I 
needed antibiotics. The responder wanted to send me an emergency ambulance! 

Ease of success, helpful. 

Quick response. 

I have found that your service is extremely helpful. 

Unable to contact own GP as weekend surgery unavailable. 

Better care, no hassle getting a doctor's appointment. 

Although lots of questions got the response I needed. 

They were very quick and helpful to me. 

It is a valuable service. 

Advice given and when to see a doctor. 

Concerned about infection in my eye and the risk of passing it onto my baby. Was directed to a chemist, no need 
to be seen by a doctor. 

They were helpful in getting a prompt GP appointment for my 10 month old son. 

Received a good service. 

No issues getting through and doctor appointment made locally. 



  

 

I was satisfied. 

Help is at hand if, like me, one is alone at the time. I am also blind. 

Quick service. 

It is not always possible to get to see a doctor. 

Extremely helpful service. 

Quick efficient service. 

Excellent service, good response, very reassured. 

They were fast, thorough and efficient. I felt as if the person I spoke to really understood me. 

They were fast, thorough and efficient. I felt as if the person I spoke to really understood me. 

Always very helpful, caring, polite. 

Excellent advice, quick and pleasant. 

Service good and helpful when needed. 

Need treatment out of hours. 

My problem was dealt with quickly and efficiently. I had not previously been totally aware of how the system 
works but I now feel confident in using the service. 

For the quick service, they got my tablets for me. 

Always referred to A&E, even when it's not required. 

Needed drop-in centre appointment. 

Quick and efficient. 

Last year I called 111 for my partner who was being sick and he was getting chest pains and the put me through 
to 999 and saved his life. 

I received good information about whether to escalate or seek further medical support. 

Some times it’s just as easy to go to a walk in centre. 

Easy, quick and convenient. 

Wrongly assessed so wasted services and time sent to wrong hospital 

It is good to have someone to answer questions in a calm way when one is not sure of how acute one's 
symptoms are. 

The person was really good and clear apart from the fact that I booked an appointment at Easington and when I 
got there they said sorry they've booked you in at Seaham. They still saw me at Easington but then had to wait 
longer to be seen  

I rang up to advise that my daughter had a bump to the head and was told someone would ring me to advise 
what to look out for back even though I'd expressed that I'd rang to get her checked over by someone as she is 
only 2 years old. They then took six hours to ring back and left a voicemail at 22:50pm telling me they wouldn't 
try again! Which of course I was asleep as I work. I later went to the walk in centre and asked them to check her 
over and was told that with children they  always need checking ! This is not good service from 111!  

I have used this service a few times and each time who ever I have spoken to has been kind, reassuring, helpful, 
and also made me feel relaxed and not like I was wasting their time. 

Very prompt call out for our 1 year old, reassured by doctor who came out.  

I called regarding my poorly baby at half three in the afternoon, I was told a would receive a call from a clinician 
within two hours. By half 6 I had still not received a call so I took my daughter to two walk-in centres which were 
closed then ended up in A&E. I realised at half 11 , that 111 had still not called me about my baby. We had to go 
to bed. I woke up to a message on my phone from 111, they called back over ten hours after my initial call. 
That’s not good at all especially for an 8 month old. 

I rang as I needed to see a health professional and the 111 service got my an appointment within the hour. 

Excellent service, I’ve never had any issues when I’ve used 111. Much prefer using than having to wait to see 
my doctor.  

It could help someone in need to feel better.0 

I contacted nearly 3 weeks ago and I'm still waiting for a nurse to phone me 

Quick response and thorough exam over phone  

Very helpful as this is an ongoing medical problem which I know certain symptoms need a second opinion. 

First occasion appointment location was incorrect venue. 2nd occasion told to ring GP next day. Attended A&E 
who diagnosed wrist fracture. 

On the call I was made to feel though I shouldn't have been calling. They asked if I had called previously about 
the issue and put me on hold. I felt as though the person didn’t want to help until they checked with someone 
else to see if it was OK to give advice. I was made to feel like I was wasting their time calling. 

Followed the advice given. 

Quality of service and advice. It's a brilliant service that helped me decided whether I needed to go to A&E. 
Helps support busy A&E department by reducing patient numbers to only urgent ones. 

Having to use patients transport, there were a couple of times the wrong ambulance was booked, this made it 



  

 

challenging. 

Advice. 

I was very satisfied with the service I received from 111 service and call handler, she contacted me back and 
informed me that an ambulance was being sent to my house. 

I was called back within an hour and told which was nearest drop-in/walk-in centre to attend as it was a Bank 
Holiday. 

Got to see a doctor straight away. 

They were efficient, caring and very helpful. 

Completely satisfied. Very confident person received my call. Very polite, respectful and helpful. 

Just nice, considerate and friendly. I've used the service a few times and have always found this to be the case. 
But I do think the critical questions you're asked can be over the top, could be shortened. 

They are a good support service. And give very good advice on who to contact. 

The "computer style" questions obviously made a non-medical call handler think I needed emergency treatment. 
Had they sent an ambulance this would have been a complete waste of public money. This money would be 
better spent updating the website so patients could book-in online, why not, having qualified staff triaging calls. I 
went to walk-in centre and got appointment before call back from medical professional. Had website advised this, 
I wouldn't have rung 111. 

Clear, precise questions, calmness of call handler, very professional. 

The call handler was aware immediately of my problem and arranged an ambulance. 

Was seen as soon as appointment was made from 111. 

Rang 111, got quick response. Lots of questions referred to doctor who rang. I explained situation who then 
passed me onto urgent care team who arrived at 3.30pm, having called initially at 9am! By this time my husband 
was improved but not well. 

They were very efficient and seemed to know what I was telling them. 

Looked for a doctor around where I lived. 

They accessed reserved last minute appointment from my GP. They handled a confusion with which walk-in 
centre appointment was made, very efficiently and even returned my call to check I was going to the correct 
hospital with my son. 

Able to get me a GP appointment as child had Scarlet fever. 

They persuaded me to accept their advice. 

I was unable to contact my district nurses and required urgent attention. The 111 service reassured me and 
contacted the nurses immediately on my behalf. I was alone at the time. All was well. 

I was given an appointment within an hour for my child to be seen. 

My problem was of 2 days standing so I knew it wasn't a heart problem but I was still asked about neck and arm 
pain. I know you are duty bound to ask to cover all angles to prevent being sued but I found it quite irritating as I 
knew the questions were irrelevant to me. If the staff were able to listen to patients then ask questions as things 
went along, it might be better. 

They did everything quick and got me the help I needed. 

They did everything quick and got me the help I needed. 

I have no issues about the quality of the 111 service. The service I was given was very prompt and professional. 

Nothing with 111 service. They were helpful and gave me good advice. However, I was told to go to my local 
A&E which is OK. I would have gone to our local Primary Care Centre to free up A&E but was told to go there as 
an appointment was needed. 

The reaction of the doctor was helpful and gave me the advice I needed at the time, although I had other 
unknown problems which had to be addressed a few days later in hospital. 

Long process for a small [unreadable comment] tear which only needed a district nurse. Trying to think an 
ambulance would be appropriate. 

Impressed with the calm and friendly staff who got me where I needed to be very quickly and were reassuring. 
They explained how system works and carried out all the necessary checks to ensure I received the appropriate 
treatment in the appropriate facilities. Overall, I was happy with my treatment. 

This service was my lifeline at the time, I cannot praise it enough, being on my own at 85 in poor health with my 
own GP surgery closed. The gentleman who took the call was most helpful and understanding. 

Positive: always friendly and doesn't take long to get through to someone. Negative: questions take a long time 
and are usually irrelevant and always referred to A&E, often to wait hours and then told that they can't help. 

They told me about walk-in clinic at Dental Hospital in Newcastle. 

I was very satisfied with how quickly they acted to get the help my partner needed. 

The clinical judgement of the 1st responders was spot on. 

The call handler was very polite calm and reassuring. 

Quick, easy and convenient 

Wrong questions asked information recorded wrong and finally sent to minor injuries unit who could not help as 



  

 

problem needed A&E  

Good  

The fact that I knew my daughter should have been seen and I wasn't given that option and my whole 
experience. My daughter is fine but it isn't the point  

Overall I am extremely satisfied with the 111 service as with my experience the advice given was very good for 
what I personally needed  

I am a nurse so for me I felt some of the assessment questions were not relevant I.e is the child breathing when 
you could clearly hear them screaming in the back ground.  
Advice re temperature we had already been doing prior to call.  
The doctor who came out was the re assuring person after examining my daughter.  
I know the call handler has a list of questions to go through and I appreciate that they have to do this,  but if I 
honestly thought my daughter was in responsive or not breathing I would have rang 999 not 111.  

They did not call me back within the 2 hour timescale, I was left with a poorly baby and I didn't know what to do. 

The lady was calm and helpful. She dealt with my issue quickly.  

On this occasion everything was perfect! 

Call handler was fine, it is the fact I was told a nurse would call me..... They never have, despite me calling to 
chase it and being told to be patient..... 3 weeks later I am still waiting.  

 



  

 

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, 12 June 2017, the NEAS Facebook account had 7,976 likes, up 
from 7,830 likes in May.  

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 May, we received the following visitor posts (please 
note repetition in this and a message we received at the same time): 

 Thank you to the two paramedics who attended my son's accident on the school field 
yesterday. They were absolutely amazing and an absolute credit to the service.  
Thank you 

 Hi had 2 paramedic's at my house Wednesday morning due 2 ringing 111. I'd just like 2 say a 
massive thank you 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 

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 May: 

 Last week I was assisted by 2 fabulous paramedics. They not only gave me exemplary care, 
they also popped into accident and emergency to check how I was doing later in the day. 
Nothing was too much trouble for them and they couldn't have been more caring or 
professional. Thanks to them an extremely distressing situation was made a little bit easier. 
Thank you! Xx 

Messages 
Members of the public also frequently send us messages. Many of these relate to recruitment. Of the 

messages received in May, the following related to patient care: 

 Hi all…. Me and my husband were involved in a motorbike accident. We would like to thank 
all Paramedics etc who attended to us. I was put on a spinal board and given neck braces 
and given morphine for the pain. They were all stars! They reassured me all the time while 
they got on with their job, telling me every step of the way what they were going to do next. 
They were wonderful. My nephew is a paramedic who attends serious/fatal road incidents 
and he does an amazing job. Well done to all NHS workers, in particular the paramedics x 

 Would it be possible for somebody to give me a ring please? The quality of service (or more 
to the point my ex-wife) received last night was second to none, the three crews who 
attended were some of the most professional people I have ever met in the NHS worked in 
some of the worst conditions I have ever seen.  

 Hello could please tell me how I can get information about an ambulance crew as I would like 
to send in a formal letter of thanks regarding the service my nanna received I feel the crews 
actions and friendly service at a challenging time was outstanding the crew was made up of 1 
male who rapid response paramedic followed by 1 female ESW and a female paramedic.  

 A paramedic came to my father’s aid yesterday. He took the time and patience to thoroughly 
check out his physical wellbeing in a gentle very high skilled, knowable manner which my 
father was totally relaxed with. My deepest thanks to XX. Thanks also to XX who I initially 
rang for support and those behind the scene.  

 

 



  

 

Twitter 

At the time of writing, the NEAS Twitter account had 9,751 followers – up from 9,403 followers in 

April. 

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 May: 

 Traumatic day but all resolved eventually. Thanks for @NEAmbulance for the quick 
response. Amazed that nobody else wanted to help me though!  

 @NEAmbulance thank you for your help today, kind, compassionate and professional 
#notallheroswherecapes 

 Thanks to the 2 @NEAmbulance crew who took me to hospital on Friday. Much appreciated.  

 I can’t thank you enough for all you did for mam yesterday. The crew were brilliant.  

 Waiting 5+ hours for an ‘urgent palliative care transfer’ to a hospice… really?!! 
@NEAmbulance  

 Thank you for being so kind to my dad, turned out our niggly worry was another stroke! So 
professional, and kind. Xx ty xx  

 Thank you to the fantastic crew that attended our practice today. Handled a difficult situation 
brilliantly.  

 

 

 

Patient Engagement – May 2017  

Date Organisation Details 

15.05.17 Marine Park Primary  People who help us 

15.05.17 Newcastle Park Day Nursery  People who help us 

17.05.17 Oakdene Primary School People who help us 

22.05.17 Benton Dene School People who help us 

22.05.17 Reid Street School People who help us 

23.05.17 Frosterly Primary School People who help us 

24.05.17 Bailey Green School People who help us 

24.05.17 Winston Village Hall C-Pad Awareness Session  

29.05.17 Durham Pride Took part in the Parade and held a stall 

 



  

 

Patient Transport Service (April 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) 3,309 517,107 89% 5% 1,888 1,068 157 69 103 24 

England (excluding Independent Sector 
Providers) 2,104 445,080 87% 7% 1,039 799 94 57 95 20 

Selection (excluding suppressed data) 3,309 517,107 89% 5% 1,869 1,068 157 69 99 23 

ISLE OF WIGHT NHS TRUST 0 704 NA NA 0 0 0 0 0 0 

CHELSEA AND WESTMINSTER FT  0 364 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  472 20,215 87% 4% 91 320 43 12 5 1 

IMPERIAL COLLEGE HEALTHCARE NHS  581 24,956 81% 12% 188 283 28 23 47 12 

LONDON AMBULANCE SERVICE NHS TRUST 106 2,933 90% 3% 78 17 5 0 3 3 

UNIVERSITY COLLEGE LONDON HOSPITALS  252 5,297 82% 15% 131 75 8 11 26 1 

YORKSHIRE AMBULANCE SERVICE NHS  3 70,435 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  153 45,924 97% 2% 89 60 1 3 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 15,794 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  28 66,298 82% 18% 14 9 0 3 2 0 

EAST OF ENGLAND AMBULANCE SERVICE  77 35,750 95% 0% 65 8 3 0 0 1 

SOUTH WESTERN AMBULANCE SERVICE  21 65,485 76% 19% * * * * * * 

SOUTH EAST COAST AMBULANCE SERVICE  411 90,925 95% 3% 364 27 6 5 8 1 

SOUTH CENTRAL AMBULANCE SERVICE  716 45,928 94% 2% 469 201 31 6 5 4 

NORTH WEST AMBULANCE SERVICE NHS  466 23,099 92% 2% 360 67 32 6 1 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 23 3,000 91% 9% 20 1 0 0 2 0 

SRCL LTD 3,309 517,107 89% 5% 1,888 1,068 157 69 103 24 

THAMES AMBULANCE SERVICE 2,104 445,080 87% 7% 1,039 799 94 57 95 20 
 
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 (April 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) 250 196,025 97% 2% 226 17 1 0 6 0 

England (excluding Independent Sector Providers) 250 196,025 97% 2% 226 17 1 0 6 0 

Selection (excluding suppressed data) 250 196,025 97% 2% 223 17 1 0 6 0 

ISLE OF WIGHT NHS TRUST 0 628 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 2 25,774 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 5 13,870 80% 20% 4 0 0 0 1 0 

NORTH EAST AMBULANCE SERVICE NHS  147 8,267 99% 1% 140 5 1 0 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 10 15,243 100% 0% 8 2 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  1 27,815 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  30 20,532 100% 0% 25 5 0 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  6 25,563 100% 0% 5 1 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  17 21,776 100% 0% 17 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 14,559 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 32 21,998 88% 13% 24 4 0 0 4 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/

