
 

Friends and Family Test – June 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 

160 96.9 1.9 

Patient Transport (PTS) 68 98.5 1.5 

111 Service 82 84 14.9 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

June 2017  

    96.9% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 96.9% Negative themes = 3.1% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 The two paramedics were very professional but still caring 
and friendly.  They explained everything they were doing 
and the test results. 

 Quick response. Very caring people. Pleasant and easy to 
talk to. 

 They were prompt, they listened and were so pleasant and 
helpful. They put my mind at rest. 

 



  

 

 

 

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

June 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 7 
Total: 160 

Postal Surveys 153 

Activity   

Number of see and treat patients for the month 8,460 

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  155 96.9 -0.1 

Extremely Likely  144 90  -5.2 

Likely  11 6.9 +5.1 

Neither likely nor unlikely 2 1.3 -0.2 

Unlikely 3 1.9 +1.9 

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 % 
Coun

t 
% 

Relationship 
Themes 

156 61.6 1 12.5             

1 Emotional 
Support 

54 21.3     

Reassuring/put at 
ease 

1.1 29 11.5     

Caring 1.2 25 9.9     

3 Quality of staff 
/professionalism 

89 35.2 1 12.5 

Knowledgeable 3.1 5 2.0     

Good/Excellent Staff 3.2 53 20.9     

Friendly staff 3.3 17 6.7     

Understanding 3.4 1 0.4     

Helpful staff 3.5 10 4.0     

Attitude 3.6 3 1.2 1 12.5 

5 Kindness and 
compassion 

13 5.1     

Kindness 5.1 8 3.2     

Compassionate 5.2 2 0.8     

Respectful 5.3 3 1.2     

Transactional 
Themes 

97 38.4 7 87.5             

7 Timeliness and 
access to care 

31 12.3 3 37.5 
Quick response - 
Ambulance 

6.2 31 12.3 3 37.5 

7 information 
communication 
and education 

20 7.9     

Good advice 7.1 6 2.4     

Good explanation 7.2 8 3.2     

Communication with 
patient 

7.5 6 2.4     

9 Co-ordination 
and integration of 
care 

1 0.4 2 25 

Links to services 
outside NEAS 

9.1 1 0.4     

Treatment at other 
service 

9.2     2 25.0 

12 Quality of Care 
/ Service 

37 14.6 1 

  
  

12.5 
  
  

good /excellent 
service 

12.1 23 9.1 1 12.5 

Helpful  12.2 5 2.0     

Efficient 12.3 3 1.2     

Good outcome 12.5 1 0.4     

Good care 12.7 5 2.0     

13 General / 
Other 

8 3.2 1 12.5 General 13.1 8 3.2 1 12.5 

Totals 253 96.9 8 3.1     253   8   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients likely or extremely likely to recommend the service has 
decreased by 0.1%  to  96.9% 

 FFT score for the number of patients unlikely or extremely unlikely to recommend the service 
hasincreased to 1.9% 

 Returns have increased by 28 to 160 responses this month 

 The number of See & Treat cases has decreased by 319 to 8,460 

 There were 4 main themes: quality of staff and professionalism scored 35.2%, The main sub 
theme was excellent staff; emotional support 21.3%, the main sub themes were reassuring and 
caring; and quality of care and service 14.6 %, main sub themes good/excellent service. 



  

 

 3.1% of all free text comments were negative, however 25% of the comments related to treatment 
at other services   

 Demographics, age: Over 65 years 69.9 %, 45-64, 16.7 %, 25-44 11.5 % Disabled: 72.9%; 
Gender: Female 65.8 %, Ethnicity: White 96.8%, Data is only collected for sexual orientation and 
faith online for this survey. Heterosexual :100%, Christian  66.7%, no religion or belief 33.3% the 
number of responses was very low to both questions (6 responses)  

 National Comparative data for May 2017 indicates we are the highest out of 11 organisations for 

response rates, collecting nearly 60% of all responses nationally. We are 2rd (2 organisations 

attained 100%) 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 2nd (2 organisations record 

0%)  for the percentage of patients said that are unlikely or extremely unlikely to recommend our 

services (2%) 2% lower than the national average. As the response rates nationally are very low 

we should use caution when comparing data. 

 

Free text Comments 

My husband was treated with care in a professional and dignified way.  We were informed of everything that 
happened and asked our opinion.  I am so grateful to the ambulance men they were wonderful. 

The two paramedics were very professional but still caring and friendly.  They explained everything they were doing 
and the test results. 

After a minor house fire involving a gas fire with a gas bottle  which caught fire after I didnt realise the fire was on 
and place a shirt on top of it to dry, the  Fire service arrived within minutes of being called, but I had inhaled some 
smoke as I  have asthma and had trouble breathing the fire service gave me oxegen  which helped until the  
Ambulance Service came, which was not long after the Fire Service. The paramedic  treated me with great care 
and concern and  gave me numerous checks   to make sure all was fine, I felt safe in his hands and greatly 
reassured by his presence , I cannot Thank The Ambulance Service enough, for all the kind help i was given. 

I think it is the most prompt response I have ever got from an ambulance service. All the paramedics were superb. 
Made everyone feel at ease. Were really helpful whilst they were here for my Mam. Even though it did not result in 
a hospital admission (it was 111 who sent the ambulance) I could not fault the service  

Caring, approachable call handler and lovely crew 

It's an ambulance I don't want them to die  

The NHS is free to all and is the first organisation you think of when you have a medical problem 

Excellent service. 

Paramedics were so helpful, even to the point of getting an appointment at GP for same day as BP was high. All 
other problems could then be dealt with at GP as well as saving the ambulance for someone else. 

All very caring people. Would highly recommend them. 

To inform your service that the treatment I received was so helpful and very prompt to arrive at my home. 

I could not speak too highly of the 2 paramedics that attended me. They were brilliant. 

Quick response. 

Could not have received any better treatment. They were kind and lovely. 

Lovely, efficient and reassuring. 

Have used the service several times and staff are always courteous and informative. 

The crew were friendly yet professional, making me at ease and helping my situation. 

[Names removed] were very pleasant guys. Although I had to wait hours until they arrived, which I understood as 
that’s how the system is nowadays. They checked me out and did a fantastic job. Made me feel at ease. 

Staff listened, did appropriate test and ongoing actions. 

Very satisfied with previous experiences. 

Quick response. Very caring people. Pleasant and easy to talk to. 

I found the paramedics very polite and efficient. They put me at ease straight away and were very good. 

Very fast arrival - compassionate care and good advice. 

They done a brilliant job. They would not leave me until they knew I was feeling better. 

The crew and two paramedics arrived with patience, kindness, and nothing was too much trouble. Efficient in every 
way. So pleasant. Was able to forget our problems for a while. A thank you was not enough. We will be grateful 
forever. 

The ambulance service was fantastic. However, I asked the 111 service not to send an ambulance as I knew the 
problem was not my heart. So the whole episode was a waste of NHS resources. 



  

 

Very knowledgeable and friendly. Gave very good advice. Very helpful and efficient. All ambulance services do a 
very good job in extremely challenging circumstances. 

It was excellent. 

Paramedics came out quickly to see me. They helped me get mobile, checked me out and did my obs., advised me 
to my medication and then arranged for my doctor to visit me. 

Very rapid response. Very caring and sensitive handling. We were put at ease, everything explained. He was a real 
professional. Listened, acted on, and did everything possible. 

They were prompt, they listened and were so pleasant and helpful. They put my mind at rest. 

Felt very safe in their hands, very professional, excellent and reassuring. Very slow to come but understand very 
busy with lots of emergencies. 

Your staff make you feel comfortable and at ease in the best way they can. The service they gave was very good. 

The paramedics were very good, so helpful and put me at ease. 

Efficient of paramedic. 

They came quite quickly after my fall from a ladder but the hospital as not as cooperative when an ambulance was 
requested. Had to argue to get an ambulance to come. Full marks to the paramedics who attended to me. 

Quick service, staff professional and staff personable. 

The crew were excellent. Their manner and expertise was brilliant. A 100% credit to the NEAS service. Crew:  

Very high medical treatment by the ambulance team. 

Excellent. 

Unable to get up after a fall at home. 

Consideration and professional given by [names removed]. Paramedics who were sent out to keep me calm and 
relaxed. I score 30 out of 10. 

The two paramedics were brilliant tonight, had a laugh with them. Although had some bad experiences in the past 
with some paramedics. However, 10/10 tonight. Brilliant. 

The ambulance team that attended me on the rocks at Craster on 30/05 were very professional, helpful and 
reassuring. 

Staff were extremely efficient and caring. 

The level of service my husband has received has been amazing. Very friendly, kind and caring paramedics. Would 
not have coped without their support. Job well done. 

Excellent service and advice. 

The men were very polite and kind and caring. 

Paramedic extremely kind and very experienced. Very caring, spent lots of time explaining things to use. Very 
polite. His name was [name removed] and he was [ethnicity removed]. He was here on 01/06/2017 at 
approximately 23:00. Please pass on comments. 

Paramedics very professional and extremely caring. 

Prompt and efficient service with 2 very friendly and knowledgeable gentlemen. 

Paramedics that attended me were very helpful in every wat, giving me gas/air and painkillers to help me in my 
house with walking and giving me advice in the circumstances. Can’t praise them enough. Well done to both of 
them. 

In older age I, and other people, come to depend and Trust on the ambulance service. 

Professional and friendly staff who arranged a doctor's appointment on a Sunday. 

Team was quick and helpful. All  very pleasant. Could not have thanks them enough. 

Staff who attended were very friendly, efficient and extremely helpful. 

Quick response to emergency call. 

I cannot praise highly enough the way [name removed] attended to my needs. He was patient, caring and 
sympathetic and very calming for both me and my wife in an extremely difficult situation. What a superb service you 
provide. Here within minutes of our phone call. Incident number: 12790910. 

The paramedics were quick, efficient and had a lovely manner. Kind and extremely helpful. 

Pain in chest. 

We found the ambulance crew very professional and very friendly. Explained everything to us. 

The two paramedics were very calm and reassuring to the patient, very thorough and spoke gently and clearly 
about what they were doing. Cheerful and funny (in a good way) which created a relaxing feel to what they were 
dealing with. We couldn’t have wished for more or any better service/ treatment. 

They were very good, caring, polite and efficient. 

Because of the good service and the fact that a lot of people like myself are reluctant to call the service because we 
think we are wasting time but was assured we were not. 

Quick response and dealt with in a very caring manner. 

Excellent service, quick, friendly and can't praise them highly enough. Did everything to put me at ease, which 
helped my situation. 



  

 

The advanced practitioner put me at ease and kept me calm; she performed different tasks on me and explained 
what they were for. She even had a few kind words for my husband and we were both reassured by her visit. 
Excellent. 

Both paramedics were so friendly and did as much as they could to help. They deserve a lot more credit than they 
get considering the current NHS situation. Lovely people. 

Professional and caring. 

Paramedics were wonderful, patient, pleasant and very efficient. Explained what they were doing and gave 
explanations for results. It was a shame we waited 1 3/4 hours for an ambulance. 

The paramedic arrived quickly and explained everything as he went along. Hospital was not felt needed this time. 
Long 40 minute journey to Cramlington was avoided. 

The paramedic was professional, thorough and friendly. Very impressed. Thank you very much for your help. 

Rapid response. Supportive, patient and understanding. 

Staff extremely competent, good mannered and explained everything. 

I thought my husband might be having a stroke and called 999. I was told to get him to our GP, I couldn’t so phoned 
999 again. Eventually they sent a paramedic in a car, who sent for an ambulance, which arrived 4 hours after my 
initial call. 

The care agency rang on my behalf due to me not being able to breathe. The team were extremely good, listened 
to views and offered advice. From my daughter's point of view the service everyone ahs been great. Thank you. 

Very quick response time. Made me feel at ease and explained everything clearly. 

Didn’t listen to me and kept saying I rang 999 when I didn't. They sent the ambulance and kept walking in without 
knocking. 

Friendly, helpful paramedics. Couldn’t have done more. 

Prompt, caring and efficient. 

[Names removed] were very professional, reassuring, kind and came quickly to my aid. 

Excellent help, advice and response time. Thank you NHS. 

Do a good job. 

They did their best at a very busy time. 

Staff were very nice. 

The ambulance people were great. 

The ambulance crew were extremely helpful to my grandad and really calmed and reassured him. 5* treatment. 

Very professional, pleasant and caring. 

They are the best in the world. 

Quick response. Very professional. Explained things to me. 

For the first time ever I was attended by 2 of your ambulance staff, was treated with the greatest of respect and 
caring. Although there was not a lot wrong (thank God) I was made to feel very important to them, with lots of 
kindness and was put at ease. Thank you very much. 

I am grateful for all the help that the paramedic gave me when  she arrived at my home very quickly. She gave me 
antibiotics so I didn't have to attend A&E which made me very happy. 

Very good this time. 30 mins wait only. 

Kind and caring. Treated with dignity. 

very good service. Was examined thoroughly and given good advice. 

Quick service. Friendly and caring attitude. 

The staff were friendly, efficient and professional. They showed empathy. I couldn’t fault them. 

Thorough crew. 

Response time brilliant, within 10 mins. Crew very good with my wife who is severely disabled and permanently 
ventilated. Reassured us both with their actions. 

The ambulance team arrived promptly and were very thorough with their examination. They were kind, comforting 
and respectful at all times, helping to put me at ease and reassure me. 

Very helpful. Calmed me when I was really anxious. Amazing service. 

Paramedic prompt, thorough and reassuring. Cheerful and well presented. 

We dialled 111 and the most helpful team arrived to help us within a short space of time (15 mins). 

Anxiety attack. 

Hobsons Choice as there are no urgent care facilities locally. 

Quick, calmly handled reassuring, thorough and comforting. 

1st class service and care at my home by very professional man. 

Excellent care and kindness from medics. 



  

 

I was reassured that the tightness in my chest and ache across my back wasn't as bad as I thought. My breathing 
was better after using the nebuliser the paramedic gave me, after he helped me get my medication from my 
pharmacy. 

Ambulance came quickly with two extremely kind ambulance men who gave me tests okay, all very professional. 

My daughter who is my carer has had to call 111 or 999. Each time she has been advised what to do. The 
ambulance staff have always been helpful too. 

Old age and wear and tear. 

Prompt efficient service and very courteous service. 

I felt so sad due to the way I was talked to when she found out I was an anex drug user. 

Frist class treatment. Done many tests and put me at ease. 

The paramedic checked our 4 year old daughter and diagnosed a fever. We took her to the hospital the following 
day and she in fact had bad tonsillitis and dehydration. The paramedic didn't even look in her mouth! 

[Name anonymised] was compassionate, competent and caring she had time for me! 

Paramedics were extremely helpful and patient. Explained the process fully and were very pleasant. 

Very helpful arrived in 20 minutes. 

Pleasant, kindness and very helpful. 

The paramedics were thorough in their examination. They never made me feel I was wasting their time. An 
excellent service. 

The ambulance service work so hard and he came out to my work place to see one of my residents he was so good 
at his job reassure me and my residents. 

I fell in the street knocking myself unconscious and breaking my finger, along with other minor injuries. The 
ambulance crew were marvellous and very patient with me and I was quite worried and in a lot of pain. I thank them 
wholeheartedly. 

Professional, caring and very supportive to immediate family member. 

Very quick to respond, professional and offered advice on what to do. 

Very kind and caring treatment. The response from the doctors surgery was not what you would expect when the 
receptionist after being informed of my fall and bleeding. Do you want a nurse appointment! 

Because [names removed] were outstanding. 

Because I felt so ill, I needed someone who knew what they were talking about. 

Very friendly and helpful staff assisting my mum who was in lots of pain due to back pain and being sick. 

In sheltered accommodation - good link between emergency button and ambulance service. 

The 2 paramedic were so helpful and had great concern for my wellbeing. Also compassion, empathy, sympathy 
and understanding and listening. 

I had the paramedics to see me. I would like to say thank you for talking to me and they did all they could to help 
me. I was in a very nervous state. They did tests and I did not need to go into hospital. 

Very helpful and caring. 

These gentlemen were very friendly and courteous. They talked me through everything, putting me at ease - both 
my family and myself. 

Friendly and very knowledgeable. 

Ambulance crew were extremely friendly, quick to respond to call. They were very caring and understanding, 
putting me at ease. They explained everything they were doing. Excellent. 

The main reason is [name removed], the paramedic, was excellent. Explained everything fully and [comment off 
page] contacted other services, avoiding another visit to A&E. Excellent bedside manner. No fault to find. 

So well looked after. Cane come into my house anytime. 

Paramedic was very patient and thorough. He reassured all involved that everything was going to be OK. 



  

 

 

 

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 = 92.7% Negative themes = 7.3% 

Top positive 
themes 

Quality of Care Quality of Staff 
Timliness and 
Access to care  

Positive     
free text 

Comments 

 Come when they are ment to come. Very helpful and 
cheerful 

 Wouldn't of been able to get there without them. helpful 
efficient 

 Very happy with the service provided. Very caring polite 
staff. No complaints 



  

 

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

                 June 2017  

Number of Responses 

Online Surveys  0 
Total: 68 

Electronic Tablet Surveys 68 

Activity   

Number of completed journeys for the month 53,113 

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 0 

Extremely Likely  56 82.4 +16.2 

Likely  11 16.2  -16.2 

Neither likely nor unlikely 0 0 -1.5 

Unlikely 0 0 0 

Extremely unlikely 1 1.5 +1.5 

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 32 36 7 100        

1 Emotional Support 7 7.9     Caring 1.2 1.2 7 7.9   

2 Respect for patient-
centred values, beliefs 
and preferences 

1 1.1     

Respect for patient-
centred values, 
beliefs and 
preferences 

2.1 2.1 1 1.1   

3 Quality of staff 
/professionalism 

24 27     

Good/Excellent Staff 3.2 3.2 6 6.7   

Friendly staff 3.3 3.3 4 4.5   

Helpful staff 3.5 3.5 9 10.1   

Attitude 3.6 3.6 5 5.6   

Transactional 
Themes 

57 64 7 100            

5 Kindness and 
compassion 

1 1.1     Compassion 5.1 5.1 1 1.1   

6 Timeliness and 
access to care 

17 19.1 5 71.4 

Quick response - 
Ambulance 

6.2 6.2 5 5.6   

Pick Up times 6.5 6.5 1 1.1 2 

Booking the service 6.8 6.8     2 

Need service to 
access appointment  

6.11 6.11 11 12.4 1 

11 Physical comfort 
/safety 

1 1.1 2 28.6 Comfort 11.3 11.3 1 1.1 2 

12 Quality of Care / 
Service 

37 41.6     

Good /excellent 
service 

12.1 12.1 31 34.8   

Helpful  12.2 12.2 2 2.2   

Efficient/professional 12.3 12.3 1 1.1   

Reliable/ Trustworthy 12.4 12.4 3 3.4   

13 General / Other 1 1.1     General 13 13 1 1.1   

Totals 89 92.7 7 7.3      89   7 

 

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
is 98.5%, the same as 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 1.5%, 
1.5% more than the previous month (caution due to low responses) 

 We received 68 responses – the same as the previous month but a further 7 got added over 
the course of the month and were not recorded. 

 Responses have been very poor again this month. Most of the tablets on stations have 
provided few if any responses, and we do not have any support from staff on light duties. 
Heads of ECS and Operational Managers have been contacted to support us to improve this. 
Some managers have been very pro-active and a competition is being run from July iwith 
new students which will help to increase responses. We have also managed to secure an 



  

 

individual on light duties and continue to encourage staff to undertake surveys and managers 
to help promote this with staff who have a survey.  

 The roll out of a link to the PTS survey on all ACS devices will take place from the 24th July 
2017, volunteers will receive a demonstration of how to use the link and the importance of 
collecting the data. We hope this will help support increased responses rates. 

 Geographical representation, most responses were from 2 hospitals 

 The number of completed journeys was 53,113 an increase of 949 compared with the 
previous month 

 89 (92.6%) of free text themes were positive a decrease of 3.4% compared with the previous 
month. The main positive themes were, quality of care/service, quality of staff/professionalism 
and timeliness and access to care 

 7 (7.3) of free text themes were negative. Due to low numbers no themes were present 

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: 61.8% Female; Age: 65.7% over 65, 25.4% 45-64, 3% 16-44 years 
old; Disabled: 92.5%; Sexual Orientation: 4.5% Lesbian, Gay or Bisexual and 79.1% 
Heterosexual, Faith: Christian 56.7%, 16.4% no faith, 6% other faiths; Ethnicity: White British 
95.5%, Other White 4.5%, BAME 0%. 

 National comparative data for May 2017 indicates we are the 8th highest out of all 
organisations and 5th highest in the Ambulance sector for response rates. We scored 12% 
above the national average for the number of people who are likely to recommend us to 
patients (99%). 0% of patients would not recommend our service to friends and family which 
is 8% lower than the national average.  
 

 

 

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   12 100 

Extremely likely 46 82.1   10 83.3 

Likely 9 16.1   2 16.7 

Neither likely nor unlikely       

Unlikely       

Extremely unlikely 1 1.8     

Don't know       

 



  

 

Hospitals 

Hospital  
Number 

 

% of 
responses 

Darlington Memorial 10.3 7 

Freeman Road Newcastle 22.1 15 

Hexham General  0 0 

James Cook  7.4 5 

North Tyneside General 0 0 

One Life Centre Hartlepool 1.5 1 

Queen Elizabeth Gateshead 0 0 

Royal Victoria Infirmary 5.9 4 

South Tyneside General 0 0 

Sunderland Royal  1.5 1 

University North Durham 5.9 4 

University North Tees 0 0 

Wansbeck General  23.5 16 

Other 22.1 15 

 
 
Device Locations 
 

Device 
ID 

Location 
Active 

Responses 
Quarantined 
Responses 

All 
Responses 

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 

31 Wansbeck Hospital 16 1 17 

32 Wallsend 4 0 0 0 

33 PTS North Tees 1 2 3 

34 Light Duties 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 10  10 

52 PTS Consett 9  9 

53 Blucher 20 10 1 11 

54 PTS Coulby Newham 0 0 0 

56 PTS Renal 0 0 0 

64 Light Duties 0 0 0 

65 PTS South Shields 0 0 0 

66 PTS South Church  21  21 
 

 



  

 

 

Free Text Comments 

excellent service 

the staff were friendly and interacted with the patient 

take to detail whilst booking 

Good service drivers nice and friendly 

service is great couldn't get here without it 

Prompt and they look after you 

drivers so helpful. .....did not wait too long 

good service 

distance live 50 miles away no other way get in 

Very helpful......polite....good service 

Couldn't get to hospital with out them. 

always a good service 

come when we are ment to come.......very helpful.......and cheerful 

prompt......courtious .....comfortable service 

Paramedics are kind and attend to all generations needs. 

Wouldn't of been able to get there without them. helpful efficient 

Good service 

received a good service 

Good service 

pleasant 

found to be very good 

efficient 

Helpfull 

Good staff. Great service 

Treat well and respected by staff 

Experienced staff 

Great service 

Great service 

Always on time, staff very helpful 

Staff very helpful. Good service 

Reliable and pleasant staff 

Unable to walk so need assistance 

Good relate 

Reliable friendly 

Reliable 

Told to be ready at 0600 when ambulance booked but not picked up till 0730 for 0800  apt. 

Friendly good service saves worrying about how to get to your appointment 

Only way I can get to hospital 

Caring 

Can't get here otherwise 

Helpful and free 

Wouldn't be able to get here if we didn't have it 

Can't get here myself 

I think we are so lucky to have it 

Good service 

Good service 

Good staff 

Vehicles are noisy and rattley 

fantastic service without it I wouldn't be able to get here 

good service 

excellent service......driver's  were always friendly and helpfull 

I wish they were acknowledged more for the work they do......and not abusused by some people. They do an 
excellent job and provide an excellent service. 

Very happy with the service provided.........very caring polite staff.......no complaints 

front seat of car had to be put right back due to front seat patient having crutches........this made our leg room 
very limited 

Very good service 



  

 

appreciate it the excellent service. .......couldn't of got to my appointment without them 

wonderful job with limited resources 

good 

Great service well look after 

Satisfied 

Overall appreciate the help from staff 

Nor very happly with trying to book a ambulance.They make you feel that you don't deserve to get a 
ambulance. 

Not happy with been told to  be ready 2 hours before appointment time.we need this service. 

Lovely service 

Friendly helpful staff 

Lovely helpful staff 

Lovely staff 

Great service 

Great service, good drivers 

You are all so kind and friendly 
 



  

 

 

 

111 Service 

Friends and Family Test Survey 

June 2017  

84% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 85% Negative themes = 15% 

Top 3  positive themes 
Quality of 

care/service 
Quality of staff/ 
professionalism 

Information/ 
communication 

& Education 

Examples 

Positive free text 
comments 

 The person I spoke to was polite and understanding, 
made sure I understood. 

 Being given the advice and support needed. 

 Practical advice, especially re-going to Urgent Care 
rather than A&E. Was during the NHS cyber-attack 
and I though the staff managed very well considering 
the resources they had to work with. 



  

 

 

 

111 Service 
Friends and Family Test Survey 

June 2017  

Number of Responses 

Postal Surveys  52 

Online Text Surveys 30 

Total 82 

Activity   

Number of 111 calls (answered) 68,490 

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  68 84 -2.7 

Extremely Likely  45 55.6 +5 

Likely  23 28.4 -7.7 

Neither likely nor unlikely 0 0 -7.2 

Unlikely 8 9.9 +7.5 

Extremely unlikely 4 4.9 +1.3 

Don't know 1 1.2 +1.2 

Trend Graph  

 



  

 

 

Free Text Comments 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

35 28 3 13.6             

1 Emotional Support 7 5.6     
Reassuring/put at ease 1.1 5 4.0     

Caring 1.2 2 1.6     

3 Quality of staff 
/professionalism 

28 22.4 3 13.6 

Knowledgeable 3.1 1 0.8 2 9.1 

Good/Excellent Staff 3.2 6 4.8     

Friendly staff 3.3 8 6.4     

Understanding 3.4 4 3.2 1 4.5 

Helpful staff 3.5 9 7.2     

Transactional 
Themes 

90 73.8 19 86.4             

6 Timeliness and 
access to care 
  

8 6.4 6 27.3 
Quick response – 111  6.1 7 5.6 2 9.1 

Called back  6.10 1 0.8 4 18.2 

7 information 
communication and 
education 
  

15 12 2 9.1 

Good advice 7.1 15 12.0     

Communication with 
patient 

7.5     2 9.1 

9 Co-ordination and 
integration of care 

10 8 4 18.2 
Links to services outside 
NEAS 

9.1 10 8.0 4 18.2 

12 Quality of Care / 
Service 

44 35.2 2 9 

good /excellent service 12.1 18 14.4     

Helpful  12.2 16 12.8 1 4.5 

Efficient 12.3 5 4.0     

Good outcome 12.5 5 4.0 1 4.5 

13 General / Other 10 8  1 4.5 General 13.1 10 8.0 1 4.5 

14 Triage Process 3  2.4  4 18.2 
Questioning process 14.1 1 0.8 1 4.5 

Relevance of questions 14.2 2 1.6 3 13.6 

Totals 125 85 22 15     125   22   

 
 
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 2.7% to  84% 

 There have been 82 responses, (30 text and 52 postal) which is 1 less than the previous month 

 The number of answered calls has decreased from the previous month by 7,123 

 85% of free text themes were positive, this is an increase of 1.3 % from the previous month. 

 Quality of care/service staff scored highly at 35.2% with excellent/good service as the highest sub 
theme at 14.4%, helpful scored 12.8%. Good advice also scored highly at 12% 

 15% of free text themes were negative. Timeliness and access to  care was the largest theme, 
with 27.3% The main sub theme relating to not being called back in a timely manner, although this 
was only 4 out of 22 responses 

 Demographics, Age: over 65 - 10.8% 45 to64 – 31%, under 44 years old – 57%; Gender: 81% 
female, Disabled: 27.4 %, White British 95% , Christian 53%,  No religion 35%, Heterosexual 92% 
prefer not to say 5.5% 

 

 

 



  

 

Free text comments 

Ask for advice, any place, any time. 

Good service. 

Efficient service. 

No alternative if requesting advice without going to A&E. 

Helpful, resolved query. 

Because it's a very reliable service and always guaranteed to get the help and information you're 
looking for. 

The advice was most helpful and a doctor spoke to me within an hour. 

Have always found 111 to be very helpful. 

Very helpful. 

They were a great help. 

It helped me a lot. 

The service on the telephone was really good and when ambulance arrived the crew were very 
professional and thoughtful for my mother. 

Excellent and fast response - to nurse. 

No GPs at our surgery on weekends. 

The advice I requested helped me decide what to do regarding my problem. Problem was resolved. 

The person I spoke to was polite and understanding, made sure I understood. 

Reassurance to use another service. 

Very helpful. 

Prompt response, quick and friendly service. Very professional in approach. 

Shoulder and arm/hand pain. 

Good advice and potential treatment without wasting the time of the ambulance service or out of 
hours department. 

I didn't use the ambulance we went to hospital by car. 

Professional, efficient and responsive. Gave me good advice. 

Referral afterwards to urgent care appointment at 3.15 in morning to Bishop Auckland Hospital. 

It enabled me to get an appointment the same day for my son. 

Fast, helpful service. 

Very helpful and caring. 

Unsatisfactory experience. 

Bang to child's head. 

Professionalism. 

Being given the advice and support needed. 

I am a retired senior nurse manager. Would only phone if and when necessary. 

I believe it is usually a useful service. 

Reading from a script and not listening/understanding. 

Too many irrelevant questions that just confused the caller and caused even more distress. 

Reassurance given when there was no other medical help available. 

Very helpful and great advice. 

The person on the phone was kind and professional. Made a hospital appointment for my child the 
same night. 

Because everyone knows about out NHS and 111 so I would not need to recommend it. 

Efficient service, friendly staff. 

The lady I spoke to was very understanding and patient with me. 

Clear advice. 

They were helpful. 

Very helpful. 

We were given an appointment and give the address for the surgery. When we got there we were 
informed that the appointment was made for a different town. 

Only because it is necessary not because it was useful 

Fast, efficient, professional  

I think is a great service with very good professionals and been helpful each time I needed. 

Very helpful and great when it's out of hours and don't know what to do 

Call handler got the job done, was thorough, very good overall  



  

 

I was ringing the service to get an appointment slot in the walk in centre.. the person on the line had 
no idea what I talking about, she didn't seem to know that the walk in centres hold appointments for 
calls direct from you.. this was quite annoying as the i really needed an appointment for my daughter 
as it was the time when the surgerys were down..   

I was in extreme amounts of pain and all I got was your not an emergency so visit a dentist within 
24hrs . Why have emergency dentists when we can't get to them !!  

The girls were very helpful , excellent re asking questions to get to what help I required excellent 

Very helpful 

It would recommend to bring for advice but ultimately had to ring around different hospitals still. 

Operator very helpful and understanding  

It was the wardens who rang for my father, a doctor rang back to give advice, he was really nice and 
ordered an ambulance for my 97 year old father 

Pleasant, efficient, knowledgeable and effective...  

I had to ring back after 2 hours and . 

Fast, effective and very helpful 

I was given the help I needed. 

I have recently had a ectopic pregnancy and when I contacted 111 and was put through to a nurse to 
discuss my symptoms after surgery I was asked is there any chance you are pregnant! After telling 
her I had surgery for ectopic.  

Polite, very helpfull 

I rang with a concern about my daughter. My partner was away and I needed someone to talk to at 
1am about her health. The staff reassured me, were friendly, concerned and helpful. A doctor rang 
back within two hours and a doctor's appointment was made the next day. It wasn't urgent care that 
was needed so I was happy with service. 

They ambulance crew were very helpful and put my 7 year old daughter at ease and took her mind of 
things by talking to her about school and making her laugh. They were also very professional and 
answered all of my questions 

Very helpful on giving me advise  

Excellent service very thorough  

My mother had passed away and under palitive care and we still had to ring 111 to arrange for out of 
hours doctor to attend  

Reassurance that I can contact 111 before wasting resources of an emergency service. 

Some irrelevant questions. 

I was very happy with the service I received considering I was ringing about my 5 month old son. The 
staff were very reassuring and they got me the help I needed straight away due to my son's condition. 

Practical advice, especially re-going to Urgent Care rather than A&E. Was during the NHS cyber 
attack and I though the staff managed very well considering the resources they had to work with. 

Polite manner. Fast advice. 

It improved my health. 

The in-depth questions in order to evaluate the problem. 

Gave me quick appointment. 

Quick, efficient advice. 

I was satisfied with every aspect of the call. 

Initial questions are thorough. Staff always friendly and helpful. 

Staff were professional. 

Service was well organised, advice was given quickly. 

Call was prior to GP opening and I wasn't sure which service to use of if appointment was needed at 
walk-in centre. Nurse reassured me and made necessary arrangements. Excellent service. Thank 
you. 

Helpful and considerate staff. Able to access treatment for my son who was quite ill. 

Confirmed my own view of action needed. 

Advice when I needed it and referral within 1 hour to urgent care. 1st adviser wanted to send 
ambulance which was definitely not necessary for heavy chest infection. 2nd adviser arranged urgent 
care appointment very fast and efficiently although call lasted 20 minutes (from 02.44 am). 

That I could get an appointment so my son had the thorn removed. Antibiotics the same day. 

Friendly staff, reassured throughout. Very helpful. 

Was told doctor would ring in an hour. I am still waiting. 

To monitor, give Calpol, to go to A&E if any concerns. 

Friendliness. Thoroughness. Reassurance. Only downside was time it took for an answer from the 
line - however understand this is due to being busy. 



  

 

I called twice in 24 hours with the same problem (worsened the second time). The first time I waited 
approx. 4 hours to be called back - I would have been quicker going to A&E! The next day I was dealt 
with quicker - was called back by an OOH GP in 1 hour. 

I had described my symptoms (dental) and operator didn't understand my problem due to reading 
from a script. 

I was called back quite quickly by a nurse who was able to track the advice we had been given earlier 
in the day and reassured me of timescales. She also suggested to give antihistamines which we had't 
previously done. 

Able to get in touch with nearest hospital and make an appointment for my child with little waiting time 
and no need to burden the busy A&E or the main hospital. 

I don't like the dial tone my phone makes when I ring. 

Good advice given for a swift remedy. Friendly sounding call handler. The questions asked seemed to 
be a drag when I was in pain. 

They said I would get a call from a doctor but I didn't and had to go to the emergency walk-in centre. 

Quick responding, makes me feel reassured. Very informative. 

See Q2. 

Call did not result in the re ommended actions. I was advised to be seen within 6 hours instead just 
got a phone call due to being unable to get an appointment despite this being the recommended 
course of action. 

Very pleased with the fast response time. And all the help. Can't fault the service.  

Not so much 111 but the referral to UHND was a bit farsical. I was told to seek help at A&E within two 
hours but it took them 3 hours to ring me back, by which time is been to A&E, been treated and came 
home. 

The person not knowing the procedures regarding appointments slots held by the walk in centre. 

If an adult rings on pain after ringing their own dentist . Why are we then treat like children and made 
to wait and be made a none emergency  .  
Why have a dentist line to choose when you don't help .  

They went out of their way to help and get me to the nearest but suitable practice for me everything 
went very smoothly I got my appointment time I had to wait a little while over my allotted time but this 
wasnt an issue at all 
Excellent  

Advised accordingly with empathy 

I was very satisfied in which hospital to attend  

It was the wardens who spoke to them, they asked a lot of unnecessary questions for a really old man 
eh needed medical help on a bank holiday 

Very helpful 

Everything the nurse discussed after the awful asking if I was pregnant knowing I had surgery after a 
ectopic pregnancy.  

On this occasion, I was satisfied with how friendly and reassuring the advisor was. I was dissatisfied 
with the time it took the doctor to ring back as I wasn't told a timescale, just that a doctor would call. I 
received a call at 3am and offered an appointment at 8am which I had to refuse due to lack of sleep. I 
was happy that an alternative appointment was made later in the day. 

I had previously rang a week before when my 5 yr old had cut is elbow in school, it took over 20mins 
to be connected to someone then to be told to go to A&E as there was no urgent appoints available 
within the next few hours  

 



  

 

Social Media Update (June 2017) 

Summary 

 
Facebook 
There are a number of ways we receive feedback through Facebook: visitor posts, private messages 
and reviews.  At the time of writing, 4 July 2017, the NEAS Facebook account had 8,166, likes, up 
from 7,976 likes in June.  
  
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 June, we received the following visitor posts (please 
note repetition in this and a message we received at the same time): 

 I would just like to say that on behalf of both myself and my family, we would like to say a big 
thank you to the staff within the ambulance service and to all of the staff whom attended to 
my Mam during the previous evening. The care and compassion that you displayed towards 
my Mam was nothing short of outstanding and we cannot thank you enough. You all showed 
genuine care and kindness towards my Mam and your professionalism never wavered, even 
during the early hours of the morning and you enabled my Mam to feel both comforted and 
cared for and it's thanks to your response that she is now back home and will now receive the 
treatment that she requires. Very proud of our health service!  

 I want to say a massive heart felt thank you to the Paramedic crew who helped my 6 year old 
daughter after she had been stung on both hands by a jellyfish, there calm professionalism 
turned my daughter from a screaming mess to her usually laughing self in 5 minutes and if 
I'm honest they stopped me from have the screaming vapours. They are credit to your 
service, thank you 

 
Reviews 
At the time of writing, we had 4.5 stars out of 5, which has increased from 4.4 in June. We received 
the following reviews in June: 

 Would like to thank the paramedic who was working with for the caring and professional 
service they provided to my partner yesterday. They are a credit to your service. My partner 
is currently in critical care. Thank you once again!! 

 Would just like to say a big thank you to the 2 paramedics, that cared for me when i had my 
accident at work, so friendly and reassuring me, excellent job well done, thank you again. 

 A big thank you to the fantastic crew who looked after my son Friday night. He was absolutely 
terrified at first but their care and sense of humour calmed him down (and me!) know they 
won’t see this but they truly deserve the praise.  

 I unfortunately had to call on this service today for an injured friend, paramedics and rpaid 
response arrived very quickly with care, compassion but most of all a sense of humour, thank 
you all so much.  

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

 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 with 
1 male who rapid response paramedic followed by 1 female ESW and a female paramedic. 

 A Paramedic came to my 90year fathers aid yesterday. He took the time & patience to 
thoroughly check out his physical wellbeing in a gentle very highly skilled, knowable manner 
which my father was totally relaxed with. My deepest thanks. Thanks Also, to who I initially 
rang for support & those behind the scenes. 



  

 

 I just want to say thank you to the 3 paramedics who came to see my dad today & would love 
to get a message to them to say I'm so sorry he was rude to one of you but we did get him to 
the ….. this afternoon. Thank you so much for your help & sorry if it didn't seem appreciated 
at the time but we were all so worried it took a while to digest that you not taking dad to 
……… wasn't the best plan. Thanks again for your help. 
 

Twitter 
At the time of writing, the NEAS Twitter account had 9,876 followers – up from 9,751 followers in 
May. 
 
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 June: 

 90 year old patient waiting over 6 hours for an ambulance today. Her doctor ordered it after 
examination. You should hang your head in shame 

 I was rushed in by your wonderful Parmedics after collapsing at home, I need emergency 
surgery and had 6 units of blood, pls give blood! 

 Very busy day for the @NEAmbulance by the sounds of it. Currently Waiting to be transferred 
to RVI from nsech. Keep up the good work guys!  

 You've worked hard and are a breath of fresh air to the profession with your commitment, 
enthusiasm and first class patient care 

 

 

 

Patient Engagement – June 2017  

Date Organisation Details 

02.06.17 Gosforth Garden Village  People who help us 

03.06.17 The Stephen Carey Fund Defibrilator demo and presentation   

03.06.17 Humshaugh Fete Stall and demonstration  

04.06.17 Cuthy’s 200 Stall and demonstration 

08.06.17 Glendale Show Stall and demonstrations 

12.06.17 Greehead WI Cpad instrucitons and AED familiarisation 

17.06.17 Gosforth First School People who help us 

20.06.17 Sign North Tyneside 111 Roadshow 

23.06.17 New York Primary School People who help us 

28.06.17 Southmoor Academy Emergency Services Day 

28.06.17 
North Tyneside CCG Patient 
Involvement Forum  

111 Roadshow 

 

https://twitter.com/NEAmbulance


  

 

Patient Transport Service (May 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) 3,821 587,295 88% 6% 2,109 1,260 177 103 136 36 

England (excluding Independent Sector 
Providers) 2,178 510,240 87% 8% 1,004 894 97 61 104 18 

Selection (excluding suppressed data) 3,821 587,295 88% 6% 2,108 1,260 177 103 134 36 

ISLE OF WIGHT NHS TRUST 10 743 100% 0% 9 1 0 0 0 0 

CHELSEA AND WESTMINSTER FT  0 409 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  723 23,342 92% 2% 80 587 43 10 2 1 

IMPERIAL COLLEGE HEALTHCARE NHS  420 27,207 73% 19% 196 110 25 20 60 9 

LONDON AMBULANCE SERVICE NHS TRUST 67 3,807 96% 3% 55 9 1 2 0 0 

UNIVERSITY COLLEGE LONDON HOSPITALS  258 5,297 81% 16% 128 80 8 17 25 0 

YORKSHIRE AMBULANCE SERVICE NHS  1 81,443 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  68 52,164 99% 0% 45 22 1 0 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 18,213 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  2 76,729 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  175 40,496 91% 5% 135 24 7 4 4 1 

SOUTH WESTERN AMBULANCE SERVICE  38 76,168 66% 18% 16 9 3 1 6 3 

SOUTH EAST COAST AMBULANCE SERVICE  416 104,222 94% 3% 339 52 9 7 5 4 

SOUTH CENTRAL AMBULANCE SERVICE  1,165 52,056 88% 5% 709 321 58 33 26 18 

NORTH WEST AMBULANCE SERVICE NHS  478 24,999 92% 3% 396 45 22 9 6 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 3,821 587,295 88% 6% 2,109 1,260 177 103 136 36 

SRCL LTD 2,178 510,240 87% 8% 1,004 894 97 61 104 18 

THAMES AMBULANCE SERVICE 3,821 587,295 88% 6% 2,108 1,260 177 103 134 36 
 
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 (May 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) 221 207,334 94% 4% 190 17 4 2 7 1 

England (excluding Independent Sector Providers) 221 207,334 94% 4% 190 17 4 2 7 1 

Selection (excluding suppressed data) 221 207,334 94% 3% 189 17 4 1 6 1 

ISLE OF WIGHT NHS TRUST 1 610 * * * * * * * * 

LONDON AMBULANCE SERVICE NHS TRUST 8 27,862 100% 0% 8 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 14,968 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  131 8,779 97% 2% 116 11 2 0 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 11 15,302 91% 9% 10 0 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  0 29,854 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  39 21,395 95% 3% 34 3 1 0 1 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 26,818 100% 0% 7 2 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  8 23,298 75% 25% 6 0 0 0 2 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 15,494 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 12 22,954 75% 8% 8 1 1 1 0 1 
 

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/

