
 

Friends and Family Test – July 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 

153 96.7 2 

Patient Transport (PTS) 171 90.6 6.4 

111 Service 95 92.5 4.9 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

July 2017  

    96.7% 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 

July 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 5 
Total: 153 

Postal Surveys 148 

Activity   

Number of see and treat patients for the month 8,870 

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  148 96.7 -0. 2 

Extremely Likely  133      86.9 +3.1 

Likely  15 9.8 +2.9 

Neither likely nor unlikely 2 1.3 0 

Unlikely 3 2 +0.1 

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 % Count % 

Relationship Themes 140 55.6 2 66.6             

1 Emotional Support 37 14.7     
Reassuring/put at ease 1.1 25 9.9     

Caring 1.2 12 4.8     

3 Quality of staff 
/professionalism 

91 36.1 2 66.6 

Knowledgeable 3.1 6 2.4     

Good/Excellent Staff 3.2 50 19.8     

Friendly staff 3.3 18 7.1     

Helpful staff 3.5 15 6.0     

Attitude 3.6 2 0.8 2 66.6 

5 Kindness and 
compassion 

12 4.8     

Kindness 5.1 6 2.4     

Compassionate 5.2 2 0.8     

Respectful 5.3 4 1.6     

Transactional Themes 112 44.4 1 33.3             

6 Timeliness and 
access to care 

35 13.9     Quick response - Ambulance 6.2 35 13.9     

7 information 
communication and 
education 

 
11 
  
  

4.4 
  
  
  

  
  
  

Good advice 7.1 3 1.2     

Good explanation 7.2 3 1.2     

Communication with patient 7.5 5 2.0     

12 Quality of Care / 
Service 

58 23.0 

  
  
  
  

  
  
  
  

Good /excellent service 12.1 31 12.3     

Helpful  12.2 5 2.0     

Efficient 12.3 5 2.0     

Good care 12.7 17 6.7     

13 General / Other 8 3.2     General 13.1 8 3.2     

14 Triage Process     1 33.3 Questioning process 14.1     1 33.3 

Totals 252 98.8 3 1.2     252   3   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients likely or extremely likely to recommend the service has decreased by 0.2%  
to  96.1% 

 Patients unlikely or extremely unlikely to recommend the service is 2%, 0.1%higher than June 

 Returns have decreased slightly by 7 to 153 responses  

 The number of See & Treat cases has increased  by 410 to 8,870 

 There were 4 main themes: quality of staff and professionalism scored 36.1%, The main sub theme was 
excellent staff;   Quality of Care & Service  23%, the main sub themes  was excellent service . Emotional support 
scored highly with 14.7 %, timeliness and access to care also featured heavily with 13.9%  

 1.2% of all free text comments were negative, 1 of the comments related to telephone triage and the other 2 
staff attitude  

 Demographics, age: Over 65 years 46.8 %, 45-64, 24 %, 25-44 7.8 % Disabled 65%; Gender: Female 61 %, 

Ethnicity: White 98 %, Data is only collected for sexual orientation and faith online for this survey. Heterosexual 

:50%, Gay man 25%  Christian  50%, no religion or belief 33.3% the number of responses was very low to both 
questions (4 responses)  

 National Comparative data for June 2017 indicates we are the highest out of 11 organisations for response 
rates, collecting over 60% of all responses nationally. We are 2rd (3 organisations attained 100%) for the number 
of patients likely or extremely likely to recommend services to friends and family (97%), equal to the national 
average. We are 2nd (3 organisations record 0%)  for the percentage of patients said that are unlikely or 
extremely unlikely to recommend our services (2%) the same as the national average. As the response rates 
nationally are very low we should use caution when comparing data with other trusts. 



  

 

Free text Comments 

It is a very good service and the people are very nice and friendly and if you are worried about anything they 
put your mind at rest. 

Due to the nature of illness it was necessary to have expert help. 

Paramedic was knowledgable, reassuring and through.  Exactly what is required in such a situation.   

Hfsgjg 

The 2 people that turned up were extremely rude, didn’t know what the nearest hospital was and told my 
partner she was wasting their time. 

Ambulance staff were very friendly and professional and treated me with respect. 

My sugar levels are high. 

The ambulance team were very pleasant, reassuring and professional. 

Very efficient about my problem and very polite and had time for me. 

They are very thorough and attentive, staying as long as was needed. 

Professionalism. 

Really good service, I could tell they are friendly people. 

Quick response, very efficient, friendly and calm paramedics. 

My wife had a mini-stroke during the night. Driving was horrendous. The three main ambulance crew travelled 
from Darlington in approx. 20 minutes and were caring, professional medics. They then transported my wife to 
Durham University Hospital. When she came home, I was concerned and called them again – another crew 
with the same service. 

Extremely quick response and reassurance given by paramedic. 

Because I got a lot of kind shown to me which helped a lot and they did all the tests which was needed. They 
were a credit to the NHS. 

Was made to feel calm throughout although I was in pain. 

The ambulance men were quick to respond, most professional thorough examination, courteous and most 
helpful and caring. Gave good advice for me to follow if there was any change in my condition. 

Found the amnbulance men most helpful, they did a great job helping me. Thank you so much. 

Arrived quickly and paramedic handled everything amazingly. 

Very quick, professional and friendly. Made me feel at ease when I was in pain. Very thorough. 

Calm and efficient from the moment we dialled 111. The paramedics were wonderful and put my 13yr old 
daughter at ease. 

Very unsympathetic to patients needs and adament about their decision. Wouldn't get a wheelchair as said 
patient was able to walk. 

Very fast response. 

They arrived within 10 minsof calling them. Very helpful. Lovely men. Their crew number [removed]. 

Excellent communication. Friendly, funny approachable. 

Excellent service. They arrived within 5/6 mins of my wife ending her conversation with 111. Your crew were 
calm and efficient in their duties and reassuring . 

Prompt attending. Very professional and friendly crew. 

First class. 

Extremely professional, experienced and friendly. 

Good service. Docotor very good. 

Excellent, thorough service. 

Paramedics helpful and knowledgeable. Answered and questions and gave good advice. 

Very friendly, reassuring, knowledgeable. 

First class response. 

Lady was clear and polite, took time to explain to Mum - who is illiterate. 

Attendance was prompt. Paramedic helpful and efficient. 

Considerate and thoughtful at all time and gave me confidence needed. 

Very helpful, caring and supportive. 



  

 

Help and the reassurance that you aren't alone when you haven't a clue what to do. 

When the paramedics were called out to me, the response was so quick and good and the treatment from 
them was marvellous from them both. 

Very professional and caring, stayed with me until they were sure I was back to normal. 

Friendly crew took care of me really well. Knew their job well. 

They were so nice and helpful. 

Because of the prompt attention and wonderful care. 

It was an ambulance, 999, you don't really recommend them, do you! But they were great when they got here 
(after 1 hour). 

Wonderful care and attention. 

Great service, very friendly and caring, did all checks and left no stone unturned. 

Excellent, helpful and understanding ambulance technicians. 

They were polite and very helpful and stayed with me until I was feeling better and comfortable and had 
arranged an out of hours doctors appointment. 

Very helpful and reliable. 

Service I received was extremely good. Advice given excellent. 

Prompt attention to request. 

The service received from yourselves was excellent. The ambulance [unreadable comment] and the two 
paramedics were also excellent. 

Excellent responses time and efficient and friendly approach by operatives. 

Paramedics arrived 4 1/2 hours after the call to '111' and diagnosed a sore knee. No action taken, just advice. 
Next day, paramedic took me to hospital with  a broken knee in a great deal of pain. 

Made me feel at ease, very thorough, polite, friendly and reassuring paramedic. Thank you. 

I had to call an ambulance for my 86 year old mum who was in terrible pain, they were very kind and patient. 
He, the paramedic, was very respectful of Mum's age and situation. Helped her be as comfortable as possible 
given the situation. 

Prompt, thorough and attentive service. 

Very considerate medics, capable and proficient. Excellent. 

The service was excellent. The two paramedics who came were very knowledgeable and kind and caring. The 
service could not have been better. 

Deeply appreciate the swift attendance. Dealt with in a very professional and sympathetic manner. 

The responder was very efficient, professional and understanding. The treatment was spot on. 

Because it is a first class caring service. 

Very efficient treatment, advice and care. 

Excellent service. 

Complete satisfaction with the service. 

They were very patient and reassuring. Made me feel at ease. Considering the amount of hours they work and 
what lack of pay they received, do not know what one would do without the service you provide. 

They were both very patient and made me feel at ease. 

Young baby, 19 months old. I telephoned 111 this morning and the lady was more than helpful she asked me 
questions and informed me she would send an ambulance. They duly called and were brilliant. They checked 
her over and were thorough and left after 20 minutes. Excellent service. 

Polite and courteous, easy to understand and instructions and information given. 

Very efficient and came really fast. Very pleasant and calming. 

A quick response. Thorough checks of blood, blood pressure etc. Identified problem. All was sorted out calm 
and efficient. 

We had to call 999 and within 5 minutes of me ending the call, a fast response care had arrived at my father-
in-law's address, closely followed by an ambulance. 

They were thorough and pleasant. 

Was very helpful, very patient and very nice. 

Our paramedic arrived in 10 minutes. She was very professional and reassuring as she checked me over. I 
could not recommend her more highly. 



  

 

Compassionate and caring, non-judgemental, professional. Only query: report stated refused hospital. Actually 
stated that my case isn't urgent, don't waste a bed. 

Very good service. Fast, efficient, caring nature of crew. Comprehensive assessment and approachable action 
taken. 

Quick action, friendly people, very thorough with checks/obs. 

Swift response, caring attitude, calming when ill, practical and efficient. Taking all appropriate steps needed to 
ensure excellent medical and psychological care. Thank you. 

The ambulance crew were very professional, treated my son with kindness, patience and respect. I would 
recommend this crew 100%. Many thanks. 

They are professional and they are polite. 

Excellent team, very helpful, explained treatment and results, friendly manner. No complaints. 

When you need emergency help yes, at the time I was in a lot of pain and needed medical intervention. 

Didn't wait unreasonably long. The crew that came were professional and friendly and had the equipment 
required to lift me from the floor. 

Very professional and courteous. 

The paramedic who answered our call was professional, thorough and gave lots of support and information. 
He got to me very quickly and made me as comfortable as possible in the constraints of where he found me. I 
was very impressed with the service. 

The paramedic came very quickly. He was very efficient and very pleasant and friendly. He did tests and was 
able to reassure me of my symptoms. 

They made me feel special and put me at ease straight away. 

Although there was a long time lapse after phone call and I was worried, it was not an emergency. 

Staff were attentive and professional but also very natural and human with me. I felt safe and well taken care 
of. 

They were quick in getting here, very understanding and patient. 

The paramedics arrived in a decent time scale. They were professional, caring and carried out their duties with 
no fuss and ensured I was OK. 

You get attended to very quickly and give you the help you need. 

The two paramedics were brilliant. They were marvellous. 

Extremely helpful when they got here. Initial questioning on the phone is quite arduous, if you are feeling 
unwell. 

Staff extremely efficient, worked quickly and with great care, understanding throughout the ordeal, the 
concerns of my mother and myself. 

Prompt, friendly, professional service received in an emergency and good, effective treatment provided with 
clear advice as to future action necessary. 

Prompt, efficient and pleasant service. 

Slight delay due to weekend. 

They were very helpful and kind when they were taking pressures etc. 

The 2 paramedics that came were extremely good, calming to this person and very understanding to the needs 
of this person. 

Very helpful, friendly, experienced service and people skills. Diagnosis was accurate. 

Very friendly and efficient but as ambulance call out there is no realistic alternative. 

Very polite and helpful staff. Kept me informed at all times. 

The crew that came out to my dad were caring and sympathetic toward him. They took the time to reassurance 
him and helped him to regulate his breathing. 

Care home request answered quickly by 3 staff. 91 year old resident treated with respect and excellent care/ 
monitoring. Lady has advanced Alzheimer's and breathing difficulties. 

When I needed your service they were there for me and were very reassuring. Thank you. 

NHS is the only ambulance service that we have and they do a great job. 

Paramedic and ambulance crew were very efficient and put my mind at ease. Very quick response time. 

I thought the paramedics were wonderful with me last night. I would recommend them to everybody. 

After a 999 call while holidaying in Rothbury, due to my husband having heart palpitations, a paramedic arrived 
while we were still talking to 999. She contacted an ambulance which arrived 5-10 minutes later. Luckily his 
heartbeat went back to normal without the need for a journey to hospital. Everything was normal but we were 
most impressed. 



  

 

All staff were very courteous, patient and professional. 

The ambulance crew were wonderful. They treated me very kindly and gave me tests and examination. I can't 
praise them enough. They do a marvellous job. 

You just know what you're doing. You were great with my Mum. 10/10. 

Paramedics were courteous, reassuring and efficient. Thus we want it to be noted. 

The ambulance crew were reassuring and caring and very helpful. 

Paramedic arrived quickly, checked patient over and double checked before leaving. 

They were so nice and put my mind at ease. Very helpful. 

Prompt visit and very thorough examination. 

Excellent treatment and advice. 

All questions answered and explanations given. Arrived quickly. Very efficient and very helpful. [Names 
removed] were very professional. Had a caring approach and keen to help in any way possible. Many thanks to 
both of them. 

[Names removed] were very efficient and offered a great service and care and compassionate. 

Arrived quickly, was dealt with compassionately. 

Very professional. 

Very kind and considerate paramedic. 

Very helpful, went above and beyond. Very thorough and friendly. 

Very helpful and good with my 90 year old Dad. 

Everything carried out in a professional manner and polite. 

Always excellent service. 

I received courteous and polite help from the 2 ladies. They are to be commended. Thank you. 

Very good and helpful. 

These people are unsung heroes. Always here quickly and efficiently deal with problem in a calm way. Many 
thanks. 

All guys were great. 

This service must be maintained. 

Treated with care and reassurance while being totally professional. 

The team were very professional, well mannered and respectful. 

Extremely good service provided in response to my 999 call. Driver and mate were very kind and helpful and 
sorted our problem out where we could not. Very grateful to everyone. 

The rapid response was with me within 10mins. He was very nice and professional as were paramedics who 
came later. 

Crew were very patient, caring and thorough in their assessment of me. Put my mind at ease offering further 
advice and help. Can't thank them enough. 10/10. 

[Name removed] paramedic was so kind and helpful, understood we are not nurses and spoke to us 
appropriately. I am the care home manager. 

[Names removed] called and were extremely knowledgeable, helpful, polite and friendly. They put us at ease 
and were very thorough in their investigation and care. Their amnner was very caring and reassuring. They 
both went the extra mile spending their time efficiently and effectively, even though they were at the end of their 
shift. Nothing was too much trouble. Thank you. 

The 2 people who came were wonderful [unreadable comment]. 

Quick response and very helpful. I would like to say thank you. 

Severe pain in back on slighest movement. Paramedic extremely pleasant and explained in detail possible 
causes, gave me some medication and phoned GP to follow up with prescription. 

 

 



  

 

 

Patient Transport Service  
Friends and Family Test Survey 

July 2017 
 

    90.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 85.9% Negative themes = 14.1% 

Top positive 
themes 

Quality of Staff Quality of Care Emotional Support  

Positive     
free text 

Comments 

 Every time we get transport the staff are great so helpful 
and nice 

 Very professional crew who were also very reassuring 

 The Patient Transport Service brought me home in an 
ambulance after my operation. I was greatly impressed with 
their sensitive and caring manner. They did everything they 
could to ensure that my journey was as comfortable as 
possible from the hospital ward to my own living room. Their 
constant reassurance and friendly manner eased my 
concerns and I felt that they put my needs first at all times 
and the service they provided was first class.   



  

 

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

                July 2017  

Number of Responses 

Online Surveys  25 
Total: 171 

Electronic Tablet Surveys 146 

Activity   

Number of completed journeys for the month 49,433 

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 90.6 -7.9 

Extremely Likely  126 73.7 -8.7 

Likely  29 17 +0.8 

Neither likely nor unlikely 4 2.3 +2.3 

Unlikely 7 4.1 +2.3 

Extremely unlikely 4 2.3 +0.8 

Don't know 1 0.6 +0.6 

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                     

1 Emotional Support 10 9.1     
Reassuring/put at ease 1.1 2 1.8     

Caring 1.2 8 7.3     

3 Quality of staff 
/professionalism 

61 55.5 2   

Good/Excellent Staff 3.2 53 48.2     

Friendly staff 3.3 3 2.7     

Helpful staff 3.5 3 2.7     

Attitude 3.6 2 1.8 2 11.1 

Transactional Themes                     

5 Kindness and 
compassion 

1 0.9     Compassion 5.1 1 0.9     

6 Timeliness and access 
to care 

1 0.9 13   

Pick Up times 6.5 1 0.9 4 22.2 

Collection Times post 
appointment 

6.6     3 16.7 

Booking the service 6.8     2 11.1 

Lateness 6.10     4 22.2 

7 information 
communication and 
education 

    2   
Communication with 
Control 

7.6     2 11.1 

9. Co-ordination and 
integfration of care  

    1   
Co-ordination of 
transport resources 

9.3     1 5.6 

11 Physical comfort  2 1.8     
Safety 11.1 1 0.9     

Comfort 11.3 1 0.9     

12 Quality of Care / 
Service 

33 30.0     

Good /excellent service 12.1 30 27.3     

Helpful  12.2 1 0.9     

Efficient/professional 12.3 2 1.8     

13 General / Other 2 1.8     General 13 2 1.8     

Totals 110 85.9 18 14.1     110   18   

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
has redcued by 7.9% this month to 90.6% (caution should be taken when comparing to previous 
months data due to low number of responses). 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 3.1%, 1.6% 
more than the previous month (caution due to low responses) 

 We received 171 responses, an increase of 103 from the previous month.  

 It was encouraging to see the early signs of improvements from initiatives with apprecntices and 
a small number of surveys returns from the early release of ACS handheld devices contributed 
to this increase. We still have issues getting responses from tablets on stations and vehicles and 
conversations remain ongoing to explore how we can encourage PTS managers to engage with 
data collection during phase 2 of the restructure. We also had someone on light duties for 3 
days this month which helped to imove our responses.  

 Geographical representation, most responses were from 2 hospitals 



  

 

 The number of completed journeys was 49,433, a decrease of 3,680 compared with June 

 110 (85.9%) of free text themes were positive a decrease of 6.74% compared with the previous 
month. The main positive themes were, , quality of staff/professionalism, quality of care/service 
and timeliness and emotional support 

 18 (14.1%) of free text themes were negative. The main theme was around timeliness and 
accessand features pick up times, collection times and general lateness 

 95.9% of PTS Ambulance patients would recommend the service to friends or family compared 
to 96% of Ambulance Car Service patients, no data is available this month for taxis.and taxis. 

 Demographics, Gender: 48.7% Female, 50 Male; Age: 69.6% over 65, 18.4% 45-64, 8.9% 16-
44 years old; Disabled: 91.5%; Sexual Orientation: 3.1% Lesbian, Gay or Bisexual and 90.9% 
Heterosexual, Faith: Christian 72.5%, 17% no faith, 5.2% other faiths; Ethnicity: White British 
94.7%, Other White 0.7%, BAME 4.6%. 

 National comparative data for June 2017 indicates we are the 8th highest out of all 16 
organisations and 4th highest in the Ambulance sector for response rates for PTS. We scored 
11% above the national average for the number of people who are likely to recommend us to 
patients (99%). 1% of patients would not recommend our service to friends and family which is 
6% 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 116 95.9   24 96 

Extremely likely 102 84.3   22 88 

Likely 14 11.6   2 8 

Neither likely nor unlikely       

Unlikely 3 2.5   1 4 

Extremely unlikely 1 0.8     

Don't know 1 0.8     

 

A number of negative responses came from our online responses. We are unable to determine which 
service this group used. This reporting mechnisim is used by both online responders and ACS drivers 
have recently started to use this mechanism to collect patient experience data. 



  

 

Hospitals 

Hospital  
Number 

 
% of responses 

Darlington Memorial 7 4.8 

Freeman Road Newcastle 6 4.1 

Hexham General  0 0 

James Cook  17 11.6 

North Tyneside General 0 0 

One Life Centre Hartlepool 0 0 

Queen Elizabeth Gateshead 0 0 

Royal Victoria Infirmary 75 51.4 

South Tyneside General 1 0.7 

Sunderland Royal  0 0 

University North Durham 3 2.1 

University North Tees 3 2.1 

Wansbeck General  0 0 

Other 34 23.3 

Note: Some data is unknown due to data collected from FFT only online survey 

 
 
 
Device Locations 
 

Device 
ID no. 

Location 
Active 

Responses 
Quarantined 
Responses 

All 
Responses 

23 Hawkeys 6    

24 Hawkeys 14    

32 Wallsend 4    

33 North Tees 3 1 4 

34 Light Duties 78 5 83 

35 Wallsend 6    

36 Pallion    

38 Hexham 8    

$0 Blucher 3 0 3 

52 Consett 1 0 1 

53 Blucher  5 1 4 

54 Coulby Newham 20 1 21 

65 South Shields 4 0 4 

66 South Church  38 0 38 
 

 

 

 

 



  

 

Free Text Comments 

Very efficient 

Time waiting to pick up and drop off other patients 

It was great 

Very good service 

The home uses the service 

I felt at ease travelling with patient transport, they are patient, kind and caring. 

Because of good service 

Better mobility 

Good service 

great staff 

staff great good service 

staff friendliness 

Planning no messages sent to crew from main phone line in rvi reception 

good staff 

Great staff 

Great staff 

good service 

Helpful staff 

great staff 

ambulance late 

Excellent staff 

friendly staff 

staff great 

Staff very helpful 

Transport not always on time 

Friendly service 

pick up delay 

Good staff 

Great staff 

Excellent service 

Cheerful staff 

Sevice and staff 

Staff always great 

Staff 

Fantastic service 

Excellent service 

Staff always happy 

Staff 

Great staff 

Great driver ptn felt safe at all times 

Great driver 

Staff 

Caring staff 

Great staff 

Caring staff 



  

 

The last 3 hospital visits ptn was late for his appointments 

staff great 

Great staff 

Great staff 

Always on time 

Fantastic staff 

caring staff 

Staff fantastic 

Staff 

Great staff 

Great staff 

Great staff 

Great staff 

Treatment from staff 

Delay in pick up 

Staff 

Staff great 

Great staff 

Good service 

Staff 

Excellent service and drivers, friendly professional al 

Good personnel 

Reliable and necessary service for my appointments 

Very reliable 

Excellent service and past experience es 

Prefer NHS to private experiences 

Helpful 

Staff great 

Great staff 

well looked after 

Caring staff 

It's free 

Staff great 

Great staff 

Staff very nice 

Good service 

staff great 

Staff great 

staff great 

Staff 

Very helpful staff 

Great service 

Staff great 

Staff 

Friendly staff 

Great staff 

All I want to do is get home without drop offs 



  

 

It's all excellent 

It's good 

thank you, you all do a great job 

Very good but  old use better suspension for comfort on the back 

Just 100% good, but they could make the times a bit closer so I don't need to get up so early 

care and compassion from crew 

very good service 

staff great 

long waiting time to get home 

time problems getting to hospital need to improve 

service very satisfactory 

Vision 

Happy with everything 

good service 

great service 

attitude of staff member not good this morning 

problems with booking a ambulance for hospital appointments 

Pick up times too long 

Keep the service run by the NHS 

Better suspension on vehicles 

Driver very good 

Keep up good work 

Better communicion with control 

Every time we get transport the staff are great so helpful and nice 

The Patient Transport Service brought me home in an ambulance after my operation. I was greatly 
impressed with their sensitive and caring manner. They did everything they could to ensure that my journey 
was as comfortable as possible from the hospital ward to my own living room. Their constant reassurance 
and friendly manner eased my concerns and I felt that they put my needs first at all times and the service 
they provided was first class.   

Very professional crew who were also very reassuring  

Continued issues surrounding booking and attitude of booking centre staff and manager didn't help the 
issues same as previous time. The say that they are using the set criteria but its obvious that the call 
handelers are twisting it to prevent access to some disabled users who are in wheelchairs yet there are still 
some users who are more mobile but not stopped from access to the service and they are not all covered by 
criteria such as chemo etc. This issue was bought up previously and happing again with additional issues 
with carer expected to make own way to hospital so being in two places at once & no transportation to meet 
up with patients in same time frame causing issues with patients without carer to assist them when needed.  

 

 



  

 

 

 

111 Service 

Friends and Family Test Survey 

July 2017  

   92.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 86.4% Negative themes = 13.6% 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Information/ 
communication 

& Education 

Examples 

Positive free text 
comments 

 Quick advice and signposted quickly to appropriate help 

 Staff are friendly, understanding, patient and give solid 
advice. 

 The lady I spoke to was confident, kind and reassuring. 
I felt better after speaking to her, as someone was 
aware of my situation and helped me. 



  

 

 

 

111 Service 
Friends and Family Test Survey 

July 2017  

Number of Responses 

Postal Surveys  66 

Online Text Surveys 29 

Total 95 

Activity   

Number of 111 calls (answered) 72,878 

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  86 92.5 +8.5 

Extremely Likely  60 64.5 +8.9 

Likely  26 28 -0.4 

Neither likely nor unlikely 3 3.2 +3.2 

Unlikely 0 0 -9.9 

Extremely unlikely 3 4.9 -1.7 

Don't know 1 1.2 -0.1 

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 

52 29.2 2 7.2             

1 Emotional Support 18 10.1     
Reassuring/put at ease 1.1 12 6.7     

Caring 1.2 6 3.4     

3 Quality of staff 
/professionalism 

32 18 2 7.2 

Knowledgeable 3.1 2 1.1 1 3.6 

Good/Excellent Staff 3.2 16 9.0     

Friendly staff 3.3 6 3.4     

Understanding 3.4 1 0.6     

Helpful staff 3.5 6 3.4     

Attitude 3.6 1 0.6 1 3.6 

5 Kindness and 
compassion 

2 1.1     Kindness 5.1 2 1.1     

Transactional 
Themes 

126 70.8 26 92.9             

6 Timeliness and 
access to care 

16 9 4 14.3 

Quick response – 111  6.1 11 6.2     

Quick response - 
Ambulance 

6.2 1 0.6 3 10.7 

Ease of use 6.3 2 1.1     

Called back  6.10 2 1.1 1 3.6 

7 information 
communication and 
education 

19 10.7 1 3.6 

Good advice 7.1 15 8.4     

Communication with 
patient 

7.5 4 2.2 1 3.6 

9 Co-ordination and 
integration of care 

10 5.6 9 32.1 

Links to services outside 
NEAS 

9.1 10 5.6 3 10.7 

Treatment at other service 9.2     6 21.4 

12 Quality of Care / 
Service 

63 35.4 5 17.9 

good /excellent service 12.1 30 16.9 3 10.7 

Helpful  12.2 19 10.7     

Efficient 12.3     1 3.6 

Reliable/ Trustworthy 12.4 4 2.2     

Good outcome 12.5 8 4.5     

Consistency of service 12.6     1 3.6 

Good care 12.7 2 1.1     

13 General / Other 13 7.3     
General 13.1 5 2.8     

Neutral 13.2 8 4.5     

14 Triage Process 5 2.8 7 25 
Questioning process 14.1 3 1.7 4 14.3 

Relevance of questions 14.2 2 1.1 3 10.7 

Totals 178 86.4 28 13.6     178   28   

 
 

111 Narrative 

 The FFT score for the number of patients likely or extremely likely to recommend the service to friends 
and family has increased by 8.5% to  92.5% 

   Patients unlikely or extremely unlikely to recommend the service is 4.9%, 9.9% lower than June 

 There have been 95 responses, (29 text and 66 postal) which is 13 more than the previous month 

 The number of answered calls has increased from by 4,388 comapred to the previous month 



  

 

 86.4 % of free text themes were positive, this is an increase of 1.4 % from the previous month. Quality of 
care/service  scored highly at 35.4% with excellent/good service as the highest sub theme. Quality of 
staff/professionalism also featured highly with 18% of themes and information/communication, emotional 
support and timeliness and access to care scored between 9-10% of themes 

 13.6% of free text themes were negative. Co-ordination and integrated care  was the largest theme - 
treatment, 32.1%. The main negative sub theme relating to treatment at other centres, which is out of our 
control The triage process and quality of care also featured. 

 Demographics, Age: over 65 – 13.5% 45-64 – 29.2%, under 44 years old – 43.8 %; Gender: 71.4% 
female, Disabled: 51.1%, White British 97.8% , Christian 47.2%,  No religion 37%, Heterosexual 81.8% 
prefer not to say 12.5% 

 

Free text comments 

As I found the number helpful. 

First experience was good however, second experience we were told it would be quicker to go to A&E. 
However, we did not feel A&E was necessary although our 6 week old daughter needed to be seen by a 
doctor. 

Son had spots on body. 

The doctor was not very helpful. 

Really helpful and knowledgeable staff. 

As they are good help when I needed them. 

Really helpful. 

Good response. 

Really helpful with advice. 

Dealt with quickly. 

The team were very helpful. 

Professional and efficient throughout. 

Quick and very good. 

I would recommend this but the services sometimes provided are not up to standard. 

Looked after well whilst on phone. 

They gave advice quickly and helped us get medical attention at the most appropriate place. 

We got a response quickly but was asked a lot of questions and was told it would be 2 hours for an 
ambulance. 

Great, friendly staff, helpful. Good service. 

Staff are so polite and helpful to all your concerns. 

Straight through. 

Very helpful and gave extremely good advice. 

Ask too many questions, not relevant to my problems. 

I have a lot of medical problems. Sometimes I phone 111 to save 999. 

Terry who I spoke to was very knowledgeable and was quick to help. 

Prompt response and reassurance. 

Quick and easy. 

I was given good advice and felt someone was looking after me. 

[unreadable comment] helpful. 

Because they are caring. 

Tried their best to solve my problem. 

Very quick, put my mind at ease. Very kind and caring. 

There is no other service on offer for help and advice. 

Good response. 



  

 

Prompt, good advice with follow-up call/ advice from a doctor. 

I'm not able to remember contacting 111. 

When they listen to what you have to say, and kindness. 

By mistake I took my morning tablets twice. 

Good but wait for ambulance (2 hours) was unfair. 

Ambulance people, very good and helpful. 

Response times are a disgrace. Rigidity of process when call answered not always possible to be with 
patient. 

Good service. Communication sometimes breaks down. 

Fast phone response. Clear speaking operator as I am hard of hearing. 

Long, drawn out experience. 

Helpful. 

The service is amazing, prompt, effective, reassuring, professional and kind staff. 

Paramedics were professional and showed compassion. 

I think moving with the times, this is an integral part of our NHS. 

Didn't tell me it was a stupid reason to call and was wasting their time. 

Fast response, assessed, good advice. Handed me over to where I needed as fast as possible. 

I was able to get an appointment with a GP straight away. 

Very helpful, professional and reassuring. 

Sometimes we have no other place or person to reassure or advise. Also, I presume all is recorded 
correctly voice/records. As our family has complex needs. Sometimes I would presume records will be 
assessed for late or recent history? 

Great advice and prompt service. 

Staff on the phone are rude and have no idea what they're talking about. Also have no urgency to sort the 
problem out. I was told at 11am i couldn't get a dentist appt to really late in the day because it was a "first 
come first served basis" even though i had been calling since 6am. 

Quick advice and signposted quickly to appropriate help 

The call handler was very calm and dealt with me and my problem really well and even look at other urgent 
care centres due to having problems with the closest to myself  

Really professionals at there jobs  

I was sent to a & e, only to be told because it is an outstanding issue they would not see me.   

Quick to respond and give suitable advice 

Excellent service, an appointment was made for us at a walk in centre following our telephone consultation. 

Excellent service and advise  

Because all you get told is the same things over and over again  

The ambulance service have always been amazing each time I have had to use them not only for me but 
for my 2 year old daughter too who suffers febrile convulsions. They are friendly polite and professional. 
Our paramedics don't get enough credit for the job they do 

I called at 6pm about my 14 month old little boy who was not well, i was asked if he could wait till the next 
day to be seen! Then when i sais no she said she was unable to book anything for me and that a nurse had 
to call and assess him for an appointment, the nurse then tried to call me at 3.30am THE NEXT 
MORNING!!!! What good is that 

Everyone was lovely and friendly and very helpful  

having used the number at 0400 in the morning, fearing the worst. the staff put me at ease. and even 
booked an appointment for the same day to a see doctor , first class service  

The lady I spoke to on the phone was very helpful and ensures my daughter was seen by a professional 
within the hour she could tell I was stressed as my daughter was screaming in the background yet she was 
very patient with me and made me feel at ease  

They ask the questions that needs to be asked and always have a solution and a way round the problem 
that you are facing, they have been brilliant with me when I've needed 111 so I'm sure they are the same 



  

 

for others  

Great people careing brillant  

Staff are friendly, understanding, patient and give solid advice. 

Fast efficient service 

Positive, friendly advice 

 Quick and efficient Honest 

They was so helpful in getting me sorted an emergency appoitment at the urgent care!! Extremely happy 
with service they provided! 100% happy  

I was given excellent service and advice 

The lady I spoke to was really understanding and got me the help I needed for my little boy.  

Reassurance that my young child was ok. Peace of mind  

Very efficient brilliant and friendly service for my little boy  

Very helpful and quick 

help full in the time i absolutely needed better than my own GB who does NOT give me in right time 
required. 

with his failing appointments system. 

I was very satisfied with the medical help of the call handler. 

An allocated appointment  was good to save waiting. However, when we arrived we still waited over an 
hour from allocated time. To be told A&E would be a quicker route I totally disagreed with as this is not the 
purpose of A&E. We were there 5+ hours with our 6 week old to be taken up to the children's ward to go 
through everything again. 

I was present at the GP surgery. The call handler was very helpful and I saw a GP within 10 minutes. 

The doctor tried to give advice but it ended when he could not help me. 

Our call was not a priority it was about refrigeration of a stool sample. It was prioritised correctly and took 
some time for a response but advise given was clear. 

Very good service. They were very helpful when needed. Answered everything I needed to know. 

Happy with all the service. 

I was very pleased with this service. 

A very good service. Straightforward, clear advice given. 

Very helpful and caring at all times. 

Always satisfied, great service. 

I was satisfied by the care of the operator but their help wasn't up to my standard which should have been 
met. 

Relevant questions were asked of me. Prompt service. The caller was caring. 

The speed at which I had a doctor call back. 

The timescale given my situation. 

They told us that an ambulance will be on the way asap and it was. 

Very helpful got me an appointment with extended surgery at my doctors the same night. 

How they reassured me and how friendly they were. 

Waste of time ringing them while in discomfort. 

[Nane removed] helpful. 

Friendly manner. 

Owing to my stitches bursting open I was sent on a bit of a wild goose chase trying to find a chemist that 
had the required packing and dressings for my wound. I would have expected the urgent care centre to 
have had such things in place and not to be sent packing on my arrival. Arrived with the prescriptions which 
cost me £70 over 4 days! 

The lady I spoke to was confident, kind and reassuring. I felt better after speaking to her, as someone was 
aware of my situation and helped me. 

It convenient for me as am disabled. 



  

 

Waited 2 hours for ambulance. 

They are very helpful, they help you to understand what's wrong. I am very pleased as what would people 
do without them. They are amazing. 

We are a nursing service and even though we explain we are qualified nurses and need urgent help as we 
cannot deal with the problem, the customer service advisers insist on going through checklists we have 
already performed. 

How promptly my query was sorted. Doctor rang me back within an hour. Appointment made at a walk-in 
centre where I received treatment. 

Listening to what you have to say getting through easily, and confidence if they are not sure speak to a 
nurse if necessary, or phone to speak to an emergency doctor. 

I think they asked me too many questions that were not relevant. 

The call handlers were great, I was confused as was told I was getting an emergency ambulance as they 
suspected my appendix burst then an hour later someone rang someone to 'assess my need' for an 
ambulance? 

Easy service to contact and the people are easy to talk to. 

Rigid protocol to follow. Does not allow for caller being a trained nurse. 

Diagnosed the problem quickly and made sure that I was safe, they also gave me some medical ideas until 
I could see the doctors. 

All I wanted was an appointment with the walk-in centre, made to answer irrelevant questions to my 
granddaughter who is autistic which made her more stressed. Waste of valuable time and patience. 

The need for patient to speak throughout the contact - as they were finding it difficult to concentrate and 
had agreed for family member to speak - however recognise this formed part of assessment. 

I think the 111 service is pretty good and my only negative comment would be some questions were really 
not relevant and for this reason took longer on the phone. 

On this occasion the GP that rang back was thorough but calm, listened, asked relevant questions, was 
lovely. The GP I saw was able to prescribe anti-sickness tablets to keep me going until I saw my own GP 
on the Monday. 

I had taken my adult son to A&E they said ring 111, upon describing my situation, the member of staff on 
111 was brilliant. Was advised to go back to A&E reception but as they had refused at the beginning my 
son had decided to seek advice from his GP but he came back to my house to be looked after. I gave me 
reiki, told him what foods to avoid. It was stomach ulcers. 

Appointment with GP within 2 hours. 

Very satisfied with help and advice given. 

I was told that my dentist was open even after i said it wasnt hence why i called 111 (it was a saturday ) and 
that I had to call them at 9 when they opened. Leaving me to be in pain for an extra 3 hours to discover my 
dentist was in fact closed and I had to spend even longer on the phone to 111 to wait another 2 hours for a 
dentist nurse to call me back to say I could have an appt but late in the evening  

Fabulous  

Being sent through to a&e only to be told they would not help me with an existing problem  

How quick they dealt with it and suggested further help and advice 

Relevant questioning and an appropriate referral that allowed us to receive the correct treatment at a 
weekend. 

Very professional friendly helpfull 

Overall i was satisfied with the help and advice given. The staff are professional and knowledgable but also 
polite and friendly too 

I cant believe that my 14 month old with a chest problem was ok to wait 24 hours to be seen, then no 
appointment could be offered.  

What good is the nurse calling at 3.30 am the next day i have never had to wait that long and i have never 
been let down with the care if my child the way i was that night 

The help that I received and how nice they all were  

Cant fault them  

Professional 111 advisor who made me feel reassured. Got an appointment within 2 hours. No waiting time 
when I got to the appointment. 



  

 

I trust this service more than my own gp 

The women I spoke to was so helpful and caring and reassured me!.  

I was made to  feel that they wanted to help  

Quick friendly and efficient  

My signal in house is terrible so when I was waiting for a call back from nurse, I kept missing it due to no 
one could hear me so I had to keep ringing back and going through address questions etc, this was no 
ones fault at all but I ended up getting a very late appointment for 9 year old daughter after midnight as it 
took over 2 hours to speak to nurse. This is not a dispute or anything as this NHS service is superb! But if 
anything like notes may help not to have to repeat address phone number etc each time? Overall staff are 
amazing and fast questions fast solution, great! keep up the good work. 

Please NHS need more focus on patients need urgent help. 

 

 

 



  

 

Social Media Update (July 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, 14 August 2017, the NEAS Facebook account had 8,476, likes, up from 8,166 
likes in July.  
  
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): 

 Just wanted to say thank you to the paramedics who helped my mams friend today and still managed 
to include xx who was with my Mam and her friend so he wasn't upset by anything going on, 
although he now wants to be a paramedic. 

 this picture is the start of a thousand stories I'm forever going to be able to tell my little girl. These 2 
super heroes don't wear capes but after rushing to us and bringing her into this world safely there 
our hero's, thank you doesn't seem to cut it. Getting to spend time with you both (and taking time 

out of your day off) was another memory we will always hold. You both deserve medals  

 xxx and xxx have been absolutely brilliant tonight, cannot fault them made us feel so comfortable and 
looked after the lady who was poorly to the best of their ability hope to think if any problems in 
future we get these two.!! 

 North East ambulance service yes, if so I am disgusted with your service, on Thursday night there was 
am ambulance rang to my address by my sister and my older brother, for my father who happens to 
be a army veteran who had given 13 year of his life in the British army until he was injured and 
medically discharged. Now on Thursday night just gone my dad took ill severely and had to wait four 
hours for an ambulance ( but there were four ambulances divered from xxx probably to a drunk in 
the street) the problem I have is the four hours that he had to wait and the four ambulances divered 
form the address, the call handler was told that he was going I not of concerness( sorry If that Is not 
correct spelling) and about to have an epliptic(again sorry for the spelling) fit. Now if he was of 
different race and colour yous would have been here straight away with out a doubt no questions. I 
want to know why a xx year old army veteran had to wait four bastard hours for an ambulance to 
receive the treatment he needed. Absolutely disgraceful 

 Why did you take one forty five minutes to arrive at the scene of a pensioner that had fallen and 
broken his hip today? A service that is not fit for purpose in my opinion. 
 

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

 Cannot thank the two paramedics that attended me kept me smiling and laughing what an amazing 
pair they were. 

 Friendly and welcoming from the start, very clean and professional.  

 I would like to thank xxx and xxx for helping me. From what I remember they were excellent and gave 
me the best of care until they got me to xxx hospital. I'd love to send them a card if someone could 
tell me a suitable address? 

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

 Hi I called 111 this morning and the lady who I was speaking to doesn’t understand why a blocked 
sinus infection can be a killer. She said that she’ll get a HCP to call me back within 2 hours and in less 
then 2 minutes she was on the phone. Again she doesn’t understand how it can be deadly, she 
advised me to go to my doctors which I did but whilst sat in xxxx Bus Station I became even more 
dizzy and the security staff got me into a quite room and called 999 because of my medical past. The 

https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=10154821757289191


  

 

person looked at the 111 call and insisted that I attend my own doctors. I would’ve thought at least 
they’ll dispatch an ambulance to me to check me over but nope. Feel slightly let down by the service 
a bit as I don’t think I was assessed correctly 

 Hello North East Ambulance! I just want to say a huge thank you to two of your colleagues who 
worked on me and took me to hospital on Wednesday 5th July. Unfortunately I collapsed at work and 
was really poorly. I can not thank these two amazing paramedics enough, they kept me calm, safe 
and made sure My Parents and Boyfriend were informed all the time what was happening when I was 
in the ambulance. They are an asset to the North East Ambulance service and any time they need a 

coffee, it's on the house!! Thank you again, best wishes,  

 Hi! On behalf of my family and I, please could you pass on our heartfelt thanks to the three crew 
members (I'm hoping that I have the names correct) for the genuine care and kindness which they 
exhibited towards my mother when they attended our home. Their empathy, support and kindness 
was beyond compare and they fought hard to ensure that my mother received the best care possible. 
Please could you pass on our thanks to them and tell them to keep up the good work because their 
down to earth yet professional approach, ensured that we all felt both safe and supported 

throughout what was a traumatic time. Many thanks,  

 I would just like to pass on my thanks and appreciation to the ambulance crew that took care of my 
dad last Thursday! These guys have a tough job but were amazing with my dad during his treatment 
for a heart attack. I know he is very grateful for all they did and he would also like to pass on his 
thanks and appreciation. I didn't manage to catch the name of the crew but they really are a credit to 
the ambulance service and the NHS. 

 Hi I would like to send thank you cards to a couple of paramedics who helped me a fortnight ago, 
which address should I send them to? 

 I would just like to message to say thank you to the wonderful paramedics who helped my daughter 
yesterday whilst she was having convulsions. I'm not sure of any names as obviously everything 
happened so quickly, but I will never forget them. The care my daughter received was absolutely 
amazing. Thank you so much 

 Early hours of Monday morning a crew came from xx to xx. Xx  and a guy who I feel bad forgetting his 
name. They treat me for a heart attack and rushed me to hospital. I never got to say thank you but 
they were amazing and the guy goodness knows how got me to calm down. I am now home with my 
8 year old daughters and they were a huge part in getting me to the xxx to get a stent. Please pass on 
mine and my families huge thanks and appreciation of the work they do. 

 I would like to thank you for the care given to a friend. He came to A&E at Hospital having a heart 
attack and the care that he was given was second to none and it is thanks to you, NEAS and xx 
Hospital that he is here today. Words are inadequate sometimes so please accept my 'Thank you'. 
 

Twitter 
At the time of writing, the NEAS Twitter account had 10.1k followers – up from 9,876 followers in June.  
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: 

 @NEAmbulance thank you for your amazing response to my child’s seizure on Tuesday evening, I 
have never been so happy to see someone, please pass my thanks on to everyone involved.  

 @NEAmbulance thanks for responding so very quickly and getting my 13 month old grandson 2 
hospital last nite after a seizure #lifesavers 

 @NEAmbulance just wanted to say to whoever the crew were on Friday evening that brought my 
mother back to life, many many thanks  

 Big thanks to the paramedic guys who’s names I didn’t get for their reassurance when I was panicking 
yesterday!  

 

 

 

 

https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=10155055926484191
https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=10155141406879191


  

 

Patient Engagement – July 2017  

Date Organisation Details 

01.07.17 Northumberland Scout Assoc.  
First Aid Demo and general information about the 

service 

08.07.17 Tynemouth Fire Station Open Day 
Promoted our services and provided first aid 

demonstrations to the local community  

11.07.17 HealthWatch Hartlepool  
111 Roadshow providing information about the 

service, how to access it and dispelling myths 

11.07.17 Little Hearts Pre School Byermoor People who help us 

13.07.17 
South Tyneside Regional Equality 

Forum (STREF) – South Shields 

111 Roadshow providing information about the 

service, how to access it and dispelling myths 

14.07.17 Fordley Primary School  Defib Awareness Sessions 

14.07.17 Morpeth Tritlington School People that help us 

15 -
16.07.17  

Middlesbrough Mela  Promote the Trust as an employer and service 

provider and collect feedback from BAME community 

16.07.17 Northumbria For Service–  Emergency Services open Day 

18.07.17 Ashington First School  People who help us talk 

20.07.17 
Community Health Ambassadors 
Stockton 

111 Roadshow providing information about the 
service, how to access it and dispelling myths 

22 - 
23.7.17 

Northern Pride 
Pride breakfast, parade, and stall to promote the 
Trust as an employer and service provider and 
collect feedback from BAME community 

 



  

 

Patient Transport Service (June 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) 4,278 616,140 88% 7% 2,887 894 188 133 149 27 

England (excluding Independent Sector 
Providers) 3,102 532,879 88% 7% 2,115 628 109 107 125 18 

Selection (excluding suppressed data) 4,278 616,140 91% 4% 2,776 877 173 64 108 24 

ISLE OF WIGHT NHS TRUST 5 717 100% 0% * * * * * * 

CHELSEA AND WESTMINSTER FT  0 430 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  1,440 22,979 97% 1% 1,062 332 36 10 0 0 

IMPERIAL COLLEGE HEALTHCARE NHS  492 26,793 75% 16% 199 169 37 12 67 8 

LONDON AMBULANCE SERVICE NHS TRUST 1 3,767 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS  248 8,176 49% 44% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS  2 81,260 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  68 53,113 99% 1% 56 11 0 0 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 17,551 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  0 76,344 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE  202 40,722 94% 4% 166 23 4 5 4 0 

SOUTH WESTERN AMBULANCE SERVICE  145 76,228 81% 10% 97 20 9 7 7 5 

SOUTH EAST COAST AMBULANCE SERVICE  499 124,799 96% 2% 424 56 8 4 5 2 

SOUTH CENTRAL AMBULANCE SERVICE  822 51,161 85% 5% 440 259 74 24 16 9 

NORTH WEST AMBULANCE SERVICE NHS  327 26,423 96% 2% 308 7 4 2 6 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 27 5,677 89% 7% 24 0 1 0 2 0 

SRCL LTD 4,278 616,140 88% 7% 2,887 894 188 133 149 27 

THAMES AMBULANCE SERVICE 3,102 532,879 88% 7% 2,115 628 109 107 125 18 

 
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 (June 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) 261 201,940 97% 2% 236 17 2 3 2 1 

England (excluding Independent Sector Providers) 261 201,940 97% 2% 236 17 2 3 2 1 

Selection (excluding suppressed data) 261 201,940 97% 2% 228 17 2 3 2 1 

ISLE OF WIGHT NHS TRUST 0 597 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 1 26,654 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 4 14,220 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  160 8,460 97% 2% 144 11 2 3 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 14 15,273 93% 7% 12 1 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  3 29,453 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  43 20,928 100% 0% 39 4 0 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 26,232 100% 0% 9 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  13 22,219 85% 8% 11 0 0 0 1 1 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 15,492 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 14 22,412 100% 0% 13 1 0 0 0 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/

