
 

Friends and Family Test – August 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 

150 98 0.7 

Patient Transport (PTS) 106 92.5 0.9 

111 Service 111 87.2 10.3 

  



  

 

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

August 2017  

    98 % Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 96.4% Negative themes = 3.6% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 Staff went way beyond expectation Stayed with me to calm 
me down after panic attack. Caring, professional and a 
credit to your service 

 Very efficient, worked well as a team, explained procedure, 
used equipment expertly. Very friendly. 

 Respectful, caring, put you at ease. Pleasant, know their 
job inside out. Could not ask for better care. 



  

 

 

 

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

August 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 4 
Total: 150 

Postal Surveys 146 

Activity   

Number of see and treat patients for the month 8,361 

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

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  145 98 +1.3 

Extremely Likely  129 87.2 +0.3 

Likely  16 10.8 +1 

Neither likely nor unlikely 2 1.4 -0.1 

Unlikely 1 0.7 +1.3 

Extremely unlikely 0 0 - 

Don't know 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 150 63.0 1 11.1             

1 Emotional Support 46 19.3     
Reassuring/put at ease 1.1 33 13.9     

Caring 1.2 13 5.5     

3 Quality of staff 
/professionalism 

90 37.8 1 11.1 

Knowledgeable 3.1 2 0.8     

Good/Excellent Staff 3.2 56 23.5     

Friendly staff 3.3 13 5.5     

Understanding 3.4 3 1.3     

Helpful staff 3.5 11 4.6     

Attitude 3.6 5 2.1 1 11.1 

5 Kindness and 
compassion 

14 5.9     
Kindness 5.1 8 3.4     

Respectful 5.3 6 2.5     

Transactional Themes 88 37.0 8 88.8             

6 Timeliness and 
access to care 

27 11.3 4 44.4 Quick response - Ambulance 6.2 27 11.3 4 44.4 

7 information 
communication and 
education 

7 2.9 1 11.1 

Good advice 7.1 2 0.8     

Good explanation 7.2 3 1.3     

Communication with patient 7.5 2 0.8 1 11.1 

12 Quality of Care / 
Service 

42 17.6 1 11.1 

good /excellent service 12.1 13 5.5     

Helpful  12.2 1 0.4     

Efficient 12.3 4 1.7     

Good outcome 12.5 1 0.4 1 11.1 

Good care 12.7 23 9.7     

13 General / Other 12 5.0     
General 13.1 11 4.6     

Thanks  13.3 1 0.4     

14 Triage Process     2 22.2 Questioning process 14.1     2 22.2 

Totals 238 96.4 9 3.6     238 100.0 9 100.0 

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has increased by 
1.3%  to  98% 

 Only 1 person (0.7%) said they were unlikely to recommend the service to friends or family.  

 Returns are similar this month, with only a difference of 1  

 The number of See & Treat cases have decreased  by 509 to 8,361 

 96.4% (238) of all free text comments were positive, the  three main themes were: quality of staff and 
professionalism scored 37.8%, The main sub theme was excellent staff.  Emotional support scored highly 
with 19.3 %, the main sub them was reassuring, Quality of Care & Service also scored highly 17.6%, the 
main sub themes was good care  

 3.6% (9) of all free text comments were negative, the main theme was ambulance response times 

 Demographics, age: Over 65 years 73.3 %, 45-64, 13.7 %, 25-44 9.6 % Disabled 66.4%; Gender: Female 

56.9%, Ethnicity: White 99.3%, Data is only collected for sexual orientation and faith online for this survey. 
Heterosexual :100%, Christian  100%, the number of responses was very low to both questions (4 
responses)  



  

 

 

 National Comparative data for July 2017 indicates we are the highest out of 11 organisations for response 
rates, collecting over 60% of all responses nationally. We are 2rd (1 organisation attained 100%) for the 
number of patients likely or extremely likely to recommend services to friends and family (97%), 3% higher 
than the national average. We are 2nd (1 organisation recorded 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 

Phone call to 111 and they sent the emergency ambulance. After 2 hours medic stabilised patient so hospital 
admission not desirable 

Arrived with in minuets of phone call, diverted by call center,  
Very professional reassuring, great team 

Please note this covers three ambulace responses to my wife in a short space of time and of a similar nature. 
My wife who is termanally ill with Cancer got out of bed and then slid to floor as she was too week with Cronic 
deteriation due to her terminal cancer to keep herself up and return to her bed. On three requests for 
paramedic assistance they quickly came to her assistance and got her back into her bed with a combination of 
skill, strength, kindness, politeness and respect all of which her family greatly appreciated.. 
We have never needed a 999 ambulance before and all of your (three) crews were a credit to the ambulance 
service.  

Staff went way beyond expectation Stayed with me to calm me down after panic attack. Caring, professional 
and a credit to your service 

Rapid response and put me at ease. 

I was so scared but when the paramedics came I felt relived and comfortable. They were lovely. They did 
blood tests and an ECG as I had a convulsion and was hyperventilating. They told me I had to see a doctor for 
more blood tests and if it happens again to ring them. I am happy they came to help me. 

Promptness in arriving. Their calming effect and genuine care. 

The care and support my dad received was very good. 

I was well looked after. 

Very good at her job. 

Two men who were so kind and considerate. They did not rush off. They put me to bed before they left with my 
dignity in tact. 

They were very nice and attentive to my situation. 

They were brilliant from the time of arrival. I felt at ease within no time they were very professional and had a 
very calming manner great team of people. 

They worked very hard for me and were polite and kind. Well done, thank you. 

I had a diabetic hypo the paramedics were fantastic, helped get my blood sugar back to normal and talked to 
me all the way through. 

I received 100% care. 

Only problem phones at 12:15 am turned up at 5 am. Trouble was first phone call took details and told me a 
doctor would phone me back never happened. Phoned again about 3:30 am and was told an ambulance 
would call at the house. 

Very good settled me down didn't rush me, two good paramedics. 

[Unreadable comment]. 

The two paramedics who attended my husband were through, respectful, knowledgeable and personable. We 
were both put at ease and had lots of confidence in their abilities and treatment of both of us. Very reassuring. 

They explained everything they were doing and took their time with me. Really made me feel at ease lovely 
people. 

My doctor told me to ring or ambulance. 

They were very good and arrived quickly. 

They were very helpful, caring and considerate. 

The people who helped were excellent. 

Ambulance staff were brilliant in treating patient and reassured my husband. 

Excellent. 

Very helpful ambulance crew. Approachable, did not rush me, offered a choice of solutions. 

Very efficient, worked well as a team, explained procedure, used equipment expertly. Very friendly. 



  

 

For the courteous manner shown by well trained personnel who we could not do without. Thank you all. 

Prompt service today by ambulance staff who were extremely courteous. Friendly to my 96 year old mother in 
law. 

Fast response and great care and advice given from the friendly paramedics. Very grateful to them. 

Because of the rapid response and professionalism of the paramedics who came [name removed]. 

Be lost without them. 

Quick response and very attentive. Great crew. 

Speed of service and pleasantness of staff [unreadable comment]. 

The 2 paramedics were very helpful and very respectful. I was in a lot of pain, they took time to help me. 

Good caring treatment from ambulance crew. 

Deals with situation for us my husband falls due to emergency mostly he manages but sometimes gets stuck. 
Paramedics supportive, friendly and helpful. 

Ambulance staff very friendly, efficient, put me at ease straight away. 

[Names removed]. We would like to thank the ambulance crew on July the 1st who attended [Name removed] 
after his fall. Showed much dignity and very helpful thank you once again for the kindness shown. 

Most satisfied with service. 

Very pleasant ambulance personnel attended me after a head knock. There was a delay, but they could not be 
more efficient or nicer. 

Very courteous and efficient and calming. 

The team who came to me put me at ease straight away, they were very caring and very efficient. 

I had an amazing paramedic who treated me. I am extremely anxious person all the time, he done everything 
exceptionally to calm me, and nothing was a problem. He is [name removed] he deserves to be commended 
and recognised for this. 

The ambulance men were very polite and very reassuring and they arrived very quickly. 

Efficiency, courtesy and kindness. 

To help collect information so the service may continue. 

Because I think your paramedics are wonderful! 

Very fast response. Very efficient, helpful, reassuring. All equipment needed was at hand. Kind and friendly 
approachable. Thank you. 

The NHS give a wonderful service overworked and underpaid, thank you so much for looking after me. 

Respectful, caring, put you at ease. Pleasant know their job inside out. Could not ask for better care. 

I was treated with care. 

Very good at their job. [Names removed] are really nice people, make you feel at ease. Thank you. 

Thorough, professional attention and treatment. 

I have received first class care and treatment each time I have used the service. 

[Name removed] was lovely. 

Very caring and helpful paramedics. 

The speed of attendance and the professionalism of the paramedic. 

Very professional with my son, stayed sufficient amount of time with him to make sure his allergy didn't get 
worse. 

They are kind, capable and provide a life saving service. When they turned up at this address I knew I was 
safe and would be taken to get the help I needed. Thank you. 

Very patient crew, helped enormously. 

Very nice man, checked the person over in a thorough manner. Excellent communication and very polite. 

[Name removed] was very caring and efficient. 

Ambulance took about 1 hour to arrive. In the past we have had to wait up to 3 hours. 

Fast response. Excellent assessment. Very happy with service. 

Fantastic care, explained everything thoroughly and didn't rush things. Didn't leave until I was happy to. 

The ambulance team were great and understanding. They provided the support needed. However, 111 
operator did not ask relevant questions, I had 40 temperature and couldn't understand most of the questions. I 
was told to wait for the doctor to call which took over an hour and then ambulance was dispatched. I had given 
birth 3 days before and believe it was [comment off page]. 

The service was amazing. We are 50 minutes away from Cramlington, our nearest provided and they attended 
within 2 hours. The ladies were polite all the way through. 

Very efficient. 



  

 

2 paramedics and 1 student nurse - polite, informative, caring, thorough and supportive. 

Quick response. 

Quick response to my call for help. Paramedics arrived within 5 minutes. Their professional approach put me 
at ease during a very difficult situation. Well done! 

Paramedic was nice enough but felt like we were wasting his time as he started to ask questions why we had 
called an ambulance. We had phoned 111 who made decision to send ambulance. 

Excellent service. I was frightened to death with the pain I had. They calmed me down and reassured me and I 
was thoroughly checked out at A&E. Overall, excellent service from calling ambulance to returning home later 
same day. Please thank 21169261 crew. They were a credit to the service and the NHS. 

Paramedic first responder attended and failed to identify child was very unwell with croup. Next day she was in 
A&E much worse. 

Responded quickly to my calls, friendly, reassuring and understanding regarding the pain I was experiencing. 

The 2 paramedics were extremely efficient, professional, kind and helpful. 

Very friendly and helpful. 

Very thorough, friendly treatment. 

All the paramedics we have ever had are caring and check the patient before making decisions. 

Polite, courteous and pleasant. 

I take meds for a mental illness that I have for 43 years. I am taking them regularly and I was spoke. I would a 
[comment off page] from you as I waited on the ground for over 40 minutes. 

Speed in responding very efficient and the professional service given to my wife. 

Pleasant, professional, very understanding. [Names removed] knew exactly what my problem was and they 
were very polite and reassuring. Thank you. 

The Paramedic called [name removed], I can't remember his second name but all I know he is from down 
south. Me needs to be thanked personally as he was fantastic with my autistic little girl. He was so patient and 
had such a lovely manner. He talked through everything to me and [name removed], and reassured me that I 
was not "over reacting" as a mum. He is a fantastic paramedic and can't him enough. 

The 999 call receptionist seemed to take a long time with her questions, which I doubt not are essential, so 
this is a statement and not a criticism. The ambulance took only 14 minutes from call time to arrival. The 
Emergency Department nurse was [name removed] and the driver was [name removed]. These two 
gentlemen quickly got me to my feet and places in a chair. [Name removed] dressed my left elbow, checked 
my temperature and blood pressure whilst I was sitting and standing. I was most impressed with their friendly 
attitude to me and to their job. 

The speed and treatment (being first class) in the care and help needed. This gives me confidence if ever 
needing this service again. Thank you. 

There to help others in need. 

Quick service, very helpful, understanding and calming giving reassurance and polite at our most stressful 
time. 

The crew were very thorough, stayed with me after doing their examination etc. Until I was in a relaxed, 
unafraid state and very friendly. 

Satisfactory service. Staff are extremely helpful very [unreadable comment] and work under extremely difficult 
work pressures. I have great confidence in their service. 

Very professional and efficient. 

Excellent service. 

Excellent care. Professional, polite and very reassuring. 

The two people who attended me were friendly putting me at ease and also very professional. 

Staff very professional, caring and respectful to my 89 year old mother. 

Expert, efficient and thorough treatment by two brilliant medics. 

Speedy, professional but personable service. Brilliant with my son. 

The ambulance arrived within 10 minutes. Paramedics friendly and good at their job. 

My wife was unable to remove herself from the bath. Paramedics attended. 

The paramedics were awesome but we waited five hours for them to arrive. 

The team were excellent! 

Prompt response time, courteous and efficient. 

Very caring and made us feel a lot better under a stressful time. Fantastic work! 

I was dealt with very caringly with the support of the team in the ambulance. 

Calm and collected paramedics, friendly with a good sense of humour and professional. I felt in safe hands. 

Very caring, helpful and friendly. 

The paramedics were wonderful, caring, friendly and reassuring. 

The ambulance crew were very friendly, very reassuring and polite and very professional. 



  

 

I received warm reassuring advice when we phoned 111 and the ambulance arrived very quickly manned by 
two very professional paramedics who did their tests and remained with me until they were sure I was okay. 
Excellent service. 

Concerns for grandson. High temp. 

This is the second occasion I've asked for help in the past week. On both occasions I was treated not only with 
compassion and courtesy but also with extreme professionalism. My sincere thanks to your personnel. 

The staff who attended to me [crew number removed] were fantastic, they made me feel comfortable and 
worked extremely hard to sort out my situation. They were knowledgeable and  made me feel confident that 
they could help sort me out after having a fall in a confined space in my home. I can't thank them enough for 
their care, consideration and professionalism in helping me, as a disabled person with very little mobility. A 
credit to the service. 

Ambulance crew really put our minds at rest and calmed the patient down, reassured us all would be fine, 
checked the patient thoroughly before leaving. 

Caring, polite, answered questions and put me at ease-kept me calm.  Brilliant service.  Thank you very much.  
There within minutes. 

Prompt response, very efficient, professional care. Extremely pleasant and caring people. 

The ambulance crew arrived quickly.  In the meantime the lady on the phone kept me talking and everyone 
was kind, keeping my anxiety to a minimum. 

The two paramedics gave me a good examination and put me at ease. Fortunately it wasn't a heart attack, but 
I know I would have been in good hands. The service was second to none. I thank them very much. 

A long wait for paramedics to arrive but when they came they were calm and reassuring, giving very thorough 
checks and left me feeling much more positive. 

The paramedics were kind, courteous and very professional. 

Very friendly, try to put you at ease. Reassuring. 

The crew were very kind, reassuring, very professional, above all very caring. A fabulous service. Well done. 

My husband fell and he is a big man. I couldn't get him up and he was hurt. We waited 4 hours for an 
ambulance. Paramedics were very good but the waiting time is terrible. 

Both crew were very professional, friendly and reassuring. They took time to explain what was happening and 
seemed genuinely interested and concerned. 

Very prompt arrival time. Quick to identify medical problem. 

Prompt, efficient, friendly service. 

Prompt attendance and extremely professional service. Kind and reassuring. 

Paramedics were really wonderful. So helpful. 

She needed help and some medical attention to be seen by paramedics to see whether or not she had to be 
taken to hospital. 

Very caring ambulance men. 

Called 999 got service very quick and the crew were very good. Up the NHS, good service. 

Crew very careful and considerate. 

The paramedic was wonderful and if needed again I would hope to get him. 

Very pleasant, sincere and professional. A lovely, caring manner. 

 



  

 

 

 

 

Patient Transport Service  
Friends and Family Test Survey 

August 2017 
 

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

Free Text Comments 

Positive themes = 93.2% Negative themes = 6.8% 

Top positive 
themes 

Quality of 
Staff/Professionalism 

Quality of Care/Service 

Positive     
free text 

Comments 

 Quick and friendly response.  Caring staff. 

 Quite comprehensive and good reliable service for getting 
me to my regular appointments 

 Just want to say thank you. Helpful, friendly, professional 
approach to the job 



  

 

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

               August 2017  

Number of Responses 

Online Surveys  34 
Total: 106 

Electronic Tablet Surveys 72 

Activity   

Number of completed journeys for the month  

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  98 92.5% +1.9 

Extremely Likely  84 79.3% +5.6 

Likely  14 13.2% +-3.7 

Neither likely nor unlikely 6 5.7% +3.4 

Unlikely 1 0.9% -3.2 

Extremely unlikely 0 0% -2.3 

Don't know 1 0.9% +0.9 

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  11 26.8                  

1 Emotional Support 4 9.8     
Reassuring/put at ease 1.1 1 2.4   

Caring 1.2 3 7.3   

3 Quality of staff 
/professionalism 

7 17.1     
Friendly staff 3.3 5 12.2   

Attitude 3.6 2 4.8   

Transactional Themes  30 73.2  3  100    

5 Kindness and 
compassion 

3 7.3     
Kindness 5.1 2 4.8   

Compassionate 5.2 1 2.4   

6 Timeliness and access 
to care 

3 7.3 2 66.6 

Quick response - 
Ambulance 

6.2 3 7.3   

Collection times post 
appointment 

6.6    1 33.3 

Booking the Service 6.8    1 33.3 

I need the service to 
access appointment 

6.11 2 4.8   

7 information 
communication and 
education 

1 2.4     
Communication with 
patient 

7.5 1 2.4   

9 Co-ordination and 
integration of care 

    1 33.3 Taxi Provision 9.5    1 33.3 

11 Physical comfort  1 2.4     Comfort 11.3 1 2.4   

12 Quality of Care / 
Service 

22 53.7     

Good /excellent service 12.1 14 34.1   

Helpful  12.2 2 4.8   

Efficient 12.3 1 2.4   

Reliable/ Trustworthy 12.4 5 12.2   

Totals 41 93.2 3 6.8   41  3  

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
has increased by 1.9% this month to 92.5% (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 0.9%, 2.2% 
less than the previous month (caution due to low responses) 

 We received 106 responses, an decrease of 66 from the previous month.  

 Small improvements identified the previous month in tablet responses was not maintained this 
month. It was encouraging to see continued growth in electronic responses fololwoing the 
introduction of surveys for ACS drivers.. 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 have not had 
anyone on light duties this month. 

 Geographical representation was very poor due. Other hospital visits was significantly higher 



  

 

than usual 

 The number of completed journeys was 51,708, an increase of 2,275 compared with July 

 41 (93.2%) of free text themes were positive an increase of 7.3% compared with the previous 
month. The main positive themes were quality of care/service and  , quality of 
staff/professionalism. Caution should be taken when viewing data due to the low number of 
responses 

 3 (6.8%) of free text themes were negative. The were no main themes 

 95.8% of PTS Ambulance patients would recommend the service to friends or family compared 
to 100% of Ambulance Car Service patients. Caution should be taken when viewing this data 
due to the low numbers 

 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 July 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 
4% above the national average for NHS organistions for the number of people who are likely to 
recommend us to patients (91%). 6% of patients would not recommend our service to friends 
and family which reflects the national average at other NHS Ambulance providers.  

 

 

 

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 71 100 
No 

data 
 1 100 

Extremely likely 68 95.8   1 100 

Likely 3 4.2     

Neither likely nor unlikely       

Unlikely       

Extremely unlikely       

Don't know       

 

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 6 6.5 

Freeman Road Newcastle 6 6.5 

Hexham General  1 1.1 

James Cook  22 23.7 

North Tyneside General 0 0.0 

One Life Centre Hartlepool 0 0.0 

Queen Elizabeth Gateshead 0 0.0 

Royal Victoria Infirmary 3 3.2 

South Tyneside General 6 6.5 

Sunderland Royal  5 5.4 

University North Durham 7 7.5 

University North Tees 5 5.4 

Wansbeck General  1 1.1 

Other 31 33.3 

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    

35 Wallsend 6    

36 Pallion 7 0 7 

38 Hexham 8    

40 Blucher 7 0 7 

52 Consett    

53 Blucher     

54 Coulby Newham 32 0 32 

65 South Shields    

66 South Church  34 0 31 
 

 

Free Text Comments 

Really helpful 

Quick and friendly response.  Caring staff. 

Fast and efficient 

Needed to get to appointments 



  

 

Dependable for independence and needs 

Used frequentry over past few years and service has been positive 

Good service all the time 

Reliabe for long time 

Good service 

Reliable good aervice 

Quite comprehensive and good reliable service for getting me to my regular appointments 

Excellent service 

Felt comfortable 

good with patients 

helpful 

helpful and lovely 

Felt at ease 

Really lovely 

without this service I would struggle 

Easy for me to get from door to door, reliable 

Kind and considerate personal and keep me informed 

Been using service a lot over the past months with a good service 

It was fast 

Past positive experience 

Never had any trouble 

Always been excellent for myself and family 

Pick up times always late 

Excellent I have no problems 

Happy we are there to help 

thank you 

Great service 

Without the service of the North East Ambulance I would have been so stressed before attending my 
hospital appointment due to the distance between home and hospital.  The drivers are so caring and 
concerned that you get to your appointment on time.  Obviously this does not always happen due to 
other circumstances but if you are going to be late the driver will ring ahead for you and advise the 
relevant department. 

Just want to say thank you. Helpful, friendly, professional approach to the job by XXXXXXXXX 

Good 

The ambulance driver was very helpful and kind  

Some times the l.a taxi drivers have a horrible attitude 

Requesting transport  can be daunting with some call staff  We have now been told not enough 
resources for Bank Holiday mean no transport available for a necessary MRI scan  . I rest my case 

 

 



  

 

 

 

 

111 Service 

Friends and Family Test Survey 

August 2017  

   87.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 82.4% Negative themes = 17.6% 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Information/ 
communication 

& Education 

Examples 

Positive free text 
comments 

 Response professional and an ideal way to know 
what service you require. 

 Very helpful and reassured me. Got us medical help 
very quick. 

 Staff were knowledgeable and clear. Questions were 
well asked and explained. 



  

 

 

 

111 Service 
Friends and Family Test Survey 

August 2017  

Number of Responses 

Postal Surveys  59 

Online Text Surveys 19 

Total 78 

Activity   

Number of 111 calls (answered) 68326 

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 87.2% -5.3 

Extremely Likely  52 66.7% +2.2 

Likely  16 20.5% -7.5 

Neither likely nor unlikely 1 1.3% +2 

Unlikely 3 3.9% +3.9 

Extremely unlikely 5 6.4% +3.2 

Don't know 1 1.3% +0.3 
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 26 22.2 1 4             

1 Emotional Support 8 6.8     
Reassuring/put at ease 1.1 6 5.1     

Caring 1.2 2 1.7     

3 Quality of staff 
/professionalism 

17 14.5 1 4 

Knowledgeable 3.1 1 0.9     

Good/Excellent Staff 3.2 6 5.1 1 4.0 

Friendly staff 3.3 2 1.7     

Understanding 3.4 1 0.9     

Helpful staff 3.5 5 4.3     

Attitude 3.6 2 1.7     

5 Kindness and 
compassion 

1 0.9     Kindness 5.1 1 0.9     

Transactional Themes 91 77.8 24 96             

6 Timeliness and 
access to care 9 7.7 7 28 

Quick response – 111  6.1 6 5.1     

Ease of use 6.3 1 0.9     

  Called back  6.10 2 1.7 7 28.0 

7 information 
communication and 
education 

15 12.8 2 8 
Good advice 7.1 13 11.1 2 8.0 

Communication with patient 7.5 2 1.7     

9 Co-ordination and 
integration of care 

8 6.8 2 8 

Links to services outside 
NEAS 

9.1 8 6.8     

Treatment at other service 9.2     2 8.0 

12 Quality of Care / 
Service 

38 32.5 5 20 

good /excellent service 12.1 18 15.4 4 16.0 

Helpful  12.2 14 12.0     

Efficient 12.3 4 3.4     

Good outcome 12.5 2 1.7     

Good care 12.7     1 4.0 

13 General / Other 17 14.5     
General 13.1 16 13.7     

Thanks 13.3 1 0.9     

14 Triage Process 4 3.5 8 32 

Questioning process 14.1 1 0.9 4 16.0 

Relevance of questions 14.2 3 2.6 2 8.0 

Telephone Operator 14.5     2 8.0 

Totals 117 82.4 25 17.6     117   25   

 
 
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 5.3% to  87.2% 

 There have been 78 responses, (19 text and 59 postal) which is 17 less than the previous month 

 The number of answered calls has decreased from the previous month by 4552 

 82.4 % of free text themes were positive, this is a decrease of 4 % from the previous month. 

 .Quality of care/service staff scored highly at 32.5% with excellent/good service as the highest sub theme 
at 15.4%, helpful scored 12%.  

 There were several general comments about patient symptoms and conditions which could not be 
included in a particular category  

 17.6% of free text themes were negative. Timeliness and access to care was the largest theme, all 
comments relating to long waits for call backs  



  

 

 Demographics, Age: over 65 – 19.4% 45-64 – 37.5%, under 44 years old – 43.1 %; Gender: 79.2% 
female, Disabled: 26.4%, White British 98.6% , Christian 35%,  No religion 41.4%, Heterosexual 92.7% 
prefer not to say 7.4% 

 

Free text comments 

         Fast organised service

         Very useful 

         The service was prompt, efficient, helpful and friendly. I couldn't fault them. 

         I did not receive a phone call back for hours and was on away on a break further down the country when 
they rang me back 

         Got an appointment as needed 

         The professionalism and swiftness of the call takers makes you get where you need to be in no time. 

         Great advice but did take a while for a call back 

         Not individualised process, felt like taking to robots following a script

         I called for my 79 year old mother who had a pulse of 42 we were really concerned. Advisor went through 
the pathway and asked us to await a call which would be in the next 6 hours. Advised her not to bother and we 
went to A&E so glad we used our own initiative 

         I had to fight my corner aggressively to get a dental appointment and as I expected I had an abscess 

         Asked questions to f d out issue. Have good advice were professional and polite on the phone

         In my case I had to make sure that I was safe taking meds. I would ref 111 because this service is very 
helpful. 

         The gave me a quick callback time, they were very understanding and provided several options very 
clearly and with patience as I probably didnt make a lot of sense having not soep in over 24 hours.

         Prompt and informative response.

         Because they made me an appointment to see my doctor the next day.

         Very helpful response.

         To try and get an alternative medication to that on a prescription due to an availability issue.

         Girls on the phone were lovely.

         Eye infection.

         An easy to understand service. Quick and very helpful. Polite.

         Saves people's lives.

         Great advice 

         my daughter is 18 months old and has a rare form of severe epilepsy which started at 7 months old. i 
explained this to 111 service but i was stopped and told she had to make the call safe,  to which i found odd, 
then i got put threw to a head nurse as an urgent call,  who was abrupt with me asking about how she banged 
her head i explained ahe hasnt ever hit her head she has a rare form of severe epilepsy called west syndrome 
and she brushed it off and because she hadnt heard of it brushed it off and carried on about head trauma, my 
daughter has never had any trauma, she was very abrupt cos i ssaid she was sleepy i told her this was normal 
for my daughter and she was very abrupt about me causing trauma. she should have looked at my daughters 
information on the computer and she would have seen shes nevver had trauma i was made to feel horrible by a 
professional who wasnt interested in listening to me, plus i only rang for a chest infection but they asked if she 
had fits and i said yes she has an underlying illness. i will avoid ringing 111 from now.

         Fantastic efficient service and the call handlers are brilliant 

         Quick, helpful,friendly,and very polite couldn't ask for any better 😊

         Very helpful.

         Don't have a choice if you want an appointment.

         Very helpful and polite, easy to understand.

         Very professional and caring.

         Always got help.

         It is run like a call centre. Unqualified staff going down a list on a screen.

         They were very helpful and gave me information I needed.

         Because it's the easiest and best way to get a hospital appointment urgently.

         Obtain medication for son with ADHD after GP messed up prescription.

         It is the only service available for medical help in the evening/night and weekends.

         Helpful and efficient.

         I thought I had a water infection and wanted to be referred to my walk in centre.

         Helpful.

         Get through straight away.



  

 

         Because you were so very helpful and acted promptly to our concerns.

         Very helpful.

         Because they were there very quickly when I took very poorly with cancer and got me to hospital.

         Got treatment needed.

         I have had this service a few times [unreadable comment] satisfied.

         Response professional and and ideal way to know what service you require.

         They did not pass my case to the emergency dental care. Took three phones calls before they did, by 
which time appointments were finished for the day.

         Out of hours dental problem.

         Fair service.

         Local process as shown in GP surgery.

         Everybody uses this service.

         Very helpful.

         My father had urinary problems overnight.

         Takes the pressure off other services but does not mean you can get advice.

         Had a redness around right breast and was worried because last year I had cancer in this breast.

         Staff were helpful and it was a quick process.

         Very friendly and very helpful.

         Mostly very positive experience.

         There was a long wait for a GP to call me back.

         Good advice.

         I used a leaflet which told me what to do. The service was effective and efficient.

         Very useful service when unsure what to do. Especially with our first baby. Avoids unnecessary trips that 
we would otherwise possibly have made to A&E.

         Refuse to come out quick on sending ambulances for minor issues. Waste of a service.

         Good service.

         Useful information and organised, appropriate appointment out of hours.

         Good advice given, feel reassured.

         Given an appointment at walk in centre, contacted quickly by health care staff. Some questions asked 
weren't relevant but was advised of this and answered appropriately. 

         My mind was out at rest and a GP appt made for a few hours later.

  
Couldn't fault the service.  

         I think the idea of the service is good however the pathways don't always give right outcome and 
depending on the advisor depends on whether they use i their iniative and help or dig their heels in. I was very 
concerned that I was being mis advised and proved to be correct 

         Caller didn't take my concerns seriously and told me to go to my own dentist within 24 hours

         Questions they asked were specific to find out the issue. Got through straight away. Gave good advice

         Keep the good work up THANK YOU.XXXX

         100% satisfied in all aspects.

         Very satisfied.

         My first call was abruptly ended due to the patient not being with me despite my saying it was not due to 
an illness. It was more to do with prescription issues. The call handler would not continue as he felt I could not 
answer the H&S questions. My five year old who he insisted to be present would not have spoken to him 
anyway. This caused me a 30 mile road trip to resolve.

         Very helpful on the phone.

         i was made to feel horrible about my daughters disability. the 111 handler only had the computer to go off 
and isnt trained but the head nurse who rang me should have read my daughters information before talking 
down to me and questioning me about trauma, she has a rare epilepsy called west syndrome although i told 
her that cos she hadnt heard of it continued to talk down to me and made me feel horrible, i wont ring again. 
my daughter has never had trauma.if i got the nurse name i would have complained.

         Just the efficiency of the call handler 

         Due to my other medical issues I thought the call handler gave me plenty of guidance on what I should do 
and thanks to her help my problem got better within days, thank you 

         Satisfied with everything.

         Too long to get help. Even worse my husband died and I had to use the service and go through the never 
ending list of questions when we know what was needed and why!

         The only thing I was dissatisfied with was that a nurse said I only needed to speak to my GP that day. 
However GP said I had to go straight to A&E after only a phone call/ no face to face appointment as it was 



  

 

suspected SAH.

         Just very satisfied with the service.

         Dissatisfied. Prescription sent electronically but unable to be used for controlled drug. Rang back and was 
promised call back from northern doctor which did not happen.

         Very re-assured to know the service is there, elderly and living alone in a very rural village. Could do with 
more doctors as they take a long time to arrive, but great when they do.

         They were very professional.

         Good advise offered genuine concern for my condition.

         They took time to thoroughly assess the situation and symptoms and made an appointment for us to see a 
doctor later the same day.

         Very helpful and reassured me. Got us medical help very quick.

         Got an appointment to see doctor on a weekend at a Walk-in Centre.

         It gave me peace of mind.

         On my 3rd call they said a nurse would call back to discuss painkillers, this took 4 hours. I spent all 
afternoon waiting for call backs which never came. On the 3rd call the handler spoke to dental service, who 
called me 5 mins later and said they had not received earlier referrals.

         Very helpful-listened to what I had to say.

         I needed to speak to the supporting practitioner nurse who phoned me back within 5 minutes.

         Fully satisfied with all they do.

         The people spoke to me kindly.

         111 service has previously sent an ambulance for my daughter when an appointment with a GP or hospital 
was requested. I understand they have to follow guidelines but I did not think it was necessary due to my 
judgement and my own transport. However I received top service which I am grateful for.

         Some of the questions were irrelevant or impractical due to the nature of my father's problems. I had to 
explain to him in between but a lot of them had little or no experience with an 85-year-old.

         The person I talked to was very thorough in the questioning of me.  If she was unsure she sought help 
from elsewhere.

         Staff were knowledgeable and clear. Questions were well asked and explained.

         I was never dissatisfied all perfect, I would phone 111 again if I needed to.

         The GP was difficult to understand and not very reassuring. The call handler was very nice. There was a 
long wait, five hours, for GP to call back.

         111 made an appointment to see a GP. My son is autistic, they told the GP and GP rang me before 
appointment to find out what she could do to make my son feel more comfortable.

         An excellent service that I cannot fault. However, they booked an appointment for the following day with 
my GP and my GP tried to call and cancel it saying it should not have been booked. Perhaps better 
communication and cooperation with health service locally.

         Cover gave dad his medication (bedtime meds in error) instead of AM meds. 111 advice not to give him 
any other medication that day. Ridiculous as he is diabetic, on BP meds and heart meds!

         Polite and caring.

         Clear and relevant questions. Organised, appropriate appointment (at surgery I could get to). Clearly 
confirmed what to do if symptoms were to worsen before appointment.

 



  

 

 

Social Media Update (August 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, 19 September, the NEAS Facebook account had 8,662, likes, up 

from 8,476 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 August, we received the following visitor posts 

(please note repetition in this and a message we received at the same time): 

 Big shout out to the ambulance service keep up the good work 

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 August: 

 We had to phone for an ambulance for my elderly nana for symptoms of chest pain which 
later turned out to be a silent heart attack. Our family cannot thank the crew enough that 
came out to attend to her. The response was within 8 minutes and the crew members were 
so professional yet compassionate and cracking jokes at the right moments given the 
circumstances. My nana has never needed an ambulance or been admitted to hospital since 
giving birth to her youngest child 52 years ago, the crew put her at ease and reassured her 
and my family members the whole time. We cannot praise them enough however we cannot 
remember the names of the people in attendance. My mother can recall a man who's worked 
for the service for 10 years and a lady who had worked for the service for 13 years, there was 
also another gentleman who my mam can't remember any details of but was just as 
marvelous. We'd love this message to get back to the crew members and tell them they're 
worth their weight in gold and keep up the hard work it really is appreciated and recognized!!! 

 Yesterday I rang an ambulance twice for my elderly father who had severe abdominal and 
back pain they refused to send an ambulance twice...!! My dad almost died of a blood clot! 

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: 

 Early hours of Monday morning a crew came. 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 daughters and they were a huge part in 
getting me to hospital 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 having a heart attack 
and the care that he was given was second to none and it is thanks to you, NEAS and the 
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 10.4k followers – up from 10.1k followers in 

July.  

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


  

 

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 August: 

 @NEAmbulance North East Ambulance takes 6.5 hrs attend my partner! Disappointed and 
furious, appreciate others , couldn’t move person.   

  @NEAmbulance puts phone down on my daughter and we had to call 999 4x!!  

 Thanks to our amazing NHS for looking after our son during the night and also 
@NEAmbulance service awesome paramedics  

 Massive shout out to @NEAmbulance for helping me out with my anaphylaxis last night. 
Words can’t express how grateful I am.  

 Thank you @NEAmbulance. Your crew who got our little un off to hospital were fantastic.  

 @NEAmbulance a lady has been on the floor at the entrance to our building since falling 
there 4 hours ago. When can she expect some assistance? 

 

 

 

Patient Engagement – August 2017  

Date Organisation Details 

05.08.17 RNLI Open day  
Promote employment, volunteering and membership 
opportunities and services 

12- 
13.08.17 

Darlington Joint Emergency Services 
Show  

Promote employment, volunteering and membership 
opportunities and services 

19.08.17 Allendale Agricultural Show  
CPR demo, promote employment, volunteering and 
membership opportunities and services 

19.08.17 Laygate Festival  
Promote employment, volunteering and membership 
opportunities and services and received feedback from 
BAME and local community 

20.08.17 
Wings and Wheels Festival, Eshott 
Airfield  

CPR demo and information stall 

27 - 
28.08.17 

Newcastle Mela  
Promote employment, volunteering and membership 
opportunities and services, plus gathered feedback from 
BAME community 

28.08.17 Glendale Agricultural show  
Promote employment, volunteering and membership 
opportunities and services 

 



  

 

Patient Transport Service (July 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) 3,813 595,428 88% 5% 1,957 1,410 185 97 106 58 

England (excluding Independent Sector 
Providers) 2,873 515,071 87% 6% 1,307 1,190 146 85 98 47 

Selection (excluding suppressed data) 3,813 595,428 89% 5% 1,857 1,308 164 86 76 52 

ISLE OF WIGHT NHS TRUST 0 786 NA NA 0 0 0 0 0 0 

CHELSEA AND WESTMINSTER FT  0 411 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  1,260 23,159 87% 3% 292 810 93 33 5 27 

IMPERIAL COLLEGE HEALTHCARE NHS  506 26,967 80% 16% 242 164 13 30 49 8 

LONDON AMBULANCE SERVICE NHS TRUST 3 3,490 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS  256 8,010 75% 15% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS  3 78,263 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  171 49,433 91% 6% 126 29 4 7 4 1 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 17,260 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  8 74,309 75% 13% * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  150 38,761 96% 1% 118 26 3 1 1 1 

SOUTH WESTERN AMBULANCE SERVICE  25 74,019 88% 12% 16 6 0 1 2 0 

SOUTH EAST COAST AMBULANCE SERVICE  491 120,203 95% 2% 413 53 12 2 7 4 

SOUTH CENTRAL AMBULANCE SERVICE  669 49,285 92% 2% 410 206 26 10 6 11 

NORTH WEST AMBULANCE SERVICE NHS  243 26,174 94% 1% 215 13 13 2 0 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 28 4,898 93% 7% 25 1 0 0 2 0 

SRCL LTD 3,813 595,428 88% 5% 1,957 1,410 185 97 106 58 

THAMES AMBULANCE SERVICE 2,873 515,071 87% 6% 1,307 1,190 146 85 98 47 

 
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 (July 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) 247 210,184 94% 4% 214 19 4 6 3 1 

England (excluding Independent Sector Providers) 247 210,184 94% 4% 214 19 4 6 3 1 

Selection (excluding suppressed data) 247 210,184 95% 3% 205 19 4 6 2 1 

ISLE OF WIGHT NHS TRUST 1 616 * * * * * * * * 

LONDON AMBULANCE SERVICE NHS TRUST 3 26,983 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 14,866 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  153 8,870 97% 2% 133 15 2 3 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 7 15,821 100% 0% 7 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  3 30,727 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  46 21,942 93% 2% 39 4 2 0 1 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  10 27,517 90% 10% 9 0 0 0 1 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  11 23,539 73% 18% 8 0 0 2 0 1 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 16,096 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 10 23,207 90% 10% 9 0 0 1 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/

