
 

Friends and Family Test – October 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  

 There are currently no mandated response rates for Ambulance Services 

 
 
 
 
 

 
 

Service Responses 
% 

Recommended 
% Not 

Recommended 

Emergency Care (ECS) 
See & Treat 

141 97.9 1.4 

Patient Transport (PTS) 143 99.3 0.7 

111 Service 52 91.1 3.6 

 

 

 



  

 

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

Ocotber 2017  

      97.9% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 97.4% Negative themes = 2.6% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 The crew were kind, thoughtful, respectful and helpful. 

 Very friendly paramedic who went above and beyond. 

 Prompt and extremely good attention. Very comforting 

  



  

 

 

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

October 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 2 
Total: 141 

Pos  tal Surveys 139 

Activity   

Number of see and treat patients for the month 8,572 

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  137 97.9 +0.9 

Extremely Likely  129 91.5 -1.7 

Likely  9 6.4 -0.8 

Neither likely nor unlikely 1 0.7 -1.1 

Unlikely 1 0.7 +0.7 

Extremely unlikely 1 0.7 -0.5 

Don't know 0 0 0 

Trend Graph 

   



  

 

 

Free Text Summary 

 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

155 59.4 2 28.6             

1 Emotional 
Support 

44 16.9     
Reassuring/put at ease 1.1 26 10     

Caring 1.2 18 6.9     

3 Quality of staff 
/professionalism 

98 37.5 2 28.6 

Knowledgeable 3.1 1 0.4     

Good/Excellent Staff 3.2 57 21.8 2 28.6 

Friendly staff 3.3 14 5.4     

Understanding 3.4 5 1.9     

Helpful staff 3.5 15 5.7     

Attitude 3.6 6 2.3     

4. Welcoming the 
involvement of 
family & friends 

1 0.4     
Welcoming the involvement 
of family & friends 

4.1 1 0.4     

5 Kindness and 
compassion 

12 4.6     

Kindness 5.1 6 2.3     

Compassionate 5.2 2 0.8     

Respectful 5.3 4 1.5     

Transactional 
Themes 

106 40.6 5 71.4             

6 Timeliness and 
access to care 
  

38 14.6 3 42.9 

Quick response – 111  6.1 1 0.4     

Quick response - 
Ambulance 

6.2 37 14.2 3 42.9 

7 information 
communication and 
education 
  

18 6.9 
  
  

  
  

Good advice 7.1 11 4.2     

Good explanation 7.2 7 2.7     

9 Co-ordination and 
integration of care 
  

2 0.8 1 14.3 

Links to services outside 
NEAS 

9.1 2 0.8     

Treatment at other service 9.2     1 14.3 

12 Quality of Care / 
Service 

43 16.5 1 14.3 

good /excellent service 12.1 17 6.5 1 14.3 

Helpful  12.2 3 1.1     

Efficient 12.3 5 1.9     

Good outcome 12.5 1 0.4     

Good care 12.7 17 6.5     

13 General / Other 4 1.5     General 13.1 4 1.5     

14 Triage Process 1 0.4     Appeal Process 14.4 1 0.4     

Totals 261 97.4 7 2.6     261   7   

 

 

ECS See and Treat  Narrative 

 The FFT score for the number of patients likely or extremely likely to recommend the 
service has increased by 0.9%  to  97.9% 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 1.4%, 
0.2% more than the previous month 

 Returns have increased this month by 19 this month  

 The number of See & Treat cases have increased  by 357 to 8,572  



  

 

 261 (97.4%) of free text themes were positive an decrease of 0.4% compared with the 
previous month. The main positive themes were Quality of Staff/ professionalism 37.5%, 
excellent staff was the highest scoring sub theme.  Emotional support scored highly, 16.9 
%, sub themes for reassuring/put at ease and caring scored highliy. Quality of 
Care/Service  16.5% was the third most popular theme with good excellent service and 
good care scoring highly.  

2.6% of all free text comments were negative, up 0.4%. The main negative theme was 
ambulance response times   

 Demographics, Age: Over 65 years 77.4%, 45-64, 13.7 %, 25-44 7.7% Disabled 74.8%; 
Gender: Female 52.1%, Ethnicity: White British 98.5%, White Other 1.4%, BAME 0%,  
Data is only collected for sexual orientation and faith is only collected on the online for this 
survey, responses were too low to report.  

 National Comparative data for September 2017 indicates we are the highest out of 11 
organisations for response rates, collecting nearly 60% of all responses nationally. We are 
2rd (2 organisation attained 100%) for the number of patients likely or extremely likely to 
recommend services to friends and family (97%), 3% above the national average. We are 
2nd (2 organisation recorded 0%)  for the percentage of patients said that are unlikely or 
extremely unlikely to recommend our services (1%) 2% lower than the national average. As 
the response rates nationally are very low we should use caution when comparing data. 

 

Free Text Comments 

Quick efficient service  

The rapid response paramedic was very good at his job, he gave good advice & was very efficient. He 
booked my little boy straight into see a doctor at an emergency care centre so he could be seen to 
immediately. He explained everything clearly too.  

[Names removed] are a credit to the ambulance service. They put myself and my wife at ease, where friend 
and explained everything. We are proud of our ambulance service. 

The crew were kind, thoughtful, respectful and helpful. 

I am writing this on behalf of the patient. The level of are given to my visitors was exemplary both in terms 
of medical attention and personal/social interaction. 

Very friendly and helpful staff. 

Quick service. 

An excellent fast response on both vehicles. Paramedic very thorough. Excellent service. 

[Name removed], the paramedic was patient and friendly, he put me as ease and explained my symptoms 
and medication, which was easy to understand. 

Very friendly paramedic who went above and beyond. 

He was very professional, made me feel safe and reassured. 

Attended fall by my mother who has dementia and Alzheimers at care home. Treated with respect, dignity, 
caring and friendly manner. The paramedics are a credit to your service. Actually very humbling to see such 
excellent in a practical situation. 

Girls come to see me were brilliant. I did not want to go to the hospital so they arranged for a GP to come 
and see me. Lovely girls, very pleasant and professional. Thank you to [names remove] from Ryhpe station. 

The two paramedics [names removed] could be the finest of their squad so calm and efficient were they in 
[unreadable comment]me from the bus depot, where the staff were prepared. 

Very courteous and respectful. Put me at ease and explained to me. Cannot speak too highly of my 
treatment. 

Quick response. 

Very attentive paramedic. 

Excellent response and advice from paramedic [name removed] at Embleton air accident site. 

Helpfulness and efficiency. 



  

 

The paramedic was sent to my home due to my 13 year old daughter unable to breath, she was 
hyperventilating and the paramedic was brilliant with my daughter and talked her through how to control her 
breathing, he was a [unreadable comment]. 

Very quick response. Excellent care. 

The two gentleman who came to our house were very efficient, professional and sensitive to our needs. We 
couldn't thank them enough for their help and advice. 

Very attentive. Couldn't do enough to help. [Name removed] my husband's got dementia. 

Extreme satisfaction with the service and reassurance the team gave. 

Very prompt, quickly diagnosed the ailment. 

The phone call to 111 was very efficient. Sent a paramedic who arrived quickly. Examination very through in 
a very kindly professional manner. Answered all my questions and allayed my fears. Excellent service. 

The team was prompt, thorough and reassuring, very professional and still personable. 

Ambulance arrived after 10-15 minutes.  Ambulance crew were 100% helpful and understanding-all credit to 
N.H.S. 

I was really poorly with my heart and the ambulance men were extremely helpful, kind and caring. I could 
have not have had better care if I had gone to hospital. 

Very professional and friendly. Worked hard to obtain test results, explained problems well and gave me 
options quickly. 

The crew were very professional and caring. For someone to be there in the middle of the night to help in 
an emergency is great! 

The 2 paramedics who came out were very polite, caring - cannot fault them one bit. Cannot praise and 
thank them enough. 

Prompt and extremely good attention. Very comforting. 

Three people came, all very professional and had a calming manner. Very competent and reassuring, knew 
what to do and why and explained everything clearly. Thanks. 

The crew sent conducted an examination of my husband in a calm and professional manner. They also 
advised us what to do next which set our minds at rest. 

The ambulance care assistant was very good, informative, kind and put my father at ease.  The other 
paramedic was quite rude and not very nice. 

After waiting ten hours as an emergency E.N.T. The organisation to hospital was deplorable. 

Staff were helpful, friendly and very considerate. 

Very friendly staff made patient feel at ease.  Dealt with dementia well. 

Paramedics came.  lady advised my husband that it was important he went to hospital and said me and my 
daughter could travel with him in ambulance.  They gave him pain relief and kept him calm.  Didn't have 
long to wait for ambulance. 

Excellent service. Dialled 111 adviser very helpful and explained everything.  Ambulance arrived and both 
staff were very thorough in examination. 

Marvellous are given after suffering a diabetic coma. 

Very pleasant and helpful. 

The technician was helpful, very friendly and put my husband at ease. 

Paramedic very pleasant and efficient and carried out her duties without fuss.  She knew exactly what she 
had to do. 

No long waiting times in hospital, excellent service. I would have sat approx. 3 hours in hospital to receive 
the same treatment as I did in the comfort of my own home. 

We have always been treated with care and attention. 

Because where would you be without the NHS to help you? 

The paramedics were really good with me explained everything that they were doing and included me and 
my wife in their decisions. 

The service I received after an RTA today was exceptional. The gentleman put me at ease while carrying 
out all relevant checks and observations. He was professional. friendly and helpful. 

Very helpful and friendly. 

Came quickly, about 15 minutes time, fortunately, nothing serious. 

Excellent, prompt service. Very professional. 

The lady that attended me was very efficient. She was courteous, polite and nothing was too much trouble. 

Quick and efficient, caring and understanding. 



  

 

My wife was very distressed in a lot of pain the paramedics gave advice and care to relatives. 

Prompt and caring capable quite and gave confidence. 

Brilliant staff, caring, professional and reassuring to my eight-year-old daughter [names removed]. 100% 
recommend. 

Prompt response and paramedic very professional. 

The paramedic attended promptly, gave a full examination and offered sound advice. Very much on top of 
his job and imparted confidence in a worrying time. 

Prompt, efficient, excellent help by and caring. Well qualified men. A very grateful patient. Thank you. 

Very quick response and both paramedics very professional and friendly. 

The paramedic was approachable, professional and extremely competent. 

The prompt attention, the care respect and knowledge [unreadable comment] show not only to patient but 
also to their family. It never seems to be just a job! They truly seem to show they care. 

Friendly, efficient and helped tremendously. 

The ambulance was very quick [unreadable comment] good at their job and very nice. 

Although we know they are very busy, they were so helpful and caring. 

Very kind and helpful. Nothing too much trouble. 

Because I was sitting on the sitting room floor for 5.5 hours waiting for them to help me off the floor. 

Quick to respond. Polite staff. 

Paramedics attended our care home following a 999 call. As we are not nursing the paramedics explained 
everything to us about the call and they were very caring towards staff and [unreadable comment] a very 
pleasant and helpful team. 

The ambulance service. Waiting for the ambulance too long. 

Paramedic was very professional. 

Paramedics were very helpful. [Names  removed] were extremely good at reassuring my mum thank you to 
a very good response. 

A good service from phoning up about dad, and them [unreadable comment] help for dad. Which was very 
good. Otherwise might have waited a long time for the local doctor to come. Thank you very much for what 
you did for dad. Many thanks. 

Quick response. Excellent and efficient paramedics. 

[Name removed] the paramedic was brilliant couldn't thank him enough. He deserves a medal the size of a 
bin lid. Number 1 service, wish they were all like him. 

Offered the assurance and explained procedure carried out very professional on a visit. 

Swift, professional and caring response. 

The paramedics were so nice, polite and courteous, they really put me at ease and talked to me every step 
of the way. 

So efficient, caring and took time with my elderly mum. Brilliant service from special people. 

Paramedics arrived during the night 17th Oct. Paramedics were a credit to their team, very professional and 
very pleasant and helpful to home staff and our residents. Top marks guys, billiant team. 

Having been involved in an RTA response was very quick. Both medics dealt with me along with my wife. I 
cannot commend their professionalism and conduct more highly. 

Good service. 

Very efficient. 

The ambulance men were approachable, very friendly and extremely good at their job. 

The two men who came were extremely helpful and understanding. They stayed with me until the treatment 
they gave [unreadable comment]. 

Kind, caring, pleasant. Efficient and reassuring. 

Excellent, professional service. Always polite and courteous. 

As always, paramedics professional and caring. Thank you once again. 

The crew went the extra mile to ensure I got the treatment I needed at home. It would have been easier to 
insist on taking me to A&E but they respected my decision that it was not necessary and would have made 
me more unwell. 

They gave me confidence that my family had done the right thing in ringing them. Thank you. 



  

 

Although I waited 3 hours, when help came it was in the form of 2 paramedics. They were extremely nice 
and very professional. Their advice was clear and concise and I was treatment very respectfully. A very 
good service. 

Help came very quickly and the medic was able to solve my problem without me having to go into hospital. 
He also called the District Nurse to come and help me with less serious issues. 

Because they arrived in quick time and did their job very well. 

Fast response to our call. Thorough assessment [unreadable comment] forward recommendations. 

Very caring and very professional [names removed]. 

Extremely professional service and friendly team. 

Really good telephone manner, very pleasant and helpful. Availability to speak with a doctor for advice and 
treatment. Paramedic staff also very efficient and skilled. 

Very patient and unhurried. Explained everything clearly and answered all questions well. Left clear 
instructions on how to proceed. 

The person who came out was very nice and kind and took time to listen to us and he was very thorough 
while checking the patient over he soon put us at our ease. 

Promptness and thoughtfulness of visit. 

Good when in need of assistance to get someone up. Give full check and spent time required with [name 
removed]. 

Prompt, very considerate and efficient, uncritical of my errors in self-help. Effective, efficient treatment plus 
good advice. 

Prompt attendance when suffering another episode of severe chest pain, efficient and pleasant paramedics, 
who also left an information sheet for my other doctor and would contact my GP about these episodes. 
(Unexplained previous attendance at GP). 

Ambulance crew were compassionate, Professional and a calming influence. The ambulance arrived 
quickly which was a great comfort. 

Because of paramedics professional, helpful care given although the ambulance response time took much 
longer than expected. 

My collapse was totally unexpected and frightening. your rapid response and paramedic staff were very 
efficient, confident and especially reassuring. Thank you NHS. 

Very pleasant though done checks several times until happy with results. Hospital was talk about until 
pressure ok + fluid taken. Follow up advice given paramedic [unreadable comment] 

Promptness + professionalism 

I am type 1 diabetic insulin controlled, when I take [unreadable comment] 

The attending team were extremely reassuring and thorough, despite it being a busy Friday night. Thi is a 
brilliant service we should protect. Thank you so much. 

Me paramedics attending were professional and caring 

To say how satisfied I was with the ambulance service we have had over the weekend. Very kind. Very 
efficient. 

I could find no fault whatsoever. First class! 

Excellent service. Quick response to emergency call. Very thorough examination and with feeling for the 
patient. 

The 2 people visiting my son had a kind, gentle and professional approach to him in particular and the 
family as a whole, thank you. 

Very helpful and thorough with kind approach and recommended the next step. Excellent all round. 

Ambulance came very quickly after making call to 999. Paramedics very thorough and gave reassurance 
and advice. 

The paramedics that helped me were amazing and we are very lucky to have such people in the service. I 
live alone with a disability and when I fell and could not get up, I panicked. They immediately put me at 
ease, talked to me until the fire brigade arrived to gain access, they were brilliant. 

Quick response to call to 111. Thorough examination with good bedside manners. 

Very good service. 

Paramedics were supportive, reassuring and very knowledgeable. 

Staff were friendly, supportive, understanding and helpful. 



  

 

The GP who came was lovely and very helpful. On the other hand, phoned 111 and feel as if I have been 
passed pillow to post. Phoned at 11am and GP didn't arrive until 7pm after several phone calls. Brother was 
taken to hospital at 9pm, too long to wait. 

Paramedic was understanding, sympathetic, professional and treated me with dignity. 

Very judgemental and argumentative crew when supposed to be professional and non-judgemental. Not all 
crews left info regarding their call to show to GP. 

The paramedics were good at checking my health to make sure nothing serious was wrong. Before they left 
me they gave advice about what to do about my feet and my knees. 

Prompt arrival of ambulance staff. Advice given and thorough assessment completed. 

Excellent service in time of need. 

These two people took great care of me, checked me over and spoke to me to keep me calm. They were 
very professional, lovely people. 

Prompt attention to primary care call. Paramedics excellent. 

Very efficient and gave good advice if it happens again. 

The crew arrived quickly and were pleasant and professional in their manner. All my concerns were 
answered in full. 

They were absolutely wonderful, helped to calm me and checked me over. I am so grateful to both of them. 
Thank you. 

Very understanding and talked me through what they were doing. Made me feel very calm. 

 

  



  

 

 

 

Patient Transport Service  
Friends and Family Test Survey 

October 2017 
 

     99.3% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = % Negative themes = 4% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 Very good service on time for appointment 

 I couldn't be without this service. The staff are amazing and 
friendly 

 I thought the service was brilliant I thought the vehicle 
standards was good and the staff were great 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              October 2017  

Number of Responses 

Online Surveys  45 
Total: 143 

Electronic Tablet Surveys 98 

Activity   

Number of completed journeys for the month 51,659 

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  142 99.3 +0.3 

Extremely Likely  130 90.9 +6.1 

Likely  12 8.4 -5.7 

Neither likely nor unlikely 0 0 -1 

Unlikely 0 0 0 

Extremely unlikely 1 0.7 +0.7 

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 % No % No % 

Relationship Themes 33 37.5               

1 Emotional Support 1 1.1   Caring 1.2 1 1.1   

3 Quality of staff 
/professionalism 

32 36.4   

Good/Excellent Staff 3.2 11 12.5   

Friendly staff 3.3 12 13.6   

Helpful staff  3.5 4 4.5   

Attitude 3.6 3 3.4   

Good Volunteer 3.7 2 2.3   

Transactional 
Themes 

55 62.5 5 100          

6 Timeliness and 
access to care 

21 23.9 3 60 

Quick response - 
Ambulance 

6.2 3 3.4   

Ease of access 6.4 6 6.8   

Collection times post 
appointment 

6.6    2 40 

Booking the Service 6.8    1 20 

Late/On time for 
appointment  

6.10 5 5.7   

I need the service to 
access appointment 

6.11 7 8.0   

8. Facilities   1 20 
Transport does meet 
persons needs 

8.2    1 20 

9 Co-ordination and 
integration of care 

1 1.1 1 20 

Co-ordination of 
transport services 

9.3    1 20 

Taxi Provision  9.5 1 1.1   

11 Physical comfort 
and safety 

3 3.4   
Safety 11.1 2 2.3   

 11.3 1 1.1   

12 Quality of Care / 
Service 

28 31.8   

Good /excellent 
service 

12.1 26 29.5   

Helpful  12.2 1 1.1   

Reliable/ Trustworthy 12.4 1 1.1   

13 General / Other 2 2.3   General 13.1 2 2.3   

Totals 88 94.6 5 5.4 Totals   88   5  

 

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the 
service has increased by 0.3% this month to 99.3%  

 The FFT score for patients unlikely or extremely unlikely to recommend services is 
0.7%, 0.7% more than the previous month 

 We received 143 responses, an increase of 44 from the previous month.  

 We continue to work with colleagues in PTS to improve opportunities for patients to 
provide feedback. Over 80% of Ambulance Car Service drivers can now provide 



  

 

feedback via their handhelds, we continue to remind ACS drivers and encourage them 
collect data. Our responses from from tablets on stations is growing slowly but remains 
relatively low.  

 Geographical representation was fair considering the low number of responses. James 
Cook, Frreman, Darlington and other featured most heavily 

 The number of completed journeys was 51,659 an increase of 1,427 compared with 
September 

 88 (94.6%) of free text themes were positive an decrease of 0.8% compared with the 
previous month. The main positive themes were quality of staff/professionalism,quality 
of care/service and timeliness and access to care.  

 5 (5.4%) of free text themes were negative. The were no main themes 

 Comparison with PTS Ambulance and Ambulance Car Service shows both services 
scoring 100%. 1 person rated taxi services poor. We are unable to identify vehicle types 
in all survey responses. 

 Demographics, Gender: 51.4% Female, 47.8 Male; Age: 63.8% over 65, 26.1% 45-64, 
6.5% 16-44 years old; Disabled: 92.8%; Sexual Orientation: 0.7% Lesbian, Gay or 
Bisexual and 92% Heterosexual, Faith: Christian 50%, 40.5% no faith, 2.1% other faiths; 
Ethnicity: White British 93.5%, Other White 0.7%, BAME 4.3%. 

 National comparative data for September 2017 indicates we are the 8th highest out of all 
16 organisations and 45h highest in the NHS Ambulance sector for response rates for 
PTS. We scored 14% above the national average for NHS organistions for the number 
of people who are likely to recommend us to patients (99%). 0% of patients would not 
recommend our service to friends and family which is 9% lower than the national 
average.  

 

 

 

PTS FFT Service Comparison 

  
PTS 

Ambulance 
Taxi Car Service 

  No % No % No % 

Extremely likely and likely 101 100   20 100 

Likely 97 96   15 75 

Neither likely nor unlikely 4 4   5 25 

Unlikely       

Extremely unlikely   1 100   

Don't know       

 

 

 



  

 

Hospitals 

Hospital  
Number 

 
% of responses 

Darlington Memorial 12 9.9 

Freeman Road Newcastle 16 13.2 

Hexham General  0  

James Cook  45 37.2 

North Tyneside General 1 0.8 

One Life Centre Hartlepool 0  

Queen Elizabeth Gateshead 0  

Royal Victoria Infirmary 5 4.1 

South Tyneside General 0  

Sunderland Royal  8 6.6 

University North Durham 4 3.3 

University North Tees 9 7.4 

Wansbeck General  1 0.8 

Other 20 16.5 

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

 
 
Device Locations 

Devic
e ID 
no. 

Location 
Active 

Responses 
Quarantined 
Responses 

All 
Responses 

23 Hawkeys 6    

24 Hawkeys 14    

25 PTS Customer Care    

32 Wallsend 4    

33 North Tees    

35 Wallsend 6    

36 Pallion    

38 Hexham 8    

40 Blucher 10 0 10 

41 Consett    

42 Staff volunteer    

52 Consett    

53 Blucher 20    

54 Coulby Newham 49 0 49 

55 Blutcher 6 0 6 

65 South Shields    

66 South Church 31 0 31 



  

 

 

Free Text Comments 

Free Text Comments 
Find it to be a convenient friendly service 

Taxi company you use in Blyth unhelpful  

Quick and safe journeys. Very pleasant. 

Good experience 

Very friendly drivers who are always caring 

Volunteer driver giving his time much appreciated. ****** has good sense of humour and banter as well as 
excellent knowledge and ultimate proffessional a perfect combination and a life saver! 

A great team of volunteers esp ******* 

Excellent service 

Very good service on time for appointment 

Service generally good but last Friday waited 3 hours for transport home. 

Good service 

Nice experience from ambulance and hospital staff.  

Makes going to hospital easy 

Good service, I couldn't get by without it 

Good customer service friendly staff 

Good service 

Very good service, I need this service or I would not be able to get anywhere without it 

Friendly staff 

I couldn't be without this service. The staff are amazing and friendly 

convenience 

good 

friendly 

very good 

nice people 

staff lovely 

convenient 

I have used the ambulance for some time now and everyone is so helpful I appreciate what they all do for me 

We laughed all the way home 

It's convenient as I struggle to get to my hospital appointment alone 

I love the crews they are so friendly and they make my day 

I enjoyed my journey 

The crew were so helpful and made me feel comfortable 

The service I got of the apprentice was outstanding so friendly 

Friendly 

Helpful 

I enjoyed my journey 

Very friendly and safe run excellent company 

Excellent service. 

only way to reach hospital 

Reliable and punctual  

Can usualy be relied on to get to appointments on time 

Very helpful drivers 

Rely upon transport its usually on time 

An excellent service, picks you up at your door and takes you back.  

Cos the patter is good 

On time. Pleasant driver. Comfortable car 

Professional drivers who are pleasant and helpful. Got to hospital in good time and had only a short wait to 
return home.  

Extremely helpful 

I rely on the service which is usually very good 

Wouldn't be able to meet appointment time if unable to use the service.  Careful polite driver 

Could not have got home without the.ccar service 



  

 

Very good pick up both ways.  

Friendly driver and excellent service 

Cannot get to bishop or durham on the service 

I thought the service was brilliant I thought the vehicle standards was good and the staff were great 

thank you very much 

I couldn't fault it the crew was great 

Nice service 

The ambulance, drivers and staff are excellent, however if I can offer any comments of improvement, they 
would be. I don't think the ambulance crew are not given enough time to get to the it jobs. Planning could be 
better. 

Does not like the booking system,all the options on thephone system 

good 

very good 

should have a medal 

marvelous 

very good ,sometimes after wait awhile to go home 

 

 

  



  

 

 

 

111 Service 

Friends and Family Test Survey 

October 2017  

    91.1% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 85.7% Negative themes = 14.3% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Timliness and 
Access to Care 

Emotional 
Support 

Examples 

Positive free text 
comments 

 I When I rang the lady was sympathetic and helpful. 

 Good advice and able to get out of hours appointment. 

 Very helpful and issue is dealt with straight away. 

  



  

 

 

111 Service 
Friends and Family Test Survey 

October 2017  

Number of Responses 

Postal Surveys  54 

Online Text Surveys 2 

Total 56 

Activity   

Number of 111 calls (answered) 73,751 

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  52 91.1 -0.1 

Extremely Likely  39 69.6 +2.9 

Likely  12 21.4 -3.2 

Neither likely nor unlikely 3 5.4 -1.6 

Unlikely 1 1.8 +1.8 

Extremely unlikely 1 1.8 0 

Don't know 0 0 0 
Trend Graph  

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 

27 25                 

1 Emotional 
Support 

14 13     

Reassuring/put at 
ease 

1.1 12 11.1     

Caring 1.2 2 1.9     

3 Quality of staff 
/professionalism 

13 12     

Knowledgeable 3.1 2 1.9     

Good/Excellent 
Staff 

3.2 1 0.9     

Friendly staff 3.3 2 1.9     

Understanding 3.4 2 1.9     

Helpful staff 3.5 4 3.7     

Attitude 3.6 2 1.9     

Transactional 
Themes 

81 75 18 100             

6 Timeliness and 
access to care 

14 13 7 41.2 

Quick response – 
111  

6.1 13 12 2 11.8 

Quick response - 
Ambulance 

6.2     2 11.8 

Ease of use 6.3 1 0.9     

Called back  6.10     3 17.6 

7 information 
communication and 
education 

5 4.6 1 5.9 

Good advice 7.1 5 4.6     

Communication 
with patient 

7.5     1 5.9 

9 Co-ordination and 
integration of care 

11 10.2 1 5.9 
Links to services 
outside NEAS 

9.1 11 10.2 1 5.9 

12 Quality of Care / 
Service 

42 38.9 1 5.9 

Good /excellent 
service 

12.1 19 17.6     

Helpful  12.2 14 13 1 5.9 

Efficient 12.3 2 1.9     

Good outcome 12.5 6 5.6     

Good care 12.7 1 0.9     

13 General / Other 8 7.4     General 13.1 8 7.4     

14 Triage Process 1 0.9 7 41.2 

Questioning 
process 

14.1 1 0.9 5 29.4 

Relevance of 
questions 

14.2     2 11.8 

Totals 108 86.4 17 13.7     108  17  

 
 
  



  

 

111 Narrative 

 The FFT score for the number of patients likely or extremely likely to recommend the 
service to friends and family has decreased slightly by 0.1% to  91.1% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends 
and family has increased by 1.8% to 3.6% 

 There have been 56 responses, (2 text and 54 postal) which is 3 less than the previous 
month 

 The number of answered calls has decreased slightly from the previous month by 856 

 There were a fair number of comments, but not as many as previous months  

 86.4% of free text themes were positive, this is a decrease of 4.6% from the previous 
month. Quality of care/service staff scored highly at 38.9% with excellent/good service as 
the highest sub theme at 17.6%, Emotional Support 13% and Timeliness and Access to 
Care 13%. 

 13.7% of free text themes were negative. Timeliness and access to care (41.2%) scored 
highly ,the main sub themes related to not being called back and response times. The 
Triage process also scored highly (41.2%), the main sub themes was the questioning 
process. 

 Demographics, Age: over 65 27.6% 45-64, 29.3%, under 44 years old, 43.1%; Gender: 
78.6% female, Disabled: 40%, Ethnicty: White British 96.5%, BAME 1.8%, Faith: Christian 
56.6%, No religion 30.2%, Non-Christian Faiths 4%, Sexual Orientation: Heterosexual 
84.6%. LGB 2%, Other 3.9% prefer not to say 9.6%. 

 

 

Free Text comments 

Answered 1st time and quickly. 

Helped me get an appointment for the local walk in centre rather than go to A&E. 

It is reassuring to have someone to turn to when a GP is not available and get positive help. 

It's the only way to gain access to doctor out of hours. 

Professional, efficient, reassuring. 

The response and the help they give. 

Very good experience. 

I knew where I needed to be - i.e. repeat prescriptions. I only needed non emergency information. 

Reason is that you are good. 

I'm not sure a 'recommendation' will have any influence at the point of emergency. 

Always a big help. 

Great health advice. 

I had an accident in the garden and it was reassuring to know I could ring 111 for advice. 

The 111 advisers were very helpful, reassured me. 

The questions asked and the advice given. 

Very helpful and appropriate advice. 

Helped me to receive emergency dental care over a bank holiday weekend. 

Quick response. 

The service responded well to the issue. 

We're a care home and always use 111 out of hours. 

North Tees only - patient choice not an options so family will take me to James Cook. 

Helped me decide on what I needed to do next. 

We were advised in a nice manner. 

Helpful advisers. 

It's better than 999 for everything except life threatening situations. 

Quick service. 



  

 

Staff very good in the phone. 

To get immediate advice. 

Clinician was helpful on phone. 

Brilliant customer service. 

Quick and efficient help. Advised to a hospital but not own transport (85 years old living alone). 

Very efficient. Very reliable. Not having to wait for appointment with a GP. 

Very helpful, they listen. 

Very reassuring to speak to someone and be given good advice. 

Ask me a lot of questions regarding my injury. 

Good service. 

Quick to respond, very helpful. 

It's usually a quicker option than sitting for hours in A&E. 

Because of prompt attention we received. 

Excellent customer service provided by talented individuals. 

Good advice. Give fast response. 

Advice and confidence to access services. 

I was experiencing blurring across my eyes. I had not experienced anything like it before. 

Year 2017 'modern' people don't take advice. 

Fast and easy. 

Resolved the problem. 

Very helpful staff reassured me all the way. 

The general understanding of my problem and the [unreadable comment] 111 was supposed to go to get a 
doctor to come to see me. 

The only thing a bit disappointing was we waited 5 hours for a call back from a doctor/nurse. I understand that 
there will have been more urgent cares to deal with though. 

I was happy with the help they gave me and it eased my mind. 

Very satisfied with advice given. 

I was satisfied with the help I got  but wait a long time for the doctor asked me. I rang about 5 o'clock, then did 
not ring back till 10 o'clock and I had another doctor at 11 o'clock while I was in bed. 

I was given an appointment to see a doctor at the urgent care centre B/A Hospital. Appointment time midnight 
and not seen until 1 am. Wait without any information. Not good enough. 

My son had ???? and couldn't breathe, the paramedics were amazing and were there straight away. 

I took my 9 month old daughter (at the time) to my local walk in centre and was not satisfied when they said it 
was a viral infection, so decided I would ring 111. I was advised to take her to A&E asap! And was told she 
actually had scarlet fever and tonsillitis. 

I told the call handler I had had an accident pulling a conifer tree out and told her what my injuries were. She 
sent me to the Urgent Care Department instead of A&E. 

The 111 service person who I spoke to was very calm and the advice was very good. She was very polite in all 
very nice person. 

Very satisfied with doctor's quick response. 

Helpful and reassuring. Fast and effective. 

Waited five hours for a call back. 

Impressed with speed of response. 

Obvious following a script. 

The advice was good. 

It took three calls over four hours to get through to someone who could give me definitive advice. 

The advice was good. 

I was advised to go to Cramlington Hospital with a suspected break. I checked if Hexham dealt with breaks via 
internet. Which they do. Cramlington is 45 minutes away from where I live. Hexham is 10 minutes. So chose to 
go there. I think staff may need to be given a clearer idea of what care/walk in hospitals are able to deal with. 

Understanding. 

Given choice of hospital to attend. Redcar or James Cooke. Redcar was nearest so attended there. Unable to 
help - no facilities and go to James Cooke. 

Nothing a hurry while you're speaking to them on the phone. If they say someone will ring back they always do 
in an acceptable timeframe. 

I was happy with everything. 

It was late at night when people feel more vulnerable, I felt reassured that I could talk to someone and get 
advice. 



  

 

As a result they keep asking if you are bleeding when you phone up about a leg or [unreadable comment] injury 
and I was bleeding and would have told them. 

We got through first time. 

Relevant questions asked and good advice given. 

Was particularly satisfied found service very quick to resolve problem and plenty good advice off the lady  

I knew I needed an antibiotic but the call handler told me to speak to a pharmacist and when I said will they be 
able to give me an antibiotic did he [comment unreadable] he would get a nurse practitioner to give me a call. I 
was then given an appointment and antibiotics. 

Great advice we got from 111. 

Quick response. Good advice. 

I was advised that because I live in a Gateshead address and have a Gateshead GP, I had to access the walk 
in clinic/A&E at the QE Hospital. I wanted to access the Washington Primary Care Centre by appointment. My 
[unreadable comment] in Sunderland, I live on the boundary. I waited 3 hours at the QE A&E and was told I 
could have used the Primary Care Centre. Also, waiting times at Blaydon were much shorter. Inaccurate 
information and poor direction and use of resources. 

Used it 3 times and very satisfied with help offered. twice because of heart condition have been taken to 
hospital. 

System worked as it should. 

Communication. Quick assessment and referring me to GP to get an appointment within two hours. 

 
  



  

 

Social Media Update (Ocotber 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, 2 November, the NEAS Facebook account had 

8,941, likes, up from 8,762 likes in September.  

  

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 October, we received the following visitor posts 

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

 I would like to say a massive THANK YOU to xx & xx who came to the rescue of a damsel in 

distress (actually trapped in the woods with Tib Fib fractures) early evening yesterday. Their 

care, kindness & compassion were above and beyond my expectations. These two chaps 

are a credit to NEAS, and I am truly grateful 

Reviews 

At the time of writing, we had 4.5 stars out of 5. We received the following reviews in October: 

 X and X are the best paramedics  

 Amazing response in 8 minutes yesterday for my nanna. Very caring crew who helped to 

calm my 7 year old who witnessed her 'episode' as well as treating my nanna quickly 

Messages 

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

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

 Hi I wonder if you could trace the crew who attended my nanna yesterday and express my 

thanks. I would like you to pass my thanks to them please as they arrived within 8 minutes of 

the call being made and not only did they treat my nanna quickly efficiently and with dignity 

but they helped to calm my 7 year old who had witnessed and helped with the situation who 

was distraught. I wish I caught their names as they were amazing thanks x 

 111 asked a crew to attend as I'm blind and have a guide dog but the day before I was in 

evolved in an accident on the bus heading into Newcastle when we both boarded were 

crushed in the doors .The crew who attended were so kind and reassuring cos I felt I was 

wasting resources. And said that's why they were there. I'm still in pain recovering well and 

said as only it's a few hours till GP opened. Thank you for the amazing job you do. Never 

thought is need you but it's reassuring to that you are there 

 Sending a huge THANK YOU to ambulance crew who attended our address in the early 

hours of the morning. Thanks to them, my wife is still alive, although it was touch and go for a 

while at resus. we can never repay you for your professionalism, kindness and support. XX 

 

 

Twitter 

https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=10155344435014191


  

 

At the time of writing, the NEAS Twitter account had 10,700 followers – up from 10,600 followers in 

September.  

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 October: 

 A big thank you to the responders who attended to me last night, amazing service – forgot 

their names though, I blame the gas and air. They did a top job.  

 Massive thanks to @NEAmbulance, looked after my mam efficiently, caring and respectfully 

today. First class.  

 After my accident this morning just want to say thanks to both paramedics who helped me 

today 

 My mother waited 9 hours for an ambulance transfer from RVI to Freeman. Answers are 

needed.  

 

 

 

Patient Engagement – October 2017  

 

Date Organisation Details 

02.10.17 Shiremoor School People who help us  

05.10.17 Farringdon Fire Station 111 Roadshow 

09.10.17 Prudhoe High School Operation Dragoon 

11.10.17 Churchill College Operation Dragoon 

16.10.17 Re-start a day  
Worked with 17 schools across the North East 
to provide CPR training to nearly 2000 children 
engaging 70 volunteers. 

17.10.17 Lord Lawson School, Birtley Operation Dragoon 

18.10.17 Morpeth High School Operation Dragoon 

19.10.17 
Community Health 
Ambassadors, Billingham 

111 Roadshow 

20.10.17 Excelsior Newcastle Operation Dragoon 

28.10.17 Shildon Locomotion Centre Joint Event with other emergency services 

   



  

 

Patient Transport Service (September 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) 3,832 593,107 85% 7% 2,140 1,136 226 151 131 48 

England (excluding Independent Sector 
Providers) 2,513 514,004 85% 9% 1,290 856 101 114 110 42 

Selection (excluding suppressed data) 3,832 593,107 88% 5% 2,043 1,070 204 103 64 47 

ISLE OF WIGHT NHS TRUST 0 770 NA NA 0 0 0 0 0 0 

CHELSEA AND WESTMINSTER FT  0 386 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  1,044 22,281 88% 4% 379 544 52 36 1 32 

IMPERIAL COLLEGE HEALTHCARE NHS  367 26,543 83% 13% 156 148 13 21 26 3 

LONDON AMBULANCE SERVICE NHS TRUST 4 3,040 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS  257 7,835 49% 43% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS  2 79,231 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  99 50,232 99% 0% 84 14 1 0 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 16,644 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  0 73,894 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE  204 37,640 94% 3% 165 26 3 3 4 3 

SOUTH WESTERN AMBULANCE SERVICE  38 73,809 87% 13% * * * * * * 

SOUTH EAST COAST AMBULANCE SERVICE  498 121,699 94% 4% 409 58 10 6 12 3 

SOUTH CENTRAL AMBULANCE SERVICE  522 48,695 92% 3% 313 167 20 8 10 4 

NORTH WEST AMBULANCE SERVICE NHS  775 25,510 82% 5% 520 112 105 29 9 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 22 4,898 82% 9% 17 1 0 0 2 2 

SRCL LTD 3,832 593,107 85% 7% 2,140 1,136 226 151 131 48 

THAMES AMBULANCE SERVICE 2,513 514,004 85% 9% 1,290 856 101 114 110 42 

 
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 (September 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) 286 191,540 94% 3% 248 21 4 0 10 3 

England (excluding Independent Sector Providers) 286 191,540 94% 3% 248 21 4 0 10 3 

Selection (excluding suppressed data) 286 191,540 94% 4% 243 18 4 0 10 3 

ISLE OF WIGHT NHS TRUST 0 551 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 2 24,918 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 14,553 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  167 8,215 97% 1% 150 12 3 0 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 17 15,231 76% 24% 12 1 0 0 4 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  3 23,880 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  53 20,637 94% 4% 49 1 0 0 2 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 26,429 100% 0% 9 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  8 20,354 100% 0% 8 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 14,766 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 24 22,006 79% 8% 15 4 1 0 2 2 

 

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

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

