
 

Friends and Family Test – November  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 

134 98.5 1.5 

Patient Transport (PTS) 121 92.6 2.5 

111 Service 114 91.2 5.6 

 

 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

November 2017  

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

Free Text Comments 

Positive themes = 99.2% Negative themes = 0.8% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 The service was exceptional caring, polite and absolutely 
brilliant. First class. 

 The ambulance crew who saw to me were very good and 
made me feel at ease, and very friendly. 

 Very friendly. Explained everything to me clearly and what 
aftercare treatment I needed. 

   



  

 

 

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

November 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 6 
Total: 134 

Postal Surveys 128 

Activity   

Number of see and treat patients for the month 8,468 

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  132 98.5 +0.6 

Extremely Likely  125 93.3 +1.8 

Likely  7 5.2 -1.2 

Neither likely nor unlikely 0 0 +0.7 

Unlikely 0 0 +0.7 

Extremely unlikely 2 1.5 +0.8 

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 158 61.8                 

1 Emotional Support 39 15.2     
Reassuring/put at ease 1.1 22 8.6     

Caring 1.2 17 6.6     

3 Quality of staff 
/professionalism 

111 43.4     

Knowledgeable 3.1 3 1.2     

Good/Excellent Staff 3.2 72 28.1     

Friendly staff 3.3 17 6.6     

Understanding 3.4 2 0.8     

Helpful staff 3.5 17 6.6     

5 Kindness and 
compassion 

8 3.2     
Kindness 5.1 5 2.0     

Respectful 5.3 3 1.2     

Transactional Themes 98 38.2 2 100             

6 Timeliness and 
access to care 

38 14.8 1 50 
Quick response - 
Ambulance 

6.2 38 14.8 1 50.0 

7 information 
communication and 
education 

19 7.4     

Good advice 7.1 5 2.0     

Good explanation 7.2 13 5.1     

Communication with 
patient 

7.5 1 0.4     

12 Quality of Care / 
Service 

39 15.2     

Good /excellent service 12.1 15 5.9     

Helpful  12.2 4 1.6     

Efficient 12.3 3 1.2     

Good outcome 12.5 1 0.4     

Good care 12.7 16 6.3     

13 General / Other 2 0.8     General 13.1 2 0.8     

14 Triage Process     1 50 Telephone Operator 14.5     1 50.0 

Totals 256 99.2 2 0.8     256   2   

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has 
increased by 0.6%  to  98.5% 

 Returns have decreased this month by 11 to 134 

 The number of See & Treat cases have decreased  by 253 to 8468 

 There were 3 main themes: quality of staff and professionalism scored 43.4%, The main sub 
theme was excellent staff.   Emotional Support 15.2% Quality of care & Service  15.2%, the 
main sub themes were excellent service and good care. 

 0.8% of all free text comments were negative, 1 of the comments related to 111 call 
handler/triage. 1 responses realted to timeliness, however (38) 14.8% of positive respnses 
related to quick response  

 



  

 

 

 Demographics, age: Over 65 years 66 %, 45-64, 19.2 %, 25-44 8.5 % Disabled 64.1%; Gender: 
Female 65.9%, Ethnicity: White 97.7%, Data is only collected for sexual orientation and faith 
online for this survey. Heterosexual  83.4. %, Christian: 66.7 %,  33.34 % no religion or prefer 
not to say. The number of responses was very low to both questions (6 responses)  

 National Comparative data for October 2017 indicates we are the highest out of 11 
organisations for response rates, collecting nearly 60% of all responses nationally. We are 2rd 
for the number of patients likely or extremely likely to recommend services to friends and family 
(99%), 3% higher than the national average. We are 2nd (4 organisations record 0%)  for the 
percentage of patients said that are unlikely or extremely unlikely to recommend our services 
(1%) 1% lower than the national average. As the response rates nationally are very low we 
should use caution when comparing data. 

 

 

Free Text Comments 

 Thorough, friendly and polite 

 Swift response,  

 Rapid response and cure 

 North East Ambulance crew  were superb. Professional, reassuring, sympathetic, 
knowledgeable and calm.  

 As always the ambulance crews in our area personify professionalism and openly 
demonstrate the 6cs tremendously. The two attending paramedics I met this morning were 
welcoming, friendly, non judgemental and above all extremely good at their job.  

 Emergency ambulance and paramedic attended when my husband was suddenly taken ill on 
the 30th August 2017 .around 10.30am: unfortunately despite the very prompt response,my 
husband died. I am writing this in the hope that all the brilliant people who tried to save him 
will know how much I appreciate all the hard work they put in on that sad day .many thanks to 
all concerned, 

 The guys were amazing with my little girl 

 The paramedics who came on two or three occasions were really caring and friendly. 

 The service was exceptional caring, polite and absolutely brilliant. First class. 

 There were very good. There was people helping me when I was having a seizure. 

 Courteous and capable of dealing with diabetic coma. Better treatment than any hospital. 

 Because we are both disabled and my husband is paralysed and can only speak four words 
the ambulance people were great with him and that is what I liked about them. Thank you. 

 Quick response to our phone call. Paramedics very polite, personable and thorough in their 
attitude to me during this time 

 Very professional and reassuring service 

 The team responded quickly and were very efficient. 

 Excellent service from paramedics. Long delay for ambulance as deemed [unreadable 
comment] 

 The staff were excellent. 

 Considering the heavy load which the service is constantly under it is remarkable that they 
can give such excellent service with a well trained and cheery staff, well done. 

 Crew members were caring, supportive, comforting and put me and my husband at ease 
immediately. They listened and gave me the best advice for my situation, I can't thank them 
enough for the service they gave. 



  

 

 Wonderful service the team that attended were caring, understanding and very efficient in 
their work, they came to attend to my husband and were not rushing but showed concern for 
myself and daughter as well as my husband who was the patient. 

 Could not have asked for a better service. Absolutely brilliant. First class all round. 

 The ambulance crew who saw to me were very good and made me feel at ease, and very 
friendly. 

 Really kind and reassuring. Very helpful. 

 The paramedics who attended my husband were very professional and caring - they kept me 
and my son informed about everything they were doing and I felt comfortable asking then 
questions. The call handler was also very professional and helped us before the crew arrived. 
Although the experience was frightening we were treated with respect and I had every 
confidence in the crew and call handler. 

 Was at my address within 10 minutes of my call to 111. Excellent service. She stayed with me 
and reassured me until the pain ceased and had a lovely friendly manner. 

 Excellent care and attention. Polite, well mannered and considerate. Respected privacy at all 
times. Very reassuring. 

 First class service. 

 Very professional, caring, explained everything. Came out on a Sunday night. Daughter is 14 
years old. 

 Paramedics very helpful, calm and patient. Pleasant manner could not fault them, brilliant. 

 Always there when needed. 

 Friendly and helpful staff. 

 Very friendly. Explained everything to me clearly and what aftercare treatment I needed. 

 The paramedics were extremely, kind and caring. 

 They were very efficient and very reassuring. 

 Nurse practitioner [name removed] was lovely. Very open with everything he was going to do. 
Made me feel comfortable despite my discomfort. Thank you! You are an asset to the NHS! 

 The lady [unreadable comment] from the ambulance control was so very nice with 
[unreadable comment] without being discourteous. The ambulance arrived exactly at the time 
she had told me. The crew were lovely, thorough and didn't push me into a decision. The 
service deserves a medal, thankfully this is only the 2nd time I have had need of it and the 
crew were marvellous. 

 Paramedics arrived quickly and attended to me in a very professional manner. I am very 
grateful to them for their help. 

 Paramedics were fab, friendly, professional and reassuring. Service was very fast, they were 
at my door within minutes. I can't thank them enough. From our experience there is nothing I 
could suggest that could improve the service. 

 Excellent service and care from very good professionals. 

 Very caring. 

 Put me at ease and answered my questions and concerns so I did not feel I needed to go to 
hospital. 

 They were very helpful and considerate. Made me feel very cared for. 

 After the phone call I was dealt with within 15 minutes. The paramedics attending me were 
very good, considerate and explained everything to me. 

 They were very professional and very caring. 

 Fantastic service. 

 I have been seen to by three times at home by paramedics and once at A&E hospital to which 
the paramedics took me. I would like to give feedback on them all. They could not have been 
any nice, they were fantastic, could not fault them. Please thank them very much for 
everything they did for me. 

 Very professional and caring. Explained everything they were doing and why. 



  

 

 Quick to arrive explain everything put us at ease and were very friendly. 

 Quick and caring staff. 

 They were very pleasant, kind and helpful. They were informative, skilful and [unreadable 
comment]. 

 Very prompt attendance, three very caring and sensitive, gentlemen, professional and 
personable. Very thorough and detailed assessment and recommendations. Explain 
everything clearly to both patient and family. 

 Paramedic came out quickly to my poorly son aged six, he was very nice and was thorough 
with the examination. 

 Very quick, excellent service, clean, polite and reassuring. 

 They were very good, kind and saw to my needs. 

 The service was fast and extremely professional throughout. The team clearly knew what they 
were doing throughout. 

 Quick and friendly response. 

 The arrival of a paramedic after my husband, who is on Warfarin, fell and damaged the 
underside of his arm, which bled profusely. His first aid was invaluable and he also did a urine 
dip test for blood which was not part of his duties, as the district nurse had not turned up. A 
service worthy of praise. 

 Writing on behalf of my wife. Besides helping my wife back on her feet after her fall, the 
ambulance crew gave us a load of advice on different matters regarding my wife's disabilities 
of which we found very useful. I will fill the rest of the form as though my wife had done it. 

 Professional team. 

 Friendly and helpful. Arrived quicker than expected. 

 Very professional and helpful as well as being reassuring. 

 The crew that attended to me were kind, helpful, sympathetic. Also explained everything to 
me. Thank you. 

 Gave me peace of mind as I was panicking. 

 Quick to come out after phoning 111 (15 minutes) they were extremely polite, caring and 
explained everything to me and they were very thorough at checking me out. 

 Because when I phoned the ambulance it did not take long for them to arrive. They told me 
everything they were going to do. 

 Very helpful and explained things to us. 

 On November 7th at approx. 09.50 hours I dialled 999. I explained to the ambulance person 
who answered the phone that my father-in-law who was 83 years of age had a severe bleed 
in his left eye. I also explained he takes Warfarin and expressed concerns regarding his blood 
loss. After a series of questions that took approx. 35 minutes an ambulance was sent. This 
person refused to discuss any urgent requests and is obviously unaware of the effects of 
Warfarin. The paramedics, thankfully, were extremely professional and restored my faith in 
humanity. 

 Friendly, fast and caring. 

 There was a rapid response. Very considerate and reassuring treatment of the patient. 
Conclusions were explained and follow-up paths in event of a repeat occurrence detailed. 

 Fast response, pleasant and professional staff. 

 I am very impressed with all the services given to me under the circumstances and 
predicament I was in! 

 Quick response, very efficient, helpful, cheerful and comfortable. 

 The two young ladies were kind and polite. Very knowledgeable and informative. Not to 
mention reassuring. 

 Excellent care and support sympathetic to needs. 

 Arrived promptly and were extremely pleasant which helped an effective recovery. 



  

 

 Efficient, good advice given and respectful. 

 I have nothing but praise for the ambulance service. The treatment and care they have given 
is beyond reproach. Surely all the rest is irrelevant. 

 The paramedic, [name removed] had a lovely bedside manner. I was out cold with a hypo, 
due to diabetes, he worked well with the limited space he had to work within and kept my two 
daughters calm as well, one is autistic and 1 is global delay. 

 Ambulance service was excellent. Not long to wait, lads were great too. Very caring and 
understanding. 

 You all do good life saving jobs and [unreadable comment] but with all the cuts/[unreadable 
comment] off jobs some people have to wait longer than they should for the conditions they 
are in, which makes the patient upset and abrupt with your staff and service. 

 The ambulance crew was very efficient, reassuring and kind. When my husband called 999 
we were both frightened because we thought I had a heart problem. The operator had 
advised I should be given aspirin and when the crew arrived I was feeling calmer and better. 
They assessed me visually, listened to my statement and efficiently wired me up to equipment 
they had brought. They explained their feelings and checked I understood, they gave me a 
choice about what action to take and gave kind words before leaving. 

 I had to ring 111 as I was suffering from a pain in my right arm and [unreadable comment]. An 
ambulance arrived within minutes, two very nice men attended me quickly and efficiently. 
They did tests and could find nothing of urgency. They left me reassured after about an hour 
on Saturday night/Sunday morning - couldn't fault them all. 

 Paramedics were lovely with my 79 year old mother, they were very thorough. 

 Quick response. Efficient, calm, reassuring. 

 The paramedics were very efficient and friendly. I couldn't fault them in any way. Their 
response to my accident was very quick. 

 The first responder was with us very quickly. He was super - reassuring, efficient, cheerful 
and polite. The whole service from dialling 111 to having [name removed] the first responder 
with us was excellent. I can't recommend the system and people we dealt with highly enough. 
Thank you. 

 Very friendly. Very informative. 

 Very friendly paramedics. So kind to my mum when she fell out of bed. And organised a 
social services visit. 

 Lady very professional and instantly puts you at ease. I would recommend her anytime she 
was a star. 

 The ambulance paramedics were very helpful and helped me to get better and advised me on 
the help that was needed. 

 Excellent ambulance paramedics could not have had better. Thank you so much. 

 The care from the paramedic was superb. He was caring and compassionate whilst carrying 
out the examination in a highly professional way. He and his colleague are a credit to the 
service. 

 Very prompt response-a great team.  Professional reassuring and [unreadable comment]. 

 Paramedics who answered my call for help on more than 3 occasions have been excellent.  
They calmed me down and dealt with my problems without delay and reassured me when in a 
panic and by their expertise in medical matters quickly got me on an 'even keel.' 

 If someone is ill there is no choice, this is the only option. Response time just OK but still 
excellent. 

 From calling 111 to arrival of medical team could not have been more professional.  Well 
done and many thanks.  Thank you. 

 I was very pleased with the assistance given by your ambulance service.  I can't praise the 
callers and paramedics enough. 

 The two men that came were extremely good and helpful. Very understanding and 
[unreadable comment] fantastic. Well done and thank you. 

 The ambulance staff were kind, pleasant, helpful and gave me support. 

 Response very quick and 2 paramedics very thorough. 



  

 

 Crew very helpful and came quickly to my home. 

 The paramedics who attended my husband were caring and professional. 

 Prompt arrival, caring and kind. 

 I have a lot of respect for the quite often slated N.H.S./ambulance service.  Please reconsider 
my recently turned down application for N.E.A.S as an E.C.A.  Thanks. 

 The paramedic was excellent from start to finish.  Very professional, friendly, caring and 
efficient-second to none!  Also did not have long to wait. 

 The ambulance staff were very efficient and put me at ease straight away.  Very well satisfied 
with their attitude. 

 I have always found ambulance staff extremely good; helpful and pleasant. 

 Very professional, pleasant. 

 I received excellent service. 

 Everyone was very helpful, nothing was a trouble and the phone service was brilliant. 

 The paramedical team were wonderful. 

 Both paramedics brilliant. Professional, calming and thorough, could not ask for anything else. 

 Quick response, checks completed and explained well. 

 Patient, caring and helpful paramedics. 

 Staff always pleasant when attending. 

 Very helpful, gave good advice. Friendly and efficient. 

 She was very good to me and she was there a very long time. 

 The speed of response to my call for help.  The efficiency and assurance of the medical staff.  
The calming, caring and courteous manner shown to us.  Thank you and God Bless. 

 Staff responded quickly; were competent and confident; took charge  and managed the 
situation. 

 Once you ring for the service, they are there straight away and are very pleasant and helpful. 

 Quick attendance and very efficient. 

 The lady paramedic who came to see me was polite, reassuring, professional and obviously 
very knowledgeable. 

 Because your care was second to none and you are wonderful people. Waiting time could be 
improved on but these things happen and no blame should be attached. 

 The ambulance crew were very good and very helpful. My wife was very pleased with them, I 
would recommend the service to anyone. 

 Ambulance staff very helpful and couldn't so enough to help my Mum. 

 

  



  

 

 

 

Patient Transport Service  
Friends and Family Test Survey 

November 2017 
 

     92.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 73.2% Negative themes = 26.8% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 Always turn up and never let's you down, drivers are great 

 The crews are there when I need them and they look after 
me and take me to three departments 

 Thank you for everything. Can not knock the ambulance 
service, payed into it all my life , and it was there when I 
needed it 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              November 2017  

Number of Responses 

Online Surveys  21 
Total: 121 

Electronic Tablet Surveys 100 

Activity   

Number of completed journeys for the month 52,774 

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  112 92.6 -6.7 

Extremely Likely  104 86 -4.9 

Likely  8 6.6 -1.8 

Neither likely nor unlikely 3 2.5 +2.5 

Unlikely 3 2.5 +2.5 

Extremely unlikely 1 0.8 +0.1 

Don't know 2 1.7 +1.7 

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 30 36.6               

1 Emotional Support 1 1.2   Caring 1.2 1 1.2   

3 Quality of staff 
/professionalism 

29 35.4   

Good/Excellent Staff 3.2 9 11   

Friendly staff 3.3 8 9.8   

Understanding 3.4 1 1.2   

Helpful staff  3.5 7 8.5   

Attitude 3.6 3 3.7   

Good Volunteer 3.7 1 1.2   

Transactional 
Themes 

52 63.4 30 100      
 

  

5 Kindness and 
compassion 

1 1.2   Kindness 5.1 1 1.2   

6 Timeliness and 
access to care 

14 17.1 17 56.7 

Quick response - 
Ambulance 

6.2 2 2.4   

Ease of use 6.3 1 1.2   

Ease of access 6.4 1 1.2   

Pick Up Times 6.5 1 1.2 3 10 

Collection times post 
appointment 

6.6   9 30 

Booking the Service 6.8   3 10 

Late/On time for 
appointment  

6.10 1 1.2 1 3.3 

I need the service to 
access appointment 

6.11 8 9.8 1 3.3 

7 information 
communication and 
education 

1 1.2 1 3.3 
Communication with 
patient 

7.5 1 1.2 1 3.3 

9 Co-ordination and 
integration of care 

  9 30 

Co-ordination of 
transport services 

9.3   8 26.7 

Not able to have an 
escort 

9.4   1 3.3 

11 Physical comfort 
and safety 

3 3.7 2 6.7 
Safety 11.1 3 3.7   

Comfort 11.3   2 6.7 

12 Quality of Care / 
Service 

32 39 1 3.3 

Good /excellent 
service 

12.1 29 35.4 1 3.3 

Reliable/ Trustworthy 12.4 3 3.7   

13 General / Other 1 1.2   General 13.1 1 1.2   

Totals 82 73.2 30 26.8 Totals   82  30  

 

 

 

 



  

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
92.6% a decrease of 6.7% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 3.3%, 2.4% 
more than the previous month 

 We received 121 responses, an decrease of 22 compared to the previous month.  

 We continue to work with colleagues in PTS to improve opportunities for patients to provide 
feedback. We have set up individual meetings with new Scheduled Care Operational Managers 
in January to discuss opportunities to improve collection  

 Geographical representation was fair considering the number of responses. Freeman, RVI and 
University of North Tees featured most heavily. 

 The number of completed journeys was 52,774 an increase of 1,115 compared with October 

 82 (73.2%) of free text themes were positive a decrease of 21.4% compared with the previous 
month. The main positive themes were quality of care/service, quality of staff/professionalism 
and timeliness and access to care.  

 30 (26.8%) of free text themes were negative an increase of 21.4% from the previous month. 
The main themes were collection times post appointment and  co-ordination of transport 
services 

 Comparison with different service provision show PTS Ambulance 97.4% likely or extremely 
likely to recommend the service and Ambulance Car Service 83.3% likely to recommend 
services. 

 Demographics, Gender: 45.8% Female, 50.8 Male; Age: 68.6% over 65, 25.4% 45-64, 5.1% 16-
44 years old; Disabled: 89%; Sexual Orientation: 1.6% Lesbian, Gay or Bisexual and 88.1% 
Heterosexual, Faith: Christian 57.6, 28.8% No faith, 4.2% other faiths; Ethnicity: White British 
94.9%, BAME 3.3%. 

 National comparative data for October 2017 indicates we are the 8th highest out of all 16 
organisations and 4th highest in the NHS Ambulance sector for response rates for PTS. We 
scored 11% above the national average for NHS organisations for the number of people who 
are likely to recommend us to patients (99%). 1% of patients would not recommend our service 
to friends and family which is 5% lower than the national average.  

 

 

PTS FFT Service Comparison (data from PTS FFT online not included) 

  
PTS 

Ambulance 
Taxi Car Service 

  No % No % No % 

Extremely likely and likely 74 97.4 No data 20 83.3 

Extremely Likely 73 96.1   14 58.3 

Likely 1 1.3   6 25 

Neither likely nor unlikely     2 8.3 

Unlikely 1 1.3   1 4.2 

Extremely unlikely 1 1.3     

Don't know     1 4.2 

 



  

 

Hospitals 

Hospital  
Number 

 
% of responses 

Darlington Memorial 5 4.4 

Freeman Road Newcastle 42 37.2 

Hexham General  0 0.0 

James Cook  6 5.3 

North Tyneside General 0 0.0 

One Life Centre Hartlepool 0 0.0 

Queen Elizabeth Gateshead 0 0.0 

Royal Victoria Infirmary 11 9.7 

South Tyneside General 0 0.0 

Sunderland Royal  6 5.3 

University North Durham 6 5.3 

University North Tees 10 8.8 

Wansbeck General  6 5.3 

Other 21 18.6 

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    

30 Volunteer 50 0 50 

32 Wallsend 4    

33 North Tees 6 1 5 

35 Wallsend 6    

36 Pallion    

38 Hexham 8    

40 Blucher    

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham 19 0 19 

55 Blutcher 5 0 5 

66 South Church 24 0 24 

66 South Church    
 

 



  

 

Free Text Comments 

 Nice people and not too long to wait!! Realise that can  be a  it of a lottery 

 Its easy 

 The driver was simply excellent and thoughtful  

 No means of using public transport  

 Several weeks of daily treatment ahead.  

 No public transport and do not drive.  

 Grand service very helpful driver takes you straight to department 

 Good, reliable, friendly service 

 Brilliant service 

 Illness requires daily visits to hospital for some weeks.Service can be relied on.  

 friendly 

 safer polite 

 lovely 

 reliable 

 excellent 

 good service 

 fantastic service 

 Waiting times are to long for transport, 

 because drive us to department and explained everything . 

 Was taken to department witch was a help 

 needed at the care homes as patientst need help to and from ambulance and to departments 

 Have no other option as can't manage bus and would not get to hospital 

 every single driver are great and helpful. 

 Very good and friendly fantastic service 

 dad needs help to ambulance  

 All the ambulance staff are warm and caring 

 It's my only means of transport and couldn't do without it, as I can't drive 

 need them to get to hospital 

 very nice and kind 

 It's the only way to gey here for appoitments 

 Patients are brought to hospital as feel very safe at crews take them to there appointments and have 
nothing to worry about. 

 Staff give me help as I am a oc. 

 Because staff get us to appointments and to departments 

 Car transport good ambulance dreadful as got told Patient was two person lift 

 sometimes having to wait for transport up to 2hrs, so wouldn't recommend at all 

 Always turn up and never let's you down.  Drivers are great 

 planning there is no communacation between hopital staff and control, sending 2 cars to 2 different 
houses in the same street, we're as the 2nd patient could come in and go home together.  This is 
making the patient very upset, when the patient asks the driver if they can take me, the driver reply is 
you are not on my list. Patient having to change treatment time as planned on wrong run. 

 Because they are getting times right 

 excellent, promed, friendly 

 Excellent service would not be able to get to appoitments 

 patient always late coming to appointment. 

 Patient would never be to get here for treatment as have no other transport 

 Excellent service could not do with out you 

 very happy with everything 

 Excellent transport as I no one to bring me 

 Friendly and staff help 

 Booking an ambulance is a night mare 

 Very good and staff are good at there jibs 



  

 

 Patient feels like she is on the wrong run, so it is down to planning. And it is making it a long day. Patient 
feels through planning should be looked at, and having Patient going and coming home to the same 
address, not 2 cars coming for them 

 Planning is not very good so have has to change my times for treatment unless patient would be very 
late. 

 The crews are there when I need them and they look after me and take me to three departments I have 
appointments at. 

 Patient getting into early as appointment is PM and crest have been coming AM, hospital staff have had 
to squeeze Patient in. 

 Good service and gets you to hospital and home 

 Planning patient used to travel with the same patient but now 3 ambulances are being sent for them all 
patient thinks this is a waist off money. 

 nice polite 

 good overall 

 booking ambulance don't answer the phone ,very frustrating 

 lovely people and caring 

 Patient not being booked for home transport, by hospital so had to wait more than 2 hrs to get home 

 really good and happy 

 thank you for always being there and helping 

 Everything is excellent and will be using the service again. 

 Very lucky to have the service. And lucky to have the drivers, and people should stop moaning about the 
service. Feel very strong about it all. 

 Controllers need to out on the road, and don't let the control room not what run they are on. So they get 
the run around like the patient and see what they have to put up with on the road. Also some controllers 
need to have a bit commen sense, when giving out jobs. 

 everything is excellent apart from parking. 

 Excellent patient service throughout, very organised 

 I don't like the  getting ready, two hours before collection 

 Very polite and helpful staff 

 Always have to wait for ambulance to go home. When booking ambulance told that do not meet the 
criteria, for an escorts but require one for the use of facility's,  as I am in a wheelchair, and has medical 
problems. 

 transport going home is taking over 2 hrs to arrive to pick up at dyalisis  
, as ptn gets very tired after treatment. 

 waiting to get home from wd 31 it makes it a long day, sitting around 

 Ambulances are cold, the seats need more padding in them. 

 excellent service  unless they wouldn't get for treatment 

 waiting to go home patietn broke down in tears as patient felt she was left behind. son rang control and 
know they are sending a car from now on as patient does not require two person lift any more. 

 Times. Sitting around waiting for transport, to pick and drop off 

 driver are clean and very nice. Some drivers can be off. 

 thank you for everything. can not knock the ambulance service, payed into it all my life , and it was there 
when I needed it 

 very good service got no complaints at all 

 safe are excelkent 

 The seat was terrible very uncomfortable and kept moving. 

 overall all excellent 

 On Saturdays a problem with transport as always have to wait 

 Waiting to get home having to wait for patient and that is making patient ate on the pick up time 

 good service 

 Sometimes late picking up and traffic, transport faster if in a ambulance car, 

 Ptn always having to sit around waiting for transport to go home,  taking up to 2.5 hours to get home. 
Ptn needs to be planned better and drivers need to ring up and ask control and ask if that Ptn can go 
with the driver as another Ptn is going the same way. 2 cars are being sent to the same post code for 2 
different ptns.when the Ptn is getting home he is taking bad as it is taking it to long to get home, after 
treatment. 
On one action Ptn took as and family had to ring for a there local paramedic and doctor in there area as 



  

 

Ptn was so I'll.  Family have spoken to staff T h/q about the way the Ptn is being delta with for transport,  
the family feel if this keeps going on it is going to kill him. 

 staff are all great and helpful, just planning 

 Thank you for everything to all three crews that have picked me up. 

 Patient feels that ambulances should have more than 1 patient and planning should be better. 

  



  

 

 

111 Service 

Friends and Family Test Survey 

November  2017  

   91.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 86.1% Negative themes = 13.9% 

Top 3  positive themes 
Quality of 

care /service 
Quality of staff/ 
professionalism 

Timeliness/ 
access to care  

Examples 

Positive free text 
comments 

 Friendly approach of staff, quick response and dealt 
with appropriately 

 I would recommend this service as it is very helpful 
and puts your mind at ease. 

 Very good response, I am a RGN so were excellent at 
pathway. 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

November  2017  

Number of Responses 

Postal Surveys  83 

Online Text Surveys 31 

Total 114 

Activity   

Number of 111 calls (answered) 72,161 

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  104 91.2 0 

Extremely Likely  77 67.5 -1.6 

Likely  27 23.7 +2.3 

Neither likely nor unlikely 4 3.5 -1.9 

Unlikely 2 2.6 +0.8 

Extremely unlikely 2 2.6 +0.8 

Don't know 0 0 0 

Trend Graph  

 
  

 



  

 

Free Text Comments 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes 
Description 

Sub 

Code 

Positive Total Negative Total 

Count % 
Coun

t 
% 

Coun
t 

% 
Coun

t 
% 

Relationship Themes 75 37.7 2 6.3             

1 Emotional Support 20 10     

Reassuring/put at 
ease 

1.1 18 9.0     

Caring 1.2 2 1.0     

3 Quality of staff 
/professionalism 

52 26.1 2 6.3 

Knowledgeable 3.1 2 1.0 1 3.1 

Good/Excellent Staff 3.2 18 9.0     

Friendly staff 3.3 16 8.0     

Understanding 3.4 3 1.5     

Helpful staff 3.5 13 6.5     

Attitude 3.6     1 3.1 

5 Kindness and 
compassion 

3 1.5     
Kindness 5.1 2 1.0     

Compassionate 5.2 1 0.5     

Transactional Themes 124 62.3 30 93.7             

6 Timeliness and 
access to care 

21 

  
  

10.6 
  
  

6 18.7 

Quick response – 111  6.1 13 6.5 1 3.1 

Quick response - 
Ambulance 

6.2 3 1.5     

Ease of use 6.3 1 0.5     

Ease of access 6.4 3 1.5     

Called back  6.10 1 0.5 5 15.6 

7 information 
communication and 
education 
  

20 10.1 2 6.3 
Good advice 7.1 20 10.1 1 3.1 

Inconsistent info 7.3     1 3.1 

9 Co-ordination and 
integration of care 

16 8 8 25 

Links to services 
outside NEAS 

9.1 16 8.0 3 9.4 

Treatment at other 
service 

9.2     5 15.6 

12 Quality of Care / 
Service 

55 

  
  

27.6 
  
  

7 21.9 

good /excellent service 12.1 23 11.6 3 9.4 

Helpful  12.2 21 10.6 2 6.3 

Efficient 12.3 7 3.5     

Good outcome 12.5 4 2.0     

Consistency of service 12.6     2 6.3 

13 General / Other 10 5 1 3.1 General 13.1 10 5.0 1 3.1 

14 Triage Process 2  1 6 18.8 

Questioning process 14.1     4 12.5 

Relevance of 
questions 

14.2 2 1.0 2 6.3 

Totals 199 86.1 32 13.9     199   32   

 
  



  

 

Free Text Summary  

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family has increased slightly by 0.1% to  91.2% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has increased by 1.6% to 5.2% 

 There have been 114 responses, (31 text and 83 postal) which is 58 more than the previous 
month 

 The number of answered calls has decreased from the previous month by 1590 

 There were a fair number of comments 

 86.1% of free text themes were positive, this is a slight increase 0.1% from the previous month. 
Quality of care/service staff scored highly at 27.8% with excellent/good service as the highest 
sub theme at 11.6%, Quality of staff and professionalism 26.1% and Timeliness and Access to 
Care 10.6%. 

 Demographics, Age: over 65 – 18.7% 45-64 – 29.9%, under 44 years old – 51.4 %; Gender: 
80.2% female, Disabled: 31.4%, White British 93.3% , Christian 55.6%,  No religion 34.3%, 
Heterosexual 89.9% prefer not to say 8.1% 

 

Free Text Comments 

 Because they do follow-up, even if don't answer. 

 Easy to get through and an appointment within 2 hours. 

 I understand a lot about my condition. Trying to talk to untrained people on phone is difficult.  I often 
feel unsafe or not happy with them. 

 Friendly, supportive and reassurance given. 

 Only one time I had to wait six hours for a ring back. 

 I have rang a couple times and felt the service is not very helpful and have no understanding of 
personal circumstances. They read off a script and won’t deviate from that even if the circumstance 
requires it  

 It was dental pain I was having and I waited 2 hours for a call to be told to wait untill the morning I got 
given 3 numbers of densist open on a Saturday but they all weren't open when I rang the next day , I 
rang 111 back the next day and I was given another number of an 'open ' dentist and when I rang that 
they too were not open  

 I saw a medical person within an hour of my call. 

 Efficiency  

 Professional, knowledgeable and understanding service. 

 Staff I spoke to were friendly, caring and helpful  

 Very helpful when I was in real need. 

 Your staff was very friendly and convened about me ,,,wanting to help me , 

 Great service 

 Long drawn out process, ultimately got an appt At doctors. 2nd call with practitioner had bad line and 
someone giving the person on the phone cues, couldn’t hear properly.  

 Lady I spoke to was a jobs worth - “computer says no” attitude which rendered her incapable of a 
coherent conversation.  

 Quick response and friendly staff and good advice given 

 Very helpful staff. Very professional. 

 However we ended up having to go to A&E for 2 hours for a steristrip to be applied as the algorithm 
suggested we needed to be seen within an hour. It didn't feel like we were in the right place for the right 
treatment. 

 Great service  

 Friendly operator who put me at ease 

 Good proficient direct service for medical help. 

 Get good advice and they tell you what to do next. 

 Pleased to get help for myself. Sorry for all [comment unreadable]. 



  

 

 Very helpful and very kind and understanding. 

 Operator was very thorough, asked appropriate questions and gave helpful advice. She explained that 
a clinician would call me later. 

 Very quick service and appointment within two hours. Record of previous call. 

 Always found 111 is best for my needs. 

 Very helpful. 

 Staff, call handler, not always medically trained. 

 Saving time. Good advise by professional. 

 Very good response, I am a RGN so were excellent at pathway. 

 Felt questions are too rigid. 

 Does not address the needs is nothing more than a script ran by unqualified people. 

 Always accessed it extremely easily unlike some GP's practises which can be a nightmare. 

 Fast, easy and quick with information and any treatment needed. 

 Excellent service put your mind at ease if you are worried. 

 Unless in life or death it is the only place you can ring for advice other than googling for advice on 
internet websites. 

 Very helpful. 

 Very helpful and approachable. 

 Depends on circumstances. 

 Very helpful & quick service 

 I was seen by my own gp with hours because  the operator determined that was the right course of 
action. This want not having to go to hospital. 

 We were told to go to a drop in centre after my son stood on a nail. Thinkin he may need an injection 
we did so. After waiting an age we were told that his vaccinations covered him so we wasted our time a 
bit 

 Arrived quickly and very friendly 

 An appointment was made at a nearby out of hours centre in an adequate time. 

 Excellent advice and quick response and treatment for chest pain. Very efficient help all round. 

 Easy to get through and able to source medical help during night when GP unavailable. 

 Peace of mind when appointment was made. 

 Very helpful in time of need. 

 They are friendly, helpful. 

 Advice was helpful and considerate. 

 I thought they were excellent. 

 The call operator handled my query in a friendly, reassuring manner which put me at ease. 

 Very responsive. Very clear and simple instructions. Managed to calm the situation down. 

 I felt the service was brilliant and it helped me a lot. 

 Call handler was helpful, polite and thorough. 

 Because it was very helpful and the staff are very kind. 

 Very informative and helpful. 

 Very friendly, helpful. 

 Nice, friendly call handler. Professional and polite. 

 It was past midnight. 

 Prompt service, good response. 

 No other option available in an emergency. 

 Got seen to at hospital that night. Needed antibiotics. 

 Quick response 

 Good customer service helpful staff 

 Helpful advice given. 

 Efficient. Friendly manner. Effective. Prompt appt. 

 They have a friendly nature towards patients. 

 I was completely satisfied with the service I received. I will certainly recommend to my family and 
friends. 



  

 

 Very friendly, supportive and helpful. 

 It's straight forward. The staff are excellent and it caters for those hours outside GP opening times. 

 Out of hours is the only service that can help others needing medical assistance. 

 Quick, helpful service. Doctor rang back within the time. 

 I had forgotten to collect my prescription from my usual pharmacy on a Friday PM and could not collect 
them until Monday. The 111 service arranged for me to collect from another local pharmacy. 

 The person was helpful, my child was unwell, they got my child an appointment as soon as they could. 

 Helpful for out of hours problems. 

 The call handler advised that we should contact emergency drop-in clinic at local hospital. 

 It is an essential service, especially out of hours. 

 Someone available to offer reassurance during the night or when surgery is closed. 

 As their help and advice got me the correct help for my son. 

 Peace of mind without putting pressure on A&E Department. 

 Good to have somewhere to call. 

 It proved to be a very efficient service. I have no complaints. 

 Told me where to collect tablets. 

 Very helpful and quick response. 

 I would recommend this service as it is very helpful and puts your mind at ease. 

 Very supportive, understanding and assuring. 

 Very helpful and reassuring service. 

 Nothing serious. General advice given. 

 They got me the advice and help I needed. 

 Although they were fab and sent an ambulance to me I probably would have been seen quicker had i 
just headed straight to my local a & e department to be seen 

 Excellent service once answered! Very pleasant  

 Did the job. 

 I wanted information of where I could get a particular service. I am in category for health check-up at 
Travelling Bus Service.  I was happy to pay for service.  I couldn't find a chemist with this service.  
Online told to contact 111 for information. 

 Fast response is very good and very helpful. 

 I find this service very unhelpful, reading from a script does not always allow for different circumstances 
sometimes common sense needs to be involved  

 The false information about emergency dentists 

 I work in a hospital and had ear surgery there 5 months ago. I had ear infection in my surgery ear but 
was told that my consultant couldn’t see me and I would have to get my own gp to ‘fax’ him. I couldn’t 
get an appointment with gp, which is why I called 111. I had to go to a hospital north of the river which 
seemed a bit strange when I work in a hospital south of the river. 

 Great and quick response  

 Very friendly 

 The staff were excellent and advised I needed a call back, it was early evening when I called.  By the 
time I received a call back my husband had taken my son (who had breathing issues) to our local 
urgent care walk in as it was close to his bed time and we felt that waking him would hinder his health if 
he had fallen asleep as his cough was preventing sleep in the later hours of the evening. 

 Put me in touch directly with the service I needed. 

 I will use the 111 services again ,,because your staff were very caring helpful ,,all they were concerned 
about was my care ,,,would like to say thankyou to staff that day ,,they do great job and good at there 
job too , 

 I used the service before and found it ok - but for anyone who struggles to articulate their problem there 
are risks. 

 I was asked if my daughter was Awake and I explained that she wasn’t unconscious but kept falling 
asleep (because she’s unwell and it’s the middle of the night and she’s half asleep) the caller was stuck 
on this question - and stating she had to be awake. I ended up lying in the end and telling her she was 
wide awake just to move the consultation along. 

 As an NHS clinician I understand the importance of standardised questions - 

 But sometimes you need to be able to relate to the patients frame of reference. My 3 year old daughter 
had respiratory problems and I didn’t have the time or the patience to quibble over semantics. Your call 
handler was being a jobs worth. Next time I’d be inclined to just drive straight to A&E.  



  

 

 Friendly approach of staff, quick response and dealt with appropriately 

 The 111 service was excellent. Unfortunately it's the system they are trying navigate which fekt like it 
doesn't have the right capacity in the right place 

 Happy 111 made me an appointment at UCC and was seen on time (no waiting). 

 All NHS staff are under great stress and strain. Help by government is needed urgently! Government is 
shocking. 

 I was totally satisfied. 

 The operator said I would receive a phone call from a clinician hopefully in 2-3 hours. It actually arrived 
after 5 hours from initial call to 111 but I appreciate they must have been very busy as it was a Sunday. 

 Understanding I was nervous due to being my son who is five years old as I was warned. 

 Got an appointment same day. 

 A lot of time 111, have sent for an ambulance and this has not always been beneficial. Questions 
asked not always relevant. 

 Very helpful and received good advice. Thank you. 

 Saving time. Good advice by professionals. Mostly satisfied. 

 Overall good service. Given to me. 

 Advise and assistance was quick and helpful. 

 Told me to go back to where I had been the previous day. 

 Waste of time, energy, and possibly NHS resources. 

 It's okay the way it is. 

 Very good. 

 I have always found 111 helpful and useful, my problem has and always will be that it takes too long for 
someone to call you back. 

 I was satisfied with how well they listen to you and calm you down when worried and how quick they 
resolve your problem. 

 Can seem quite a while for H.C professional to call back, especially when worrying about baby. 

 Very clear and helpful. 

 The outcome was what we needed. 

 As sgated at question 1 

 My initial call to the handler went methodically in some depth of my condition angina/heart attack and 
she passed me onto a doctor who 30 minutes later sent an ambulance who arrived within minutes. 
Spent 24 hours in hospital, had angina this time, very grateful for all the attention. 

 I was advised on ambulance NCS required to take my nan to A&E, however I didn't deem this 
necessary. On arrival at A&E my nan was assessed and transferred to GP out of hours department. 

 Appointment made for urgent care to prevent waiting. 

 They told me to go to the nearest emergency department. Within a hour where I was seen to and kept 
in for four days. 

 All OK. Reassured and pointed in the right direction for help. 

 They were very patient and understanding and put me at ease and focused on getting me the help I 
needed. 

 Friendly, efficient service competent call handler. Reassuring tone of voice/able to put me at ease. 

 Satisfied with the reassurance given to me by the call handler. 

 The advice given was helpful and given in a way that didn't cause panic. Initially we were told an 
ambulance would come. Then we were advised it wasn't that urgent, then a doctor called and told us to 
go to A&E ASAP. There were mixed messages but overall this didn't affect anything and I appreciate 
making the best decision may involve seeking advice. 

 All the staff are friendly and helpful. 

 The call handler listened and understood my situation, he was keen to assist and expressed empathy. 

 Good, quick response. 

 Excellent service provided - thank you! 

 Got me an appointment at A and E straight away although had to wait 4 hours once I got there but that 
wasn't operators fault. 

 Helpful staff quick response. 

 Some irrelevant questions unrelated to my problem. 

 The nurses were very pleasant and confident and they did not rush me - they were very caring. 

 Very friendly. Gave excellent advice. 



  

 

 My only comment is that we were directed to A&E where there was a 3 hours wait, instead of being 
given an out of hours appt. Once in A&E triage we were passed to out of hours team, but it would have 
saved some time if we'd been sent there first. This is just a comment, I think the service is great. 

 How quickly the call was answered and sympathy shown by the advisor. 

 The service was 100%. It could not have been better. 

 They helped me to access a GP out of hours for my child who had an infection. 

 Call handler was pleasant and very helpful. Unfortunately, in that particular situation their assistance 
was not of much use - but only in that situation. 

 Advised to contact urgent drop-in centre at local hospital. Gave me the number. Told that they would 
know we were coming as 111 would notify them. This did not happen but otherwise OK. 

 I called whilst in the car an hour from home. I was told they would not speak to me unless I pulled over 
and waited, as I did not have a postcode. Surely this is only relevant if I needed an ambulance to be 
sent? I could have been triaged. In the end I had to wait an hour until I was at home, call again and in 
the delay my condition severely worsened. 

 Staff very informative. Help keep you calm. Offer great advice. Recommend what to do next. 
Professional people. Offer medical advice such as when to give paracetamol etc. 

 Kept me calm and reassured me. 

 Ended up saying a doctor will call me. The doctor called 3 hours later. 

 They were prompt in answering the call. The questions they asked seemed very relative. 

 Confident call handler. Good knowledge - empathetic. 

 I was satisfied that me and my son got the right level of care and advice. 

 Great service. Cannot fault it. 

 Very helpful and correct advice given on what to do next. 

 I was told by the emergency ambulance if they took me to the hospital it would take longer for me to be 
seen than if I got a lift there myself. It wasn't and by the time I was actually seen I had a dangerously 
high temperature and was very unwell. 

 The person on the line was very good! 
  



  

 

 

Social Media Update (November 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, 8 December, the NEAS Facebook account had 

9,119, likes, up from 8,941 likes in October.  

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 November, we did not receive any visitor posts. 

Reviews 

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

 The crew that helped my fiancé last night was great fast and friendly can’t thank you enough  

 Wanted to say a big thank you to the paramedics that came out and helped me during an 

asthma attack they were fantastic even the littlest of things like putting a reassuring hand on 

my shoulder and talking to me while in the ambulance means a lot keep up the brilliant work, 

have seen 5 crews this year and they all have been amazing.  

 Thank you so much to paramedics who attended to my gran this morning. They were there 

within about 10/12 minutes and were lovely with her – excellent service  

 I’d just like to say thanks to the crew who were on the A19 today. I was involved in an 

accident and the ambulance crew were on scene and closed the lane behind the cars 

involved and made sure everyone was okay before the police arrived!  

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: 

 Absolutely shocking elderly woman who fell on public footpath has been lying on the ground 

for half an hour waiting for an ambulance. She is just being put in a ambulance now 1hour 15 

minutes after first reported.  

 Just wanted to relay a message to the paramedics that came out to see me during an asthma 

attack they were amazing, littlest of things like putting a reassuring hand on my shoulder while 

talking to me in the ambulance as I had my eyes closed just meant such a lot and was very 

caring I thought, tell them to keep up the good work and they are very much appreciated. I 

have had 4 crews out this year and they have all been so kind thankyou to all.  

 I can’t thank the paramedics who helped me enough, they were fantastic as I was in 

tremendous pain. The Scottish guy was great and I can’t thank him and his partner enough, 

Wonderful people a credit to their profession, once again thanks so much.  

 Last week I awoke gasping for breath. My wife dialled 999 and in less than half an hour an 

ambulance arrived. I was taken down to the van where I was given oxygen. Then we drove 

for an hour to hospital. In the van the medic checked my heart and put a nebuliser on me, by 

the time we reached the hospital I was feeling much better and not close to death as I had felt 

earlier. After some attention in the hospital I was pronounced recovered and allowed to leave 

provided I consulted my own GP later in the day. I want to thank the two medics with the 

ambulance for their promptness, excellent attention and sheer professionalism; thank you 

guys; well done. My experience in the hospital with the treatment and tests showed me just 

how good is our National Health Service.  



  

 

 I would like to thank you for looking after my daughter yesterday when her school bus hit a 

van! She was very upset but said you were lovely. As a mum it is my worst nightmare to not 

be there when she needs me but she has talked non-stop about your paramedics and the 

care you gave so I know she was well looked after! Thank you once again! I really appreciate 

everything you did and everything you do every day.  

 I was on my own in a field with a man who had had a cardiac arrest and the 999 operator was 

just incredible, they said exactly the right things to me and made me calm enough to carry out 

CPR on him. I had had CPR training before, but I really was so confused and really didn't 

know what to do, he totally spoke to me in such a way that I was able to get in control of the 

situation and do what was needed. I had misread his agonal respirations for breathing, but 

once I realised that, the 999 operator was able to correctly guide me. Against the odds, after 

30 minutes or so in all, the man was revived by paramedics and is currently in a coma but 

alive. His family and friends are very thankful, however I truly believe that it was this 999 

operator that should be thanked and I would like to pass on my eternal appreciation for what 

he said to me that day.  

Twitter 

At the time of writing, the NEAS Twitter account had 11k followers – up from 10.6k followers in 

October.  

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 November: 

 My poor Gran who is 86 years old has been laid on the floor with a broken hip waiting for an 

ambulance to take her for treatment for nearly 5 hours!! @NEAmbulance please sort it out!! 

Disgraceful! 

 Big thank you to @NEAmbulance for taking fantastic care of my mam yesterday. They 

helped a frightened lady with care and dignity  

 Huge thank you to @NEAmbulance who helped my mam today – can’t imagine a more 

reassuring professional and actually hilarious bunch of folks to help in a medical situation.  

 

 

 

Patient Engagement – November 2017  

 

Date Organisation Details 

03.11.17 Bliss=ability  Ambulanc Response Programme presentation  

06.11.17 North Tynesdie HealthWatch  
Attended their conference and liaised with 
patients  

20.11.17 Newcastle high School Operation Dragoon 

23.11.17 Whitley bay High School Operation Dragoon 

27.11.17 
GuidePost learning Disability 
Group 

111/999/PTS service awareness 



  

 

Patient Transport Service (November 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) 3,101 578,324 88% 6% 1,773 966 142 104 92 24 

England (excluding Independent Sector 
Providers) 2,559 534,598 88% 7% 1,459 805 104 92 78 21 

Selection (excluding suppressed data) 3,101 578,324 88% 6% 1,771 966 142 103 90 24 

ISLE OF WIGHT NHS TRUST 0 714 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  1,092 23,537 91% 4% 462 534 41 39 7 9 

IMPERIAL COLLEGE HEALTHCARE NHS  334 26,543 79% 10% 129 136 31 16 18 4 

LONDON AMBULANCE SERVICE NHS TRUST 125 1,489 96% 2% 100 20 2 2 1 0 

UNIVERSITY COLLEGE LONDON HOSPITALS  103 7,980 32% 52% 8 25 16 23 31 0 

YORKSHIRE AMBULANCE SERVICE NHS  3 83,236 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  143 51,659 99% 1% 130 12 0 0 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 17,164 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  2 75,966 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  149 38,765 99% 1% 124 23 0 1 1 0 

SOUTH WESTERN AMBULANCE SERVICE  52 80,188 81% 19% 34 8 0 6 4 0 

SOUTH EAST COAST AMBULANCE SERVICE  556 127,357 93% 3% 470 47 14 4 13 8 

SOUTH CENTRAL AMBULANCE SERVICE  517 38,828 87% 5% 293 159 38 11 13 3 

NORTH WEST AMBULANCE SERVICE NHS  25 4,898 92% 8% 21 2 0 1 1 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 3,101 578,324 88% 6% 1,773 966 142 104 92 24 

SRCL LTD 2,559 534,598 88% 7% 1,459 805 104 92 78 21 

THAMES AMBULANCE SERVICE 3,101 578,324 88% 6% 1,771 966 142 103 90 24 

 0 714 NA NA 0 0 0 0 0 0 

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

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


  

 

Emergency Care Service - See and Treat (November 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) 240 206,352 95% 2% 214 14 6 2 3 1 

England (excluding Independent Sector Providers) 240 206,352 95% 2% 214 14 6 2 3 1 

Selection (excluding suppressed data) 240 206,352 96% 1% 212 14 6 1 2 1 

ISLE OF WIGHT NHS TRUST 0 612 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 0 27,383 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 15,176 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  141 8,572 98% 1% 129 9 1 1 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 13 15,509 92% 8% 12 0 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  1 31,155 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  30 20,636 97% 0% 26 3 1 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  12 28,026 83% 0% 10 0 1 0 0 1 

SOUTH EAST COAST AMBULANCE SERVICE NHS  12 21,020 100% 0% 12 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 15,078 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 28 23,185 89% 0% 23 2 3 0 0 0 
 

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

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

