
 

Friends and Family Test – December  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 

108 94.4 4.6 

Patient Transport (PTS) 59 94.9 0 

111 Service 78 84.6 7.7 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

December 2017  

    94.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 96.1% Negative themes = 3.9% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
Support 

Quality of 
care/service  

Positive     
free text 

Comments 

 So helpful and kind,  put you straight at ease. 

 I did not wait long for them to come and was treated with 
the utmost respect and care. 

 They were extremely proficient and calming. They were 
professional in checking me over and gave me some great 
advice. 

   



  

 

 

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

December 2017 
 

Number of Responses 

Online Surveys (Friends and Family Test) 5 
Total: 108 

Postal Surveys 103 

Activity   

Number of see and treat patients for the month 8,872 

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  102 94.1 - 4.1 

Extremely Likely  98 90.7 - 2.6 

Likely  4 3.7 -1.5 

Neither likely nor unlikely 1 0.9 +0.9 

Unlikely 1 0.9 +0.9 

Extremely unlikely 4 3.7 +2.2 

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 % 
Coun

t 
% 

Cou
nt 

% 

Relationship 
Themes 

123 62.5                 

1 Emotional 
Support 

35 17.8     
Reassuring/put at ease 1.1 16 8.1     

Caring 1.2 19 9.6     

3 Quality of staff 
/professionalism 

75 38.1     

Knowledgeable 3.1         

Good/Excellent Staff 3.2 42 21.3     

Friendly staff 3.3 17 8.6     

Understanding 3.4 2 1.0     

Helpful staff 3.5 11 5.6     

Attitude 3.6 3 1.5     

5 Kindness and 
compassion 

13 6.6     

Kindness 5.1 9 4.6     

Compassionate 5.2 1 0.5     

Respectful 5.3 3 1.5     

Transactional 
Themes 

74 37.5 8 100             

6 Timeliness and 
access to care 

23 11.7 4 50 

Quick response – 111  6.1 1 0.5     

Quick response - 
Ambulance 

6.2 22 11.2 3 37.5 

Long wait general 6.10     1 12.5 

7 information 
communication 
and education 

9 4.5 

    Good advice 7.1 4 2.0     

    Good explanation 7.2 4 2.0     

    
Communication with 
patient 

7.5 1 0.5     

9 Co-ordination 
and integration of 
care 

    1 12.5 
Treatment at other 
service 

9.2     1 12.5 

12 Quality of 
Care / Service 

35 17.8 1 12.5 

good /excellent service 12.1 16 8.1 1 12.5 

Helpful  12.2 2 1.0     

Efficient 12.3 2 1.0     

Good outcome 12.5 1 0.5     

Good care 12.7 14 7.1     

13 General / 
Other 

6 3.0 1 12.5 General 13.1 6 3.0 1 12.5 

14 Triage 
Process 

1 0.5 1 12.5 
Questioning process 14.1 1 0.5     

Relevance of questions 14.2     1 12.5 

Totals 197 96.1 8 3.9     197   8   

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has 
decreased by 4.1%  to  94.4% 

 Returns have decreased this month by 6 to 108 

 The number of See & Treat cases have increased  by 404 to 8,872 

 96.1% of all free text comments were positive, the 3 main themes were: quality of staff and 
professionalism, 38.1%, The main sub theme was excellent staff.  Emotional support, 17.8% and 
quality of care & service  17.8%, the main sub themes were excellent service and good care. 

 3.9% of all free text comments were negative, 1 of the comments related to 111 /triage. 3 responses 
related to timeliness, however (22) 11.2% of positive responses related to quick response  



  

 

 Demographics, age: Over 65 years 51 %, 45-64, 21.7 %, 25-44 3.8 % Disabled 68.9%; Gender: 
Female 56.1%, Ethnicity: White 97.2%, Data is only collected for sexual orientation and faith online 

for this survey. Heterosexual  100. %, Christian: 75 %,  25 % no religion or prefer not to say. The 
number of responses was very low to both questions (4 responses) 

 National Comparative data for Novemberl 2017 indicates we are the highest out of 11 organisations 
for response rates, collecting 56% of all responses nationally. We are 2rd (1 organisations attain 
100%) for the number of patients likely or extremely likely to recommend services to friends and 
family (99%), 6% higher than the national average. We are 2nd (1 organisations record 0%)  for the 
percentage of patients said that are unlikely or extremely unlikely to recommend our services(1%). 
5% lower than the national average. As the response rates nationally are very low we should use 
caution when comparing data. 

 

Free text Comments 

 My parnter comes  across  a person  in a distressed  state in the  city hall  looked like a hart atack 
after over 30 minutes  of phone talk  not priorities   thay say can u not get him a taxi  are taxi a 
emergency  services  now  not all taxis  will take unconscious  people  wat a disgrace  

 Quick arrival and a relaxed, calm manner from the crew. plus who else would we call? 

 This is a pointless question. You are an emergency service and you are the one which serves the area 
in which I was taken ill. Therefore, there is no other option so recommendation is irrelevant. Therefore 
I would not recommend you - I would, however, dial 999 if someone was in a potentially life 
threatening condition, as would any reasonable person. That means that people will call on you 
irrespective of the quality of your service. I am equipped to criticise your survey as I happen to be a 
research professor. If you want to know about the quality of care, I am in a position to tell you that the 
crew were excellent in the way they dealt with me, my anxious colleagues and rather over bearing 
manager. Treatment was caring and competent.  

 I would like to thank NEAS 
Rang 111 for advice regarding problems with post op that my wife had. 
Emergency Ambulance  staff  attended very quick.  
Well done North East Ambulance Service. 
Thank You 

 As you only need this service if you have a life threatening concern 

 Two lovely paramedics.  I was treated with dignity and respect.  They were highly professional and 
explained everything to me in a way I could understand and answered any questions I had. 

 Quick response and relieved worried about my condition, thank you!  they were very courteous-at 3.30 
am you appreciate that. 

 Excellent service.  Very caring. 

 We had and emergency, 999- son had seizure. 

 Paramedic was exceptional.  They did a thorough check of my health needs making me feel confident 
enough to be able to go home after seeing my G.P. on their recommendation. 

 The paramedics was very quick, friendly and efficient.  He knew what he was doing was informative 
and put us at ease.  Excellent, and we're very grateful. 

 So helpful and kind,  put you straight at ease. 

 Because they were so kind, helpful and very nice. 

 The service was first rate. Personnel were friendly, compassionate and very professional. 

 Had to wait ages for attention. Paramedics were very good. 

 [Names removed], based in Backworth (North Tyneside) are outstanding paramedics. Efficient, kind 
and friendly. 

 Crew 5721. The two ambulance members were really patient and made me feel at ease. They dealt 
with the situation quickly and had a good sense of humour. Made me feel comfortable. 

 Paramedics and ambulance personnel responded extremely quickly, very friendly, efficient, 
professional, caring (not enough superlatives to describe). Explained clearly but not condescending. 
Extremely reassuring. No sense of hurrying. A credit to the services. Thank God this was not USA! (I 
am husband of patient). 

 They were very kind and efficient. 

 The men that came were very friendly and very helpful. 

 The ambulance staff were excellent, all checks on my body were done in a professional manner, 
ensuring I was aware of why procedures were being done. Also advised I make appointment with my 
doctor to have further tests done for my brain activity. 



  

 

 Very caring, professional and sympathetic. Gave clear medical advice. Attended to me after a road 
traffic accident on A690 - 21/11/2017. 

 I did not wait long for them to come and was treated with the utmost respect and care. 

 Competent, friendly people and a job well done. 

 The woman who came out was great. Very helpful and checked me over great. Would extremely 
recommend the service to family and friend. 

 The two people who came were very reassuring and thorough in their examinations.  They listened 
carefully to what I said and explained where necessary.  In spite of my age, they did not talk down to 
me. 

 Kind, caring, considerate personnel who explained everything and took great care. 

 Phoning 111, the questions asked were relevant and upon gathering what information I could give, I 
was told an ambulance/paramedic would be here in approx. 18 minutes. I think it was here in approx. 
10 minutes. 

 Very good service. Both paramedic and Emergency Health Care Assistant professional and caring. 

 Treatment given at home rather than hospital, which patient preferred. 

 Very efficient and caring. 

 Friendly and efficient. 

 Very thorough. Very friendly and reassuring. 

 All three paramedics were extremely efficient and kind. 

 Very professinal service which was very reassuring. 

 Quick response time, very professional and friendly. 

 The paramedic was very kind and understanding. 

 Having had to use this service on frequent occasions. I have always found the service to be excellent 
from first dialling 999 to ambulance crew.  I can't praise the staff too much. 

 Helpful and humane. 

 Paramedic was polite and very efficient.  I felt better after he examined me and put my mind at rest. 

 In an emergency an ambulance will always be my first choice! 

 Excellence. 

 Paramedics were extremely thorough, friendly and helpful. 

 Excellent care.  Easy to talk to.  Professional behaviour at all times.  A very reassuring visit. A bruise 
over right eye when I fell-problem with knees and feet. (not noted). 

 Very good service. 

 She was simple and sensible. 

 Really rapid response.  Caring, clear attention/assessment from paramedic. 

 Ambulance arrived quickly.  Paramedics were efficient, professional and courteous.  Gave good 
advice. 

 Speedy, efficient, great friendly staff. 

 Because I found them very understanding, friendly and helpful.  I did not have to wait for very long to 
see them. 

 Good and professional service and team. 

 They were extremely proficient and calming. They were professional in checking me over and gave 
me some great advice. 

 Wonderful service. 

 The ambulance service helped me more than my doctor. Thank you for that. 

 Without our emergency ambulance service out lives would be further under therapy from our medical 
issues. Death rate higher for one compassion and understanding help calm and potentially life-
threating conditions and entering the unknown. 

 Very helpful and caring. Giving us good advice. 

 Very good response to a call and extremely caring medics. 

 Phones 111 approx. 1.00 pm [unreadable comment] lady said doctors would phone in hour, 2.5 hours 
later another lady phoned and asked me the same questions but said was sending paramedics asap. 
They arrived approx. 9.00 pm. Have to say the paramedics were excellent, they finally got in touch 
with doctor to administer painkillers. 

 Felt very assured by response to my call. I was treated most politely by everyone and put at my ease 
when talking to a doctor. Thank you. 

 Very recently my husband had a serious accident, I called for help and within minutes an ambulance 
arrived. They must have been very close to our home. He was taken to the nearest hospital in 
minutes. He is home now and making good recovery. Your service is wonderful. Thank you so much. 

 Professionalism and thoroughness of paramedic speedy response to the initial call. 

 Initial paramedic service was OK. However the 6 hour wait for an ambulance was a worry. 



  

 

 For the caring service I received. 

 Very helpful on telephone. Quick response from ambulance. Very friendly and caring ambulance 
paramedics. 

 Have always found paramedics and crew to be most helpful and a good sense of humour to keep 
patients' spirits up. 

 Two paramedics, [name removed] from Poland and [name removed] the Scottish Geordie both from 
the Hartlepool team were amazing. So helpful and caring. I would love to send my family and my own 
appreciation and gratitude. 

 Expert care, polite and very pleasant. Nothing was too much trouble. Repeated tests as necessary. 

 Because they do a fantastic job with the resources they have. 

 [unreadable comment] were friendly, caring and very supporting at all times. 

 Caring, efficient and reliable service. Staff member very helpful, great [unreadable comment] skills, 
couldn't have been better! 

 Prompt, caring, efficient. 

 Quick response to phone call. One hundred percent. Quick to start defining what the cause of trouble 
was, talked to my husband all the time, telling us what they were doing. Very caring and happy in what 
they were doing. Put my husband and myself at ease, before they left. 

 The thoroughness of the checks carried out. 

 I have had to have an ambulance called 5 times for my daughter (11) for various medical reasons. 
Each time the staff have been excellent in every way. 

 Please see attached note. 

 Ambulance was on time. Calmed me down. Lovely and friendly paramedics. 

 Two members of your team, [names removed] attended to me on the 13.12.2017. I was feeling very 
unwell with shortness of breath and high temperature. After examination [name removed] contacted 
my GP who advised admission to James Cook. [Name removed] wanted to make sure had left nothing 
to change but most of all the pleasant manner of [names removed] as well as their professional 
approach gave me the greatest confidence in the couple. Well done you two. 

 Efficient, thoughtful and extremely helpful. 

 The crew were prompt, very courteous, very friendly, put me at ease though I was very distraught, 
they talked me through everything which made me [unreadable comment] a lot, I did not need hospital 
treatment and by the time they went, I was 90 % better, they are all like angels. 

 Paramedics brilliant - efficient and friendly. 

 Prompt arrival. Efficiency. 

 The kindness and help to my wife and the professional way they helped her off the floor. 

 They have got here earlier than expected. 

 Although this is long overdue I was very impressed with the attention I received from crew 245 
Ashington on 31/8/17 after falling at Four Lane Ends, Benton. They were great - professional and 
caring and most reassuring. Thank you very much lads. 

 Fantastic support and service. Paramedics attended due to feeling unwell and TIA. Excellent manner 
by both paramedics, following assessment they contacted the Stroke Ward at hospital and the GP 
[unreadable comment] to confirm next steps. 

 Fast/quick response at very thorough with making sure that I was healthy and safe. 

 Excellent response and extremely caring paramedic. 

 Your staff were extremely professional, caring and reassuring. 

 Diagnosis and examination carried out in professional manner. 

 Polite, kind, explained things thoroughly. 

 The paramedic went above and beyond. 

 To confirm efficiency at speedy response. Courtesy superb. 

 Due to the fact that I was treated with respect, care and professionalism. 

 The paramedics were extremely efficient and caring and they made me feel at ease. 

 I fell and broke my hip and waited 3.5 hours for the ambulance. The crew were great but it was 2.5 
hours before they could hand me over. 

 Very good and very helpful with our problem. 

 The paramedic was brilliant. He put me at ease straight away. Explained all. 

 

 
 



  

 

 

Patient Transport Service  
Friends and Family Test Survey 

December 2017 
 

     94.9% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 89% Negative themes = 11% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 Engaging and approachable staff 

 Very compassionate staff,  couldn't have done without the  
support from the ambulance service, as my family live away. 

 Very good service, First time I've used the service 

 The service meets all my needs and expectations 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              December 2017  

Number of Responses 

Online Surveys  37 
Total: 56 

Electronic Tablet Surveys 22 

Activity   

Number of completed journeys for the month 46,023 

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  56 94.9 +2.3 

Extremely Likely  51 86.4 +0.4 

Likely  5 8.5 +1.9 

Neither likely nor unlikely 1 1.7 -0.8 

Unlikely 0 0 -2.5 

Extremely unlikely 0 0 -0.8 

Don't know 2 3.4 +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 25 38.4               

1 Emotional Support 2 3.1   Caring 1.2 2 3.1   

2 Respect for patient-
centred values, beliefs 
and preferences 

1 1.5   
Respect for patient-
centred values, beliefs 
and preferences 

2.1 1 1.5   

3 Quality of staff 
/professionalism 

22 33.8   

Good/Excellent Staff 3.2 9 13.8   

Friendly staff 3.3 5 7.7   

Understanding 3.4 5 7.7   

Helpful staff  3.5 3 4.6   

Attitude 3.6 2 3.1   

Good Volunteer 3.7 1 1.5   

Transactional 
Themes 

40 61.5        
 

  

5 Kindness and 
compassion 

    1 12.5 Kindness 5.1     1 12.5 

6 Timeliness and 
access to care 

16 24.6 6 75 

Quick response - 
Ambulance 

6.2 2 3.1     

Ease of use 6.3 2 3.1     

Ease of access 6.4 1 1.5     

Pick Up Times 6.5     1 12.5 

Collection times post 
appointment 

6.6 1 1.5 2 25.0 

Booking the Service 6.8 2 3.1 3 37.5 

Late/On time for 
appointment  

6.10 1 1.5     

I need the service to 
access appointment 

6.11 7 10.8     

7 information 
communication and 
education 

3 4.6     

Communication with 
patient 

7.5 1 1.5     

Communication with 
control 

7.6 2 3.1     

11 Physical comfort 
and safety 

1 1.5 1 12.5 
Safety 11.1     1 12.5 

Comfort 11.3 1 1.5     

12 Quality of Care / 
Service 

19 29.2 
  
  

  
  

Good /excellent 
service 

12.1 16 24.6     

Reliable/ Trustworthy 12.4 3 4.6     

13 General / Other 1 1.5     General 13.1 1 1.5     

Totals 65 89 8 11 Totals   65   8   

 

  



  

 

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
94.9% an increase of 2.3% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0, 3.3% less 
than the previous month 

 We received 59 responses, a decrease of 62 compared to the previous month.  

 We continue to work with colleagues in PTS to improve opportunities for patients to provide 
feedback.  The pressures and staff holidays over the Christmas period has significantly 
impacted on our ability to carry out surveys. 

 Geographical representation was fair considering the number of responses. Darlkington, 
University Hospital Durham, RVI and James Cook featured most heavily. 

 The number of completed journeys was 46,023 a decrease of 6,751 compared with November 

 65 (89%) of free text themes were positive a increase of 15.8% compared with the previous 
month. The main positive themes were quality of care/service, quality of staff/professionalism 
and timeliness and access to care.  

 8 (11%) of free text themes were negative an increase of 15.8% from the previous month. The 
main themes were booking the service and collection times post appointment 

 Comparison with different service provision show PTS Ambulance 95.7% likely or extremely 
likely to recommend the service and Ambulance Car Service 100% likely to recommend 
services. 

 Demographics, Gender: 55.2% Female, 43.1 Male; Age: 63.8% over 65, 24.1% 45-64, 6.9% 16-
44 years old; Disabled: 88.1%; Sexual Orientation: 1.7% Lesbian, Gay or Bisexual and 89.7% 
Heterosexual, Faith: Christian 54.2, 25.4% No faith, 3.4% other faiths; Ethnicity: White British 
96.6%, BAME 1.7%. 

 National comparative data for November 2017 indicates we are the 7th highest out of all 16 
organisations and 4th highest in the NHS Ambulance sector for response rates for PTS. We 
scored 4% above the national average for NHS organisations for the number of people who are 
likely to recommend us to patients (93%). 3% of patients would not recommend our service to 
friends and family which is 2% 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 46 95.7  10 100 

Extremely Likely 42 91.3   9 90 

Likely 4 8.7   1 10 

Neither likely nor unlikely 1 2.2     

Unlikely       

Extremely unlikely       

Don't know 1 2.2     

 



  

 

Hospitals 

Hospital  Number % of responses 

Darlington Memorial 7 14.9 

Freeman Road Newcastle 3 6.4 

Hexham General  0  

James Cook  5 10.6 

North Tyneside General 0  

One Life Centre Hartlepool 0  

Queen Elizabeth Gateshead 0  

Royal Victoria Infirmary 6 12.8 

South Tyneside General 0  

Sunderland Royal  1 2.1 

University North Durham 7 14.9 

University North Tees 2 4.3 

Wansbeck General  0  

Other 16 34.0 

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 2 0 2 

33 North Tees    

35 Wallsend 6    

36 Pallion    

38 Hexham 8    

40 Blucher    

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham 12 0 12 

55 Blutcher    

66 South Church    

66 South Church 23 0 23 
 

 

 



  

 

Free Text Comments 

 Reliable. no problem book transport for appointments 

 I have no other means of getting to my appointments, brilliant tailored service 

 Staff always friendly and helpful 

 Good service, I feel looked after 

 Very good service, First time I've used the service 

 Tailored service 

 I couldn't do without the service, meets my expectations 

 Brilliant service, couldn't do without it 

 I couldn't be without the service, as a taxi cannot acomodate me 

 Totally reliable, always gets us to our appointments on time 

 Really friendly helpful staff, and reliable, but do not like the booking system 

 waiting to get home from hospita having to sit for up to 3 hours. Hospital staff having to keep ring up for 
transportsale,  making hospital staff late to go home as they could not leave ptn on there own in 
hospital. Ptn feels like it is all done to planning. 

 Vehicle very shaky. 

 Reliable service, but dont  like having to be ready two hours before, when I never get picked up at that 
time 

 I'm happy with the service, but there was one occasion  where I had to wait for two hours to be picked 
up, cause they had gone to the wrong dept and couldn't find me 

 Keep up the good work 

 Engaging and approachable staff 

 Very understanding staff 

 Very compassionate staff,  couldn't have done without the  support from the ambulance service, as my 
family live away. 

 Very friendly and helpful staff always and considerate 

 Staff are helpful and friendly 

 Very good, keep up the good work, always making a difference 

 The service meets all my needs and expectations 

 Helpful drivers and pleasant 

 Dificult using public transpor 

 The time it takes to get to the hospital and to get home is very tiring with the treatments.  

 Impossible to get to appointments without. Excellent service. 

 Free service 

 Convenience 

 Though all the contact I’ve had with onboard ambulance staff always been excellent and even when 
they are late which means I am for my appointments sometimes to the point my return driver arrives for 
me before I arrive at my appointment this is not their fault it’s issues between using outside booking 
staff and a control base as middle man with ambulance staff which is why & how issues arise due to 
communication between several parties that don’t all work for the service. Then when trying to check 
where late ambulances are takes time & booking service saying it’s not their end at fault even thou they 
make booking a nite mare on every possible opportunity and the staff can often be rude and very 
unhelpful. 

 Both drivers were friendly curtious very polite and very helpful. Really pleasant.. 



  

 

 Score took everthing into account so due to issues with booking service regularly and my Gp needing 
to fill out paperwork to stop some of these regular issues I feel that they let down the service and there 
can be issues with communication since goes thu booking service & control before crew get any info 
which isn’t always made clear & obvious but is often hidden in a corner again letting down service. 

 Prompt service. Helpful driver. 

 Very helpful and comfortable car 

 Its free and easy 

 Very good service 

 Convenience no other way to get there 

 Excellent service 

 Good service good driver  

 The driver was very efficient friendly and drove carefully 

 Enjoyable journey to hospital. Got there on time. Only waited ten minutes for return journey with same 
driver.  

 Courteous drivers 

 Booking issues , poor communication from booking stage to ambulance crews which makes thing 
harder for them & often running late which is also not the onboard crews fault who are always excellent  

   



  

 

 

111 Service 

Friends and Family Test Survey 

December  2017  

   84.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 80.5% Negative themes = 19.5% 

Top 3  positive 
themes 

Quality of 
care /service 

Quality of staff/ 
professionalism 

Emotional 
Support  

Examples 

Positive free 
text comments 

 Quickly answered told me a doctor would ring and all 
was sorted in 30 minutes. 

 Good manner of call handler. Felt reassured. Gave 
good advice. 

 I was really happy with the service  

  



  

 

 

111 Service 
Friends and Family Test Survey 

December  2017  

Number of Responses 

Postal Surveys  29 

Online Text Surveys 49 

Total 78 

Activity   

Number of 111 calls (answered) 95,140 

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  66 84.6 -6.6 

Extremely Likely  51 65.4 -2.2 

Likely  15 19.2 -4.5 

Neither likely nor unlikely 5 6.4 +2.9 

Unlikely 1 1.3 -1.3 

Extremely unlikely 5 6.4 +3.8 

Don't know 1 1.3 +1.3 

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 

% 
Cou
nt 

% 

Relationship 
Themes 

31 25.8                 

1 Emotional 
Support 

13 10.8     
Reassuring/put at ease 1.1 8 6.7     

Caring 1.2 5 4.2     

3 Quality of staff 
/professionalism 

18 15 

  
  
  
  
  
  

  
  
  
  
  
  

Knowledgeable 3.1 1 0.8     

Good/Excellent Staff 3.2 5 4.2     

Friendly staff 3.3 3 2.5     

Understanding 3.4 1 0.8     

Helpful staff 3.5 4 3.3     

Attitude 3.6 4 3.3     

Transactional 
Themes 

89 74.2 29 100   

6 Timeliness and 
access to care 

12 10 3 10.3 

Quick response – 111  6.1 8 6.7 2 6.9 

Quick response - 
Ambulance 

6.2 2 1.7 1 3.4 

Ease of use 6.3 2 1.7     

7 information 
communication 
and education 

11 9.2 1 3.4 

Good advice 7.1 8 6.7     

Good explanation 7.2 1 0.8     

Communication with 
patient 

7.5 2 1.7 1 3.4 

9 Co-ordination 
and integration of 
care 

8 6.7 4 13.8 

Links to services 
outside NEAS 

9.1 7 5.8 2 6.9 

Treatment at other 
service 

9.2 1 0.8 2 6.9 

12 Quality of Care 
/ Service 

47 39.2 10 35.4 

good /excellent service 12.1 23 19.2 9 31.0 

Helpful  12.2 8 6.7     

Efficient 12.3 3 2.5     

Good outcome 12.5 12 10.0 1 3.4 

Good care 12.7 1 0.8     

13 General / 
Other 

8 6.7     General 13.1 8 6.7     

14 Triage 
Process 

3 2.5 11 37.9 
Questioning process 14.1 2 1.7 11 37.9 

Relevance of questions 14.2 1 0.8     

Totals 120 80.5 29 19.5     120   29   

 
 
111 Narrative 

 The FFT score for the number of patients likely or extremely likely to recommend the service to friends 
and family has decreased by 6.6 % to  84.6% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and family has 
increased by 2.5% to 7.7% 

 There have been 78 responses, (29 text and 49 postal) which is 26 less than the previous month 

 The number of answered calls has increased from the previous month by 22,979 to 95,140. This has 
included the busiest ever Christmas period.  

 80.5% of free text themes were positive, this is a decrease 5.6% from the previous month. Quality of 
care/service staff scored highly at 39.2% with excellent/good service as the highest sub theme at 19.2%, 
Quality of staff and professionalism 15% and Emotional Care 10.8%. 

 29% of free text themes were negative, this is an increase of 5.6%. Good/excellent service and the 
questioning process were the main negative themes. 



  

 

 Demographics, Age: over 65 – 18.3% 45-64 – 42.3%, under 44 years old – 38 %; Gender: 70.4% 
female, Disabled: 36.2%, White British 94.4% , Christian 63.8%,  No religion 29%, Heterosexual 92.7% 
prefer not to say 5.7% 

 

Free Text comments 

 Helpful and knowledgeable staff 

 I got sent to a Lloyds pharmacy so my 2 year old daughter could see a doctor. Unwate to my 
knowledge he was not a doctor but a pharmacist  and he couldn't help me in any way shape or form. 
So after sitting in a room for over a hour he eventually sent me to a doctor to learn my daughter had a 
chest infection. And all this to save money so people dont go to the doctor. It's a disgrace.  

 Ambulance not required, only advice. Made me more anxious about the situation and then dispatched 
Ambulance after I refused. Do they think I don’t have the capacity to make my own decision???? 

 Very helpful and asked everything they had to and where so understanding  

 Good way to get advice but can take a while to get through to someone  

 Very quick service get the answers your looking for  

 Excellent service 

 Very good service 

 First class service 

 Prompt intervention by caller/doctor proved to be very good. 

 Very good advice 

 Waited too long to get an answer. 

 The staff are always reassuring and send assistance when required. 

 She was lovely, friendly & patient. Explained everything. 

 Excellent service. Polite lady. Good reassurance. 

 Very helpful  

 The team are always calm and as helpful as they can be  

 Get to speak to a professional  

 Fast and effective  

 I called for assistance for my son being ill with high temp and shorter breath than usual (not 
dangerously shallow) I was hoping for advice to help make him comfortable through night or even out 
of hours doctor. 111 followed a series of questions and resulted in an emergency ambulance being 
requested. This was far too extremely and I requested it immediately cancelled. So I took him to A&E 
as an ambulance is not required.  He had a chest infection. I really feel for your teams being as 
stretched when 111 are following process and calling ambulances for such cases. A lot of people 
would have let that ambulance turn up and someone more needed may have required it. I hope 111 
can improve processes so ambulances cannot be called for such cases as mine. 

 As a patient requiring medication the many questions, although appreciative of this, can be very 
confusing and overwhelming at the time. 

 Very helpful staff. 

 Very good service and advice. 

 Excellent advice. 

 Quick and efficient response. 

 They are good but ask too many questions. 

 Because I find them helpful. 

 Easy to speak to and had an appointment within 1 hour. 

 Because you felt so ill you can't answer the questions get too tired and painful and I live alone. 

 I rang on Sunday am as I had fallen on Saturday night walking the dog. I was worried about my nose 
and knee. I fell on my face. They made doctor appointment for Monday! I had broken nose and knee! 

 It is sometimes the only option available (best option available). 

 Professional advice from an expert. Quick and efficient service. 

 Had to call for my 16 year old son, received fantastic assistance over phone. Ambulance arrived 
promptly. 

 Very prompt phone call back, appointment made at local hospital within 20 minutes. 

 Quick answer. Someone listened who seemed to know and understand my problem, resulting in 
sound advice and action. 

 A very helpful, useful service. 

 Call was dealt with in a caring manner. 

 It's the only service I know of out of hours other than A&E. 

 Waste of resources from NHS. 



  

 

 It is essential you get help and this is the only service for that. 

 Very quick and efficient, very patient with me. 

 They were efficiently although the entire process is lengthy. 

 Because it was easy. 

 Because there are many people who do not own their own transport and our service is an important 
reassurance. 

 Easy to get through and talk about what is wrong. 

 Live near bus service to the new hospital. 

 I do not think 111 is effective as a service. 

 Because there are some problems, medical issues, that needs to be seen before advice can be given. 

 First class service. 

 Because I did not ring. 

 Third time I have used the service and the advice and outcome has been correct for my illness. 

 As they offer advice and give you directions. 

 Good advice, quickly answered. Very professional service. 

 I was seen by a OOU GP quickly who prescribed the appropriate medication to clear my symptoms. 

 Helpful. 

 Satisfied. 

 Great for out of hours assitance. 

 Quickly answered told me a doctor would ring and all was sorted in 30 minutes. 

 Comprehensive, caring, supportive advice. 

 The care staff were very informative, asked all the right questions. The ambulance crew were polite, 
helpful. 

 Son - breathing. 

 I got sorted out as quick as they could. 

 I found the advice very helpful. 

 Very efficient service, and I was not panicked by the person on the phone. 

 Very quick when we’re called and very polite towards me  

 I was promised a referral to a dental hospital within six hours. I waited six hours which took me to 
midnight. I did call twice during this period and was reminded it was within six hours 

 Questioning mental capacity after refusing Ambulance  

 They help me get sorted with me mams tables  

 Was asking advice and I was given the advice quickly  

 Very caring 

 Professionalism of staff, second to none 

 Prompt efficient service resulted in seeing doctor then intervention by hospital. 

 I was very dissatisfied as I was asked the same questions after being passed on to different nurses. 

 I have called twice and each time the correct advice in a suitable time frame was given. First sent a 
paramedic which was needed. Second given advice and told to see GP next day. 

 I liked how friendly she was, she didn’t make me feel like I’d wasted her time. 

 Good manner of call handler. Felt reassured. Gave good advice. 

 The processes the 111 agent had to follow resulted in an ambulance being called for a chest infection. 
I refused an ambulance as it was not required. I feel for you 111 team and ambulance staff 

 I felt like the call handler was reading from a script and sticking to it demonstrating as a result less 
human qualities than I know they could or would like to have been able to. 

 Helpful staff. 

 It's always awful when your children aren't well. I felt reassured and was able to get her in to see a GP 
within the 8 hour timescale I was given. 

 I was unsure of how quickly I needed to visit the doctor. I was reassured and saw a doctor the next 
night at the surgery. 

 Helped me remain calm and just felt reassured. 

 The 111 service was really great with helping me and got me to hospital very quickly and looked after 
me really well. 

 They were very good to me and very helpful as well. 

 Talk through too long for me, as I am terminal and alone can't manage to really speak for myself when 
I am taking a bad turn. I gave up and hope it goes away tomorrow. Sometimes it passes! 



  

 

 I was not seen by a doctor until Monday am. I had fallen Saturday evening walking dog! I felt on my 
face and hurt my knee etc. The doctor sent me for x-ray, I had broken bone in knee and broken nose. 
Doctor said I should have been checked earlier! 

 I find it rude as a senior carer with obs training I don't get the same respect as a nurse when calling for 
my residents. Also RMN's don't get the same respect as RGN. We all work in the health care industry 
and are all trained to look after our clients. 

 Private and confidential discussion with a health care professional. 

 I was directed to the relevant treatment. 

 As I was unable to take my daughter (get an appointment) with anyone at GP surgery and as she has 
special needs and was obviously in pain, was advised to ring 111 and they made an appointment at 
Urgent Care Centre for her the same day. 

 That she realised that I needed an ambulance. 

 Irrelevant questions. Time taken before a doctor rang. 1st time doctor came out for a problem. The 
2nd time, doctor didn't come out, told me to go to the surgery, wasted time. 

 Waste of time. 

 I was unable to follow the advice as I was home alone with my 2 children however I was reassured a 
doctor would call me instead of me attending A&E immediately. 

 Very professional. 

 They were able to deal with my problem swiftly and I was able to collect what I needed the same day. 

 Very helpful. Two hours for ambulance and to wait a good while to be seen to. 

 Phone call answered promptly, advisor pleasant problem dealt with satisfied. 

 Very polite and caring call handler. He explained why he would get a clinician to ring me back. 
Clinician rang back, knew exactly what was needed and within 10 minutes I attended a local PCC. 

 I was especially pleased to be given an appointment at a time that met my childcare and work needs. 
Thank you. 

 Too many questions read out from a list on a computer program. 

 Could not tell me if Hartlepool had an A&E. So I went to Durham which I knew had an A&E. 

 I have used 111 service. Many thanks and always been very satisfied with the help and the services. 

 Satisfied that if adviser cannot help they will send ambulance out or provide a phonecall back from a 
GP or a qualified nurse will call back. Never been left with no further advice. 

 All questions were relevant to my condition. Told me they would get a doctor to ring which she did and 
I had a prescription within 50 minutes of ringing. A very helpful service. 

 When your child is unwell, the constant triage of the same questions can be annoying and frustrating. 

 Doctor was very good. 

 Efficiency in booking immediate appointment with urgent care [unreadable comment] at RVI. Doctor at 
RVI (a GP) unable to refer me to relevant clinic because he was not my GP. Had to book appointment 
with own GP to get referral. Seems like a waste of NHS resources. 

 I was really happy with the service  

 The call centre did not follow through with the service she offered me. 

 

 

  



  

 

 
 

Social Media Update (December 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, 10 January, the NEAS Facebook account had 9,575, 

likes, up from 9,119 likes in December.  

  

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 December:   

 Amazing crew!!! Arrived in minutes of our 999 call today to attend our 16 month old boy. 

Delivered the utmost care. Can’t thank them enough!!  

 Absolute disgrace. My grandfather was informed he needed a blood transfusion and that the 

doctor would be getting in touch to get him an ambulance to the hospital. This information 

wasn't passed on and he was waiting around for 3 hours before having a fall. My grandfather 

has multiple illnesses and wasn't considered priority. Ok fair enough as he wasn't 

unconscious. After speaking to the ambulance service multiple times and finally being put 

into priority it's is now the 10th hour that he could have been on the floor if it wasn't for us 

managing to lift him into bed. So now is almost the 11th hour of waiting for an ambulance 

and being on priority for 5 hours ago still no sign. 

 An amazing team of paramedics saved my sisters life on Christmas Eve evening, not only 

did they save her but they supported my Mam and dad who were extremely scared and went 

back to speak to them when she was in resus and then when my brother got there checked 

on him , they were there within minutes of a call . We can never thank them enough ! 

 My mother who is 80 yrs old was found on the floor after a fall at 3pm, when a neighbour 

called in to see her. she called an ambulance but the person on the other end of phone said 

as she was not bleeding or unconscious it was not an emergency and an ambulance would 

be dispatched when available!! She was in agony and had to wait until 7.30pm when my 

sister finished work to take her to hospital as no ambulance came, this is absolutely 

shocking. Disgraceful treatment by NEAS. 

 I would just like to pass my thanks to xx and xx who attended me this evening, they were 

both extremely professional and funny and made the whole experience a lot better. They are 

a credit to the profession and the nhs. 

 

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, my stepson was attended to by paramedics and taken to hospital we just wanted to thank 

the paramedics for saving our son. 



  

 

 So tonight an ambulance crew attended a call as I was about to leave work for the night. 

Unfortunately due to the small car park the crew had to leave the ambulance parked blocking 

the only way in/out..... Please bare with me because I am NOT going to complain at all 

because at the end of the day that could of been my dad/grandad/uncle in there. What I want 

to say is what really saddened me was the fact that even with all the backwards and forwards 

of the paramedic she came over to apologise to me and say they would be as quick as they 

could be. She shouldn't of felt the need to say sorry ever. After the recent Facebook post 

about the man leaving a note on the windscreen of an ambulance over the drive these ladies 

and gentlemen shouldn't have to worry about anything other than attending the sick and 

injured. You all do a fantastic job, you don't get paid anywhere near enough and what you 

have to put up with day to day is no easy feat and I say that because I am in the care 

industry. Wishing the gentleman a speedy recovery. 

 The service I got on that day was more than amazing helped me thou everything and came 

quick. I couldn’t thank him enough.  

 I was on my own in a field with a man who had had a cardiac arrest last week 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. Thankyou 

 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 and she is carrying your bear everywhere 

with her! 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 

everyday  

 Just want to send a big thank you to the ambulance crew that picked my gf up and took her to 

A&E today. They took good care of her and apparently the student paramedic was very good 

in informing her family and myself with her phone. She even said she’d hire him as her 

personal pa! So big thank you! 

 Hi! I had a kidney stone passing through my system two days ago. After a heavy night in the 

hospital, I was taken along to another hospital. The two paramedics who took me, were 

absolutely incredible. They were great guys who relaxed me and my girlfriend, and the made 

the journey a fun experience. I would like to thank them and every other paramedic and NHS 

staff-member for doing them jobs so brilliantly over the Christmas period All the best 

 Hi. I suffered a cardiac arrest while playing football. I was saved by CPR by two fellow football 

coaches who were talked through what to do by the operator. The two ambulances that 

attended undoubtedly saved my life. When I came around in the ambulance the paramedics 

were absolutely superb. They were comforting my wife and me and explained everything they 

were doing. They handed me over to A&E at Hospital whose staff were also superb. I would 

like to thank the paramedics for saving my life that night. I don't know if you are allowed to 

pass names out or just to pass on my thanks. Me and my family would really like to thank 

them personally. I know they will say they are only doing their job (as most NHS staff do). 

That is right but they had a profound impact on me, my family and friends. Thank you.  

 Can I suggest an amendment to your telephone protocol. Last night we were driving home. 

We found a man collapsed half on the pavement, half on the road. It was 2am, and -2 

degrees. We called 999 as he was incoherent, and said something about a stroke. We had no 



  

 

idea how long he had been actually lying there, or no idea what had happened. I had to go 

through a series of questions before the ambulance could be dispatched. Clearly I was unable 

to answer them, for example, has he developed a rash over the last few hours!!! Also I had to 

ask for the police to be despatched. Surely in this type of situation an emergency ambulance 

should be allocated immediately? I was told it could be up to 18 minutes to arrive, and the 

pointless questions added even more time to a potentially life threatening situation. 

 Hi just want to say a big thank you to all concerned when my wife was very ill the crew was  

first class and caring people. 

 Twitter 

At the time of writing, the NEAS Twitter account had 11.1k followers – up from 11k followers in 

November.  

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 December: 

 I’ve never had to call 999 in an emergency before but @NEAmbulance arrived within 8 

minutes and were amazing! These people need paying all the money in the world! (my son) 

had a fit in the car whilst out shopping today. They took him to hospital to be checked out. It 

was a combination of viral infection/teething and fever. Scary stuff but everyone has been 

amazing!  

 The biggest and most sincere thanks to @NEAmbulance and @CDDFTNHS for helping me 

today. Honestly don’t know what I would have done without you. #thankyou  

 @NEAmublance why is my disabled 85 year old mother in law still waiting since 5pm for an 

urgent ambulance to take her to hospital? GP advised her condition would be fatal, my wife 

has been anxiously waiting at hospital since 5.30pm??? @NEAmbulance No ambulance by 

11pm, my wife went and pick Mother in Law up took to hospital, disgraceful. After being at 

the hospital for over 7 hours my wife got home at 1.40am just not good enough  

 @NEAmbulance my FIL has currently been waiting 5 hours for an ambulance after his false 

hip has dislocated! #weneedmoreambulances  

  @NEAmbulance My Dad’s false hip popped out. In pain. Now waiting 5 hrs and no 

ambulance  

 Thank you to @NEAmbulance for your swift response yesterday in getting my wife to 

hospital to give birth to a healthy baby boy with 20 mins to spare.  

 Thanks to @NEAmbulance staff last night and @intuMetrocentre staff in ensuring my father-

in-law got to hospital as quick as possible after having a seizure on the way to see 

@starwars #thelastjedi  

 After my 91 yr old mother’s experience at the weekend, I can’t think why. She didn’t even get 

a call back to discuss #cutshaveconsequences  

 Massive thank you to the @NEAmbulance crew who attended my Dad yesterday, absolutely 

brilliant and reassuring.  

 @NEAmbulance when is 2 hrs not 2hrs? when it’s going on 3 and still no sign when your son 

is screaming in agony.  

 

 

 

 

Patient Engagement – December 2017  

 



  

 

Date Organisation Details 

07.12.17 
Darlington Organisations 
Together  

111 Roadshow 

07.12.17 
Gateshead Older Person 
Forum  

111 Roadshow 

18.12.17 Berwick Town Council  Service Presentation  

20.12.17 
Sedgefield Patient Reference 
Group 

111 Roadshow 



  

 

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) 2,834 580,538 89% 5% 1,653 864 134 67 81 35 

England (excluding Independent Sector 
Providers) 2,342 536,361 89% 5% 1,375 713 106 54 65 29 

Selection (excluding suppressed data) 2,834 580,538 90% 5% 1,541 776 114 58 66 32 

ISLE OF WIGHT NHS TRUST 25 1,166 100% 0% 25 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  782 23,138 93% 2% 340 391 28 16 1 6 

IMPERIAL COLLEGE HEALTHCARE NHS  262 27,301 77% 10% 114 89 29 6 21 3 

LONDON AMBULANCE SERVICE NHS TRUST 3 888 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS  239 7,813 81% 10% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS  2 84,410 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  121 52,774 93% 3% 104 8 3 3 1 2 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 17,690 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  3 76,949 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  117 39,264 95% 3% 87 24 2 1 2 1 

SOUTH WESTERN AMBULANCE SERVICE  258 76,167 81% 10% 157 53 12 12 15 9 

SOUTH EAST COAST AMBULANCE SERVICE  530 128,801 94% 3% 436 60 12 7 10 5 

SOUTH CENTRAL AMBULANCE SERVICE  461 39,279 87% 6% 251 150 28 12 14 6 

NORTH WEST AMBULANCE SERVICE NHS  31 4,898 90% 10% 27 1 0 1 2 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 2,834 580,538 89% 5% 1,653 864 134 67 81 35 

THAMES AMBULANCE SERVICE 2,342 536,361 89% 5% 1,375 713 106 54 65 29 

           

 
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) 240 200,192 93% 6% 211 12 2 5 9 1 

England (excluding Independent Sector Providers) 240 200,192 93% 6% 211 12 2 5 9 1 

Selection (excluding suppressed data) 240 200,192 93% 6% 206 12 2 5 9 1 

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

LONDON AMBULANCE SERVICE NHS TRUST 0 25,034 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 1 14,642 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  134 8,468 99% 1% 125 7 0 0 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 17 15,568 76% 24% 12 1 0 1 3 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  4 30,886 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  31 19,398 90% 10% 27 1 0 1 2 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  6 27,232 100% 0% 6 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  11 21,154 91% 9% 10 0 0 1 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 14,832 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 36 22,381 81% 11% 26 3 2 2 2 1 
 

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

 

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

