
 

Friends and Family Test – January 2018 

ational 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) 

 

ackground 

 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 

177 96 1.8 

Patient Transport (PTS) 47 93.6 4.2 

111 Service 119 82.4 10.9 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

January 2018  

    96% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 97.8% Negative themes = 2.2% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support 

Positive     
free text 

Comments 

 Ambulance arrived within 8 minutes. Crew was very helpful 
and explained all symptoms to me clear. 

 Speedy friendly service from both guys, these guys could 
not be paid enough money. Many  thanks. 

 Crew that visited were friendly, helpful and cheerful. This 
was during the night where many people would be grumpy. 
Felt at ease at all times. 

   



  

 

 

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

January 2018 
 

Number of Responses 

Online Surveys (Friends and Family Test) 10 
Total: 177 

Postal Surveys 167 

Activity   

Number of see and treat patients for the month 8,496 

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  166 96 - 4.1 

Extremely Likely  157 90.8 +0.1 

Likely  9 5.2 +1.5 

Neither likely nor unlikely 3 1.7 +0.8 

Unlikely 1 0.6 -0.3 

Extremely unlikely 2 1.2 -2.5 

Don't know 1 0.6 +0.6 

Trend Graph 

   



  

 

Free Text Summary 

 Free Text 
Comments  

Positive 
Total 

Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship 
Themes 

161 51.4 1 14.3 
  
  

1 Emotional Support 48 15.3     
Reassuring/put at ease 1.1 29 9.3     

Caring 1.2 19 6.1     

3 Quality of staff 
/professionalism 

102 32.6 1 14.3 

Knowledgeable 3.1 5 1.6     

Good/Excellent Staff 3.2 60 19.2     

Friendly staff 3.3 19 6.1     

Understanding 3.4 4 1.3     

Helpful staff 3.5 14 4.5     

Attitude 3.6     1 14.3 

5 Kindness and 
compassion 

11 3.5     
Kindness 5.1 10 3.2     

Compassionate 5.2 1 0.3     

Transactional 
Themes 

152 48.6 6 85.7             

6 Timeliness and 
access to care 

42 13.4 4 57.1 
Quick response – 111  6.1 1 0.3     

Quick response - Ambulance 6.2 41 13.1 4 57.1 

7 information 
communication and 
education 

20 6.4 1 14.3 

Good advice 7.1 5 1.6     

Good explanation 7.2 12 3.8     

Communication with patient 7.5 3 1.0 1 14.3 

9 Co-ordination and 
integration of care 

    1 14.3 Treatment at other service 9.2     1 14.3 

12 Quality of Care / 
Service 

68 21.7     

good /excellent service 12.1 31 9.9     

Helpful  12.2 4 1.3     

Efficient 12.3 6 1.9     

Good outcome 12.5 1 0.3     

Good care 12.7 26 8.3     

13 General / Other 22 7.0     
General 13.1 8 2.6     

Thanks  13.3 14 4.5     

Totals 313 97.8 7 2.2     313   7   

 

ECS See and Treat  Narrative 

 FFT Score for the number of patients likely or extremely likely to recommend the service has 
increased by 1.6% to 96% 

 Returns have increased this month by 108 to 177, this the highest number of returns to date 

 The number of See & Treat cases have decreased  by 376 to 8,496 

 97.8% of free text comments were positive. There were 4 main themes: quality of staff and 
professionalism scored 32.6%, The main sub theme was excellent staff.   Quality of care & Service  
21.7%, the main sub themes were excellent service and good care. Emotional Support 15.3% 
Timeliness and access to care 13.4%. 13.1% (41) of positive responses related to quick response 

 2.2% of all free text comments were negative, 1 of the comments related to care at another service. 4 
responses realted to timeliness,  

 Demographics, age: Over 65 years 71.4 %, 45-64, 21.5 %, 25-44, 4 % Disabled 68.9%; Gender: 
Female 53.5%, Ethnicity: White 97.1%, Data is only collected for sexual orientation and faith online 

for this survey. Heterosexual  100. %, Christian: 50 %,  30 % no religion or prefer not to say. The 

number of responses was very low to both questions (10 responses)  

 National Comparative data for December 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 (94%), 7% higher than 
the national average. We are 3rd for the percentage of patients said that are unlikely or extremely 



  

 

unlikely to recommend our services (5%) 5% lower than the national average. As the response rates 
nationally are very low we should use caution when comparing data. 

 

 

Free Text Comments 

The absolute professionalism of crew member 0030 was superb. He put me at ease and I felt totally safe in 
his care. What an outstanding, caring person I cannot praise him enough! 

The three medics were very professional very kind and caring , don't miss anything, a big thank you ,to all 
three   

The paramedic arrived very quickly - dispatched by NHS 111 rather than 999 call. I would not have 
considered an ambulance as I know how pushed they are at moment and for fear of making a fuss.  

I have just been visited by your services and I would like to commend your services very highly.  An 
ambulance arrived very quickly from making my telephone call, the area they came from was Redcar, I 
waited only 10 minutes whereby the crew were here.  On arrival there were two very professional 
paramedics called [names removed}  both of whom were very courteous and professional. was extremely 
knowledgeable and very quickly and calmly started her assessment.  This assessment was both professional 
and thorough as  she undertook all the diagnostic testing. Right throughout the visit both paramedics made 
me feel like a human and they explained all the tests as they were undertaken. 

What I particularly like was that although they had to record their findings into pieces of technology 
they took the time to listen to me, never rushing me throughout. I would like to make a special 
recommendation and big thank you to [name removed] because she was the first professional who 
listened extremely carefully ,picking up on one particular symptom I was suffering with.  Please could 
you pass my many thanks to her.  

Paramedics were brilliant with my son really made him at ease  

I was having an acute asthma attack and required assistance. 

Speed knowledge and friendly staff 

Took all my problems in their stride with efficiency and good care 

Excellent prompt attention by your crew – [names removed] - They were kind and understanding doing a 
tough job. 

Prompt service from 111. Ambulance arrived very quickly and crew were very friendly and helpful. 

I was choking on a piece of meat but it came out before paramedic arrived but her was so caring, a credit to 
you thank you so much. 

I feel I was thoroughly examined and listened to. 

The paramedics who came to help were wonderful, extremely professional, caring and attentive. Many 
thanks for the courtesy shown. 

Wonderful attention and express response. 

The paramedics were marvellous. Did not rush me or make me feel a nuisance. Excellent service. 

Very friendly and helpful. 

They were very helpful and most polite and gave me some good advice. 

The staff do an extremely good job and are irreplaceable. 

Rapid response and reassurance on condition. 

Very polite, friendly, attentive, caring and understanding. 

The paramedics were very thorough and sorted out my reaction to the tablets. 

My son had changes to his breathing. Phoned 111, after answering questions an ambulance was sent. They 
arrived soon after call. Both were professional and spoke to my son in a manner he could understand. 
Received excellent service and believe these service personnel do an amazing job on a daily basis. 

My husband fell on Friday 14/12/2017, we wait ed two and a half hours for paramedics they were very good. 
He is now in respite care. NO visit from GP. Feel annoyed because no follow up from anyone. 

I was dealt with quickly and efficiently. 

The paramedics were kindness [unreadable comment] but were totally professional all the time. A credit to 
their profession. 

Professional, caring and supportive. Thank you. 



  

 

After calling 111, the adviser recommended a visit from nearby paramedics. They arrived quickly and gave 
me a thorough examination because of my chest and back, due to my asthma problems and as I was 
suffering from a severe cold virus too. The also checked my stats, which proved to be normal and went on to 
give me some helpful advice on my condition, the cause and how to manage the symptoms along with my 
medication. The 2 medics were very polite, friendly and reassuring. They left me feeling a lot happier about 
my situation on the run up to Christmas Day. Thanks guys. 

Quick and helpful. 

Extremely prompt and efficient service. 

Excellent service. They attended in about 20 minutes. Gave me a good examination and really set my mind 
at rest. Cannot give them enough praise. I was also given medication and a clear explanation. 

Pleasant and very polite. 

Prompt, professional, caring and intelligent. Help provided to my wife, who had suffered a minor 
haemorrhage. 

Very professional. Very calm. Explained situation clearly. Gave good advice and very supportive in the 
circumstances. 

Very good at his job, explained well. 

Appreciated all the help we have received over the last 18 months. A big, big, thank you. 

Excellent service. Paramedic very polite and did a 1st class job. 

Pleasant, polite and professional. 

Paramedics always pleasant and helpful and spend time with patient and member of family will explain step 
by step and advise if hospital would be best or if OK to stay at home also to phone back if things change. 

Excellent response. Excellent care. Excellent team. Excellent aftercare. Info given. 

Excellent service. 

After a fall in my own home it took ten hours for an ambulance to arrive to check me over. If, at age 90, I am 
low on the list of priority, there would be no point in making the call. The ambulance service cannot 
effectively deal with the number of emergency calls it received. I do not want to add to the list. 

Incident number [removed]. Had a huge panic attack 12 weeks past. Was convinced it was another heart 
attack. The lads were so kind, considerate and patient, explaining what they were looking for on ECG way 
after I'd calmed down and knew it was then anxiety attack. Although I decided to go to hospital I can't thank 
them enough for their reassurance. Someone please thank them from me. Amazing service. 

Fantastic people, excellent knowledge. Credit to our NHS. 

The paramedics that came out twice were very efficient. Explained everything very friendly. Put my mind at 
ease. Did excellent job. 

The crew who attended me were so nice, friendly and very professional. Put me at ease. Thanks. 

The paramedic that came was very reassuring and gave good advice which we followed. 

Had a fall and came out within 10 minutes. Very good. 

The service is the only means of obtaining help during the night time period. Particularly if you are 
temporarily incapacitated. 

Very caring even though they are stretched to their limits. Excellent service. Thank you. 

Extremely friendly and professional. 

The ambulance crew who attended to my mother were friendly, supportive, efficient and thorough. Excellent 
service. 

The paramedics were quick to respond and gave my husband a thorough examination. 

I found the man who turned up very friendly to me and accommodating to my dog. With him being Scottish I 
found it hard to understand him and he showed me irritation when I kept asking him and he showed no a 
really nice guy. As regards my treatment after that at hospital I felt I was prejudged the moment I entered 
because of the way I looked. I arrived with a spinal injury and was left to sit for three hours then told I would 
be seen three hours later. I left and will recuperate at home myself as I have broken my back before, rest an 
recuperation. 

I am 92 years old, had a fall and was bleeding heavily from my head and also my knee. I was sat on the floor 
for two and a half hours until an ambulance arrived. Two and a half hours is too long to wait at my age for an 
ambulance. Paramedics gave me this form to fill in. They agreed it was unacceptable to wait two and a half 
hours for an ambulance. 

See attached. 

The service was very good. I owe my thanks to both of them. 



  

 

Thought they were very efficient. 

Because of the very good service and friendly staff. 

Apart from waiting seven hours. Very professional. 10/10. 

Infection, due to a water infection, doctor came seven hours later to give antibiotics. 

My satisfaction with treatment received. Excellent. 

The two paramedics were cheerful, polite and understanding of my feelings. They checked me over 
completely and id not leave until I felt they should. 

The paramedic was very caring and understanding my circumstances. 

St John's ambulance men were so nice and considerate. Really helpful in their diagnosis. Could not praise 
them enough. Thank you. 

The ambulance service response was quick, efficient, helpful, thorough and sympathetic. I could not say the 
same about the on-duty GP who refused the paramedics request for antibiotics. Thus I ended up having 
pneumonia. 

The paramedics were fantastic, listened to me, answered all my questions. Were very polite, friendly and 
professional. They gave me a thorough examination, saving me going to or into hospital. 

Very polite and caring staff team, also kind approach. the staff talked with me not over me. they nicely 
explained everything to me at my level of understanding. 

All personnel who came were very polite and efficient and made me feel very comfortable with their findings. 

Medics kind, friendly and efficient. the NHS is the singlemost important asset in this country. Its workers are 
magnificent, deserve a lot more support and the service needs fully funding - over to the politicians! 

Response was so quick and felt reassured by advice given. 

The ambulance was called for an 18 min response. After 6 mins we received a call from a mobile unit, car 
response who said he was on his way to see Mam. Upon entry until leaving, the gentleman – [name 
removed] -was entirely professional in every way possible. Very good and reassuring and top skills in every 
way. The treatment he gave on site was of the best I have seen at a home visit. He would not leave till he 
was satisfied Mam was OK. This gentleman is brilliant at his job and in my eyes went above and beyond his 
duty. Thank you for helping my Mam. 

The ambulance paramedics knew what to do and got straight on with it in a very generous manner and gave 
instructions for further care. 

Ambulance sent after 111 call, I was concerned after changing tablets I had developed severe diarrhoea and 
other symptoms. The crew spoke to doctor and gave me an action plan and further advice. 

I live on my own, they put me at ease, while doing all the tests, explained everything to me, could not ask for 
better service from overworked NHS staff. 

Very quick to respond. Very nice bedside manner. Thorough examination and explanation of why I was 
unwell. 

Paramedics were caring, professional and explained everything they were doing. They were excellent and 
could not thank them enough for the care they showed my 87 year old mum and I as her carer and daughter. 

The ambulance arrived very quickly and the paramedics were caring and helped me in every way they could. 
I cannot think them enough. 

The two ambulance men who came to my home were both very professional guys who did a wonderful job 
and both reassured myself and my husband. Good job guys. 

Very friendly and professional care and support. They put my mind at rest, going through various tests 
concluding I was on the mend. 

I had an emergency on New Years eve, the ambulance was very prompt, the staff were excellent performing 
in a calming and professional manner. 

When they called upon at 2PM they arrived very quickly, very thorough, helpful, pleasant and made sure I 
was OK. Made appropriate arrangements for my care. 

The two girls who came acted in a calm, friendly, efficient manner. We felt reassured by the time they left 
and can't praise them highly enough. 

Very professional crew. Friendly and polite and extremely caring in their approach. 

It's the only service available. 

Pleasant and friendly. 

Excellent, prompt response - very thorough with check - most helpful. It's a pity doctors do not take more 
notice of paramedics' recommendations. This would then reduce the number of visits to the doctor or 
emergency [unreadable comment]. 

The only alternative. 

Very professional. Extremely attentive. Very thorough. 



  

 

The crew that came out were lovely, they treat me with care and compassion and really put me at ease! 

Very professional visit. Introduced himself immediately and made me feel at ease. 

Because the two medics that came were brilliant. I could not fault them. 

Very reassuring and professional. 

You provide such excellent service. 

Good assessment of situation - brilliant response time. Very patient staff supported me the patient (aged 76) 
and my wife (68) to satisfactory outcome. 

I think the service is highly and confident. Thank you keep up the good work. 

Very helpful and comforting in their understanding of my situation. 

Crew were caring, concerned, showed us they cared as they spent few hours with us making sure everything 
was OK. [Names removed] gave 120 %. 

The ambulance [unreadable comment] doing a very good job. She was excellent in every way you could not 
fault her [unreadable comment]. 

The worker demonstrated knowledge, understanding, kindness, patience not only for the patient but towards 
ourselves as carers. 

Because the paramedics who saw to me when I had a fall in my home at night did not leave until I was 
feeling better and arrange an appointment for doctor at the hospital next morning. 

The ambulance arrived very quickly. The all male crew were very professional, courteous and considerate 
and very reassuring. They thought I had broken my arm and offered to take me to Wansbeck Walk-in Centre 
after treating me but advised me it would be quicker if driven by my husband. 

The two paramedics (male/female) who attended at my home were excellent. They were both very 
professional and got me sorted, explained everything they were doing and could not have been nicer. An 
excellent team. 

Crew that visited were friendly, helpful and cheerful. This was during the night where many people would be 
grumpy. Felt at ease at all times. 

I was very pleased to have all the main things sorted in my own home, in my own bed. In my case, they were 
fine, it was like given a gift! 

the ambulance crew were very prompt and very efficient, which helped me to relax. They reassured me that I 
was ok, they made me feel much better and I am very grateful to them. 

Brilliant service [unreadable comment] lovely paramedic. 

Because every time I get worried about my wife with her diabetes you are the best people to sort her out and 
you saved her life in 2012 when she lost her legs the ambulance took five minutes from [unreadable 
comment] hospital. [unreadable comment] 

Very good, and attending to my care 

I have had extremely prompt and efficient from the service. They are always extremely courteous, pleasant 
and caring giving me confidence when ill. 

The paramedic who came was  very reassuring, helpful and thorough. [unreadable comment] 

The paramedic was extremely efficient, kind and patient. [unreadable comment] 

The paramedic that attended me was very good and courageous. 

The main reason was there were very quick to come our under the circumstances they are good under the 
pressure. Very good. 

The team that attended me were very thorough and sociable. Thank you. 

The service was prompt, thorough and very helpful 

Prompt, caring and efficient. Both paramedics. 

I found him a very professional and caring person. [unreadable comment] He found what the problem was. 
He is a credit to himself and to the NHS. 

The urgently attended me due to a severe asthma attack. [unreadable comment] 

Quick and friendly attention. Paramedic arrived at house while we were still on phone to 111 service. 

Speedy friendly service from both guys, these guys could not be paid enough money. Many  thanks. 

First class service. 

Very professional. 

Good care in home. 



  

 

The ambulance men were very considerate and kind. Treat me with dignity and respect. Had a good sense 
of humour, which I think you should have in this kind of job. Best of luck to you all. 

Efficient, caring approach. 

Excellent service. Ambulance service that attended were pleasant, friendly and knew what they were doing 
and put the patient at ease. 

Very speedy, efficient, friendly. 

On Thursday 11th January I had cause to ring 111. I found both the person who answered the phone and 
the paramedic who came to be most helpful. The service was excellent (patient's wife). 

Staff were helpful, attentive, caring. 

Extremely professional, excellent personal manner, good communication. A very quick response time and 
able to rule out potential concerns and well informed. 

From start to finish I had brilliant care. Nothing was too much trouble. [unreadable comment] have to wait 
around long. Well done NHS. 

Excellent promptness and good humoured care done efficiently. 

Ambulance arrived within 8 minutes. Crew was very helpful and explained all symptoms to me clear. 

Look after very well. 

Paramedics came within 30 minutes after a fall. Picked mum up and got her in her chair, checked her all 
over and blood pressure etc. Calmed her down, didn't need hospital and wonderful paramedics. 10/10 for 
each one. Mam is 93. 

I was so pleased, they were excellent, could not praise them enough. 

Prompt, helpful attention. Everything explained. Kind, thoughtful. 

A very good service. 

On calling the ambulance service I had a very quick response. The female paramedic was brilliant in her job. 

I was put at ease straight away and felt in safe hands. The nosebleed I was having was [unreadable 
comment] straight away. Thank you. 

I am an epileptic with a serious heart condition and I need my parents to call an ambulance every time I have 
a grand mal seizure. They are all 1st class and brilliant every time we need them. 

The two paramedics who came out were lovely, really nice, knew what they were doing, professional, 
friendly and informative. Put our minds at ease. Can't fault them! Thank you. 

I had a fall in the ice. 

Outstanding, brilliant, world class. I'm fortunate enough to have not needed to use the NHS much in the past 
but when I did it delivered excellence at every level. Thank you so much! Absolutely spot on. 

The service was efficient and quick. The two paramedics dealt with my mother in a caring and kindly 
manner. They succeeded in getting her up out of bed and eating a biscuit, which I could not get her to do. 

I had to call an ambulance twice in one day and felt reassured that I should not feel guilty and that their main 
concern was the care of my husband. Both times (and in the past) the care was exceptional. 

Extremely patronising and condescending, saying that I should have arranged appropriate care for my 
father, from a situation that has arisen less than four hours ago. I am disgusted that my father who is still 
paying tax at 81 and served in the British Army, is a burden to N.E.A.S. and 111 service. [unreadable 
comment]. 

Most obvious. 

Service was amazing from both Newcastle team and Sunderland. Put me at ease, very informative. Much 
better than staff at Sunderland Royal Hospital. 

Everyone was so kind and helpful - it was amazing. 

They provide a very necessary and essential service to the patient. 

Couldn't fault them. Extremely quick. Very [unreadable comment] and pleasant. 

To have the satisfaction that there is help available when you have no one else to turn to. 

They were most helpful and pleasant. 

Very patient and helpful. 

Great service. 

The two paramedics who came to my assistance when I had fallen were very helpful, kind and thorough. 
They checked me out, gave advice and were very professional. This was the 1st time I had ever used this 
service. Rating 10/10. 

 
 



  

 

 

 

Patient Transport Service  
Friends and Family Test Survey 

January 2018 
 

     93.6% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 76.9% Negative themes = 23.1% 

Top positive 
themes 

Quality of care/service Quality of staff/ professionalism 

Positive     
free text 

Comments 

 Feel very confident when the ambulance turn up, always 
get the department were appointments are. 

 It is very efficient, reliable and the care off the crews. 

 There were no issues with my experience 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              January 2018  

Number of Responses 

Online Surveys  33 
Total: 47 

Electronic Tablet Surveys 14 

Activity   

Number of completed journeys for the month 51,939 

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  44 93.6 -1.3 

Extremely Likely  35 74.5  -11.9 

Likely  9 19.1  +10.4 

Neither likely nor unlikely 1 2.1 +0.4 

Unlikely 1 2.1 +2.1 

Extremely unlikely 1 2.1 +2.1 

Don't know 0 0 -3.4 

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 12 37.9               

1 Emotional Support 1 3.4   Caring 1.2 1 3.4   

3 Quality of staff 
/professionalism 

11 34.5   

Good/Excellent Staff 3.2 4 13.8   

Friendly staff 3.3 3 10.3   

Helpful staff  3.5 1 3.4   

Attitude 3.6 2 6.9   

Transactional 
Themes 

18 62        
 

  

6 Timeliness and 
access to care 

3 10.3 6 66.6 

Pick Up Times 6.5   2 22.2 

Booking the Service 6.8   1 11.1 

Late/On time for 
appointment  

6.10   3 33.3 

I need the service to 
access appointment 

6.11 3 10.3   

9 Co-ordination and 
integration of care 

  1 11.1 
Co-ordination of 
transport resources 

9.3   1 11.1 

12 Quality of Care / 
Service 

14 48.3 2 22.2 

Good /excellent 
service 

12.1 13 44.8 2 22.2 

Reliable/ Trustworthy 12.4 1 3.4   

13 General / Other 1 3.4   General 13.1 1 3.4   

Totals 29 76.9 9 23.1 Totals   29  9  

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
93.6% an decrease of 1.3% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 4.1%, 4.1% 
more than the previous month 

 We received 47 responses, a decrease of 12 compared to the previous month.  

 We continue to work with colleagues in PTS to improve opportunities for patients to provide 
feedback. Due to restructural issues we have struggled to achieve the outcome we desire but will 
continue our work. We have plans to engage our volunteer workforce more from March 2018 in an 
attempt to improve response rates and we have developed a volunteer patient experience job 
profile which we will be advertising in the coming weeks.   

 Geographical representation was poor, mostly from the RVI, James Cook and other. 

 The number of completed journeys was 51,939 an increase of 5,916 compared with December 

 29 (76.9%) of free text themes were positive a decrease of 12.1% compared with the previous 
month. The main positive themes were quality of care/service and quality of staff/professionalism.  

 9 (23.1%) of free text themes were negative an increase of 12.1% from the previous month. The 
main themes were timeloiness, pick up times, lateness and booking the service 



  

 

 Comparison with different service provision, we are not able to report on the comparison this 
month due to low returns 

 Demographics, Gender: 53.2% Female, 46.8 Male; Age: 48.9% over 65, 27.7% 45-64, 21.3% 16-
44 years old; Disabled: 85.1%; Sexual Orientation: 4.2% Lesbian, Gay or Bisexual and 83% 
Heterosexual, Faith: Christian 53.2, 36.1% No faith, 0% other faiths; Ethnicity: 93.6% White 
British, 4.3% BAME. 

 National comparative data for December 2017 indicates we are the 7th highest out of all 16 
organisations and 5th highest in the NHS Ambulance sector for response rates for PTS. We 
scored 5% above the national average for NHS organisations for the number of people who are 
likely to recommend us to patients (95%). 0% of patients would not recommend our service to 
friends and family which is 4% lower than the national average and the highest ranked service 
nationally. 

 

 

 

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

Not enough data this month to undertake analysis 

  
PTS 

Ambulance 
Taxi Car Service 

  No % No % No % 

Extremely likely and likely      

Extremely Likely       

Likely       

Neither likely nor unlikely       

Unlikely       

Extremely unlikely       

Don't know       

 

Hospitals 

Hospital  Number % of responses 

Darlington Memorial 1 2.5 

Freeman Road Newcastle 1 2.5 

Hexham General  0 0 

James Cook  6 15 

North Tyneside General 0 0 

One Life Centre Hartlepool 0 0 

Queen Elizabeth Gateshead 1 2.5 

Royal Victoria Infirmary 11 27.5 

South Tyneside General 0 0 

Sunderland Royal  0 0 

University North Durham 3 7.5 

University North Tees 2 5 



  

 

Wansbeck General  0 0 

Other 15 37.5 

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

 
 
Device Locations 

Device 
ID no. 

Location 
Active 

Responses 
Quarantined 
Responses 

All 
Responses 

23 Hawkeys 6    

24 Hawkeys 14    

32 North Tees 1  1 

33 North Tees    

35 Wallsend 6    

36 Pallion    

38 Hexham 8    

40 Blucher 5  5 

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham    

55 Blutcher    

66 South Church 16  16 

66 South Church    
 

 

 

Free Text Comments 

It is very efficient, reliable and the care off the crews. 

Very nice to me 

Friendly and helpful staff 

Late both picking me up from home and the hospital 

The experience was not outstanding but I could not have attended my appointment without it 

Pleasant experience 

The vehicle was late due to bad weather but the staff were very apologetic and did everything they 
could to make it up 

There were no issues with my experience 

Good service 

Good service 

Very good service 

Quality of service is wrong 



  

 

Good service and friendly 

Good service 

Good service 

Good quality service 

Feel very confident when the ambulance turn up, always get the department were appointments are. 

Good overall experience 

If I ever have to use the service again I hope they are on time 

Thank you 

Review the drivers performance and control 

Booking transport is very hard at times 

The head office needs a map of distances 

Future treatment over a few months planned. Cant get to hospital bypublic transport 

Unable to travel unaccompanied 

Staff was helpful and patient. We took some 20 min to sort out an issue with the power supply to the 
monitor. The staff waited patiently and helped us sort out the problem, instead of rushing and saying ' 
it's ok, we'll get on with it'. 

Service good most of the time. I have trouble sometimes getting in for treatment on time and also with 
transport after treatment. 

Mobility problems stops me being able to use publuc transport. Or driving. 

Excellent service  

Friendly happy drivers 

  



  

 

 

111 Service 

Friends and Family Test Survey 

January  2018  

   82.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 82.4% Negative themes = 17.6% 

Top 3  positive 
themes 

Quality of 
care /service 

Quality of staff/ 
professionalism 

Emotional 
Support  

Examples 

Positive free 
text comments 

 I was satisfied with everything and can’t thank them 
enough for the help they gave  

 I found the call handler very professional and felt that 
at such a busy time of year they dealt with the call 
effectively and compassionately.  

 My issue was taken seriously and I was reassured by 
the person I spoke to.  The service is always friendly 
and help as much as it can. 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

January  2018  

Number of Responses 

Postal Surveys  74 

Online Text Surveys 45 

Total 119 

Activity   

Number of 111 calls (answered) 83,272 

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

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  98 82.4 -2.2% 

Extremely Likely  75 63 -2.4% 

Likely  23 19.3 +0.1% 

Neither likely nor unlikely 8 6.7 +0.3% 

Unlikely 6 5 +3.8% 

Extremely unlikely 7 5.9 -0.5% 

Don't know 0 0 -1.3% 

Trend Graph  
 

  



  

 

Free Text Comments 
 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 49 28.4 7 18.9             

1 Emotional Support 14 8.1     
Reassuring/put at ease 1.1 12 6.9     

Caring 1.2 2 1.2     

3 Quality of staff 
/professionalism 

34 19.7 7 18.9 

Knowledgeable 3.1 2 1.2     

Good/Excellent Staff 3.2 13 7.5 2 5.4 

Friendly staff 3.3 4 2.3     

Understanding 3.4 2 1.2     

Helpful staff 3.5 13 7.5     

Attitude 3.6     5 13.5 

5 Kindness and 
compassion 

1 0.6     Kindness 5.1 1 0.6     

Transactional Themes 124 71.7 30 81             

6 Timeliness and 
access to care 

17 9.8 7 18.9 

Quick response – 111  6.1 14 8.1 1 2.7 

Quick response - Ambulance 6.2 2 1.2 2 5.4 

Ease of access 6.4 1 0.6     

Called back  6.10     4 10.8 

7 information 
communication and 
education 

14 8.1 
  
1 
  

2.7 

Good advice 7.1 11 6.4 1 2.7 

Good explanation 7.2 1 0.6     

Communication with patient 7.5 2 1.2     

8. Facilities     1 2.7 Transport Provided 8.1     1 2.7 

9 Co-ordination and 
integration of care 

11 6.4 7 18.9 
Links to services outside NEAS 9.1 11 6.4 5 13.5 

Treatment at other service 9.2     2 5.4 

12 Quality of Care / 
Service 

67 38.7 

  
  
9 
  
  

24.3 

good /excellent service 12.1 32 18.5 3 8.1 

Helpful  12.2 15 8.7 5 13.5 

Efficient 12.3 5 2.9     

Good outcome 12.5 8 4.6 1 2.7 

Good care 12.7 7 4.0     

13 General / Other 15 8.7     General 13.1 15 8.7     

14 Triage Process     5 13.5 
Questioning process 14.1     3 8.1 

Relevance of questions 14.2     2 5.4 

Totals 173 82.4 37 17.6     173   37   

 

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 2.2 % to  84.6% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and family has 
increased by 3.2% to 10.9% 

 There have been 119 responses, (45 text and 74 postal) which is 41 more than the previous month 

 The number of answered calls has decreased from the previous month by 11,868 to 83,272.  

 There were a fair number of comments 

 82.4% of free text themes were positive, this is an increase 1.9 % from the previous month. Quality of 
care/service staff scored highly at 38.7% with excellent/good service as the highest sub theme at 18.5%, 
Quality of staff and professionalism 19.7 % and Timeliness and access to care 9.8%. 

 Demographics, Age: over 65 – 26.7% 45-64 – 25.7%, under 44 years old – 45.7%; Gender: 70.5% 
female, Disabled: 33.7%, White British 92.4% , Christian 55.3%,  No religion 31.1%, Heterosexual 
84.57% prefer not to say 9.7% 

 



  

 

 

 

Free Text Comments 

Easy Of Access And Efficiency.  

I had a dentist emergency and was told to contact a dentist that doesn't do emergency appointments to new nhs 
clients. Then told if I can't get an appointment just ring around a few dentists. No help at all. 

They were helpful. Listened and gave great advice whilst calming me down and I got the best treatment for my 
child 

I got seen to quicker by use than my own gp 

saves going to a&e 

First time i called i was sent to a place that no longer exists 

2nd time was to a place over 30 miles from me 

3rd time they put me in touch with a doctor when i needed a dentist and told them on the phone about this, they 
disagreed, doctor phoned back and told me i needed a dentist. 

They listen and are helpful  

Well being concerned that I had something seriously wrong with me, terrified to the point would be the correct 
description. I called up and all I got was a woman with an attitude on the other end who showed no remorse what 
so ever.  

First time and the last time. Bad is all I can say!  

Cluless on the phone had to keep putting me on hold while she asked someone else. 

I had an alergic reaction to penisillin my tongue had swolen i was struggling to breath she asked if i could 
drive??? 

Got appointment for some 5 hours later. 

The nurse who called be back was horrible and rude. Not helpful what so ever.  

Friendly knowledgeable staff who helped with the situation promptly.  

Plain simple good advice given.  

Quick, effective and kind advice.  

Was very helpful would recommend  

Got the appointment i needed for my son quickly with no fuss ear infection was detected whuchbwas previously 
missed 

They were very helpfull 

Helpful supportive advisor went above and beyond her role to help me out. Putting patient needs first  

Did not call back for 10 hours.  

I was seen Christmas Day down out of hours due to phoning 111 and my little one had tonsillitis and chest 
infection 

I received good care and attention 

It's the only out of hours service of it's kind that I know of 

I felt my mam was safe in there hands  

My daughter was unwell and the 111 service enabled her to be seen and treated onthe same day  

My daughter took your advice and was admited to hos wiv pancreatice  

Very helpful.  

Problems quickly solved! 

The unpleasant nurse who phoned back. GP who I saw could not be bothered with me. 

They were very helpful. 



  

 

Relatively satisfied. 

Very useful when you have small children. 

Good service. 

The service was efficient and helpful. 

Very quickly and helpful response and very friendly. 

Helpful advisors. 

Not helpful for my query. 

Always helpful whatever time I call. 

A good, efficient way of getting advice and help out of hours or not troubling a doctor. 

Stuck in an A&E hospital with long waiting times.  Rang 111 and was seen locally within 90 minutes. 

Prompt, knowledgeable. 

Helpful advice. 

Very helpful and efficient. 

Call to you meant I got doctor's appt. same day. 

I was very impressed with the speed with which my call was taken. 

Helpful and friendly. 

Struggle to obtain the service required, e.g. out-of-hours GP, often sending an ambulance unnecessarily. 

Times I've had to use service staff have always been helpful and caring on the phone.  

When I have needed the 111 service for myself or my children and in one occasion an ambulance via 111 this 
service had been tremendous no matter what time of the day 

Happy with the answer 

Very friendly & polite call handler. Got me an appointment that same day. Very helpful  

It’s the advice for out of hours care.  

Service was quick and good 

Very professional and knowledgeable  

Ambulance staff arrived in around an hour as my terminally ill father had a fall at home and was due dialysis 
too.The paramedics got him asseed 

I rang about my son having severe toothache and was told there was no advice to give. 

It worked well. 

I was unable to transport myself as I was unable to walk. 

Really useful service when in need of healthcare advice. 

Because I the service is second to none. 

Very prompt caring service and very helpful. 

Very efficient easy to use and reassuring 

Took 5 hours to arrive 

It is very good 

The lady on the phone was very helpful + understanding 

Very kind and helpful. 

The operator was able to get me a GP appointment 

Good service 



  

 

Kept waiting. 

Helpful and friendly advice. 

Where else can you get help? 

Brilliant and considerate affection. 

Never had a problem with 111 service. Phones are answered promptly and the operators are always civil and 
friendly. 

There is little choice because when doctors are closed. They tell you to ring 111 only. 

Polite, straightforward, clear speaking. 

Quick response, with a polite assistant who got my prescription in record time. 

Very helpful and professional. 

It was a Saturday so no reply from doctor's surgery (closed). 

It put my mind at rest and explained the next course of action which the 111 service carried out. 

Not always helpful. 

Even though we called 111 to ask for advice, went to hospital as recommended but had to wait over 5 hours to 
see the doctor. 

Prompt and swift action. 

Resolved issue with appointment to see GP out of hours. 

Very helpful. 

I have had this service and so has my wife. The service was good, and the knowledge of the staff was also very 
good. 

Because they were so helpful. They booked my appointment and told me what it was. 

Burnt palm of right hand, very large blister. Received good advice. 

Great service and advice. I rand back a second time and the second man was great. Very helpful. Much better 
than my doctors. 

While wasn't that good an experience believe it is important option. 

Discharge of blood from back passage. 

Friendly call handlers but limited knowledge. 

Very helpful and clear. 

I think it's helpful in some instances for my own health. In other instances for example with young children, I think 
111 usually end up saying to go to GP or A&E so I usually just go directly there. 

High temperature, vomiting, delirious. 

Very prompt response. Clear communication. Good listener. 

Great mannerisms, people skills, efficient, punctual, self explanatory. 

Phoned 9:15am. Waited 2 hours, phoned again after another hour someone phoned to say a doctor would call 
me, but this did not happen and two hours later I went to a walk in centre at 1:30pm but couldn't be seen until 
7pm. 

It was good. 

Given options on other ways forward. 

Took too long to get the correct response to symptoms and access to hospital 

They instilled confidence 

They came within an hour of my phoning. 

The nurse who called us back didn’t let my dad get a word in ridgeways. She hurried him and only really listened 
to half of what he had to say. He was dismissed as having a bit of a UTI. He turned out to have 10% kidney 
function when we got to a and e. Waited hours and hours for a callback within 2 originally. I understand the 
pressures especially on New Year’s Eve but we just weren’t taken seriously enough. Nor could we find a number 



  

 

for NEMS directly so had to call back 111 for an update - which would have wasted your time as well as ours. I 
genuinely thought I was going to lose a parent because of the massive delays in getting him urgent help.  

Very  efficient  service  

They listen to your symptoms and then can decide the best outcome for you.  

None On This Occasion. 

Being in a lot of pain and quite scared they seemed to offer help which I was extremely grateful for but in reality it 
was no help at all. It made me more stressed and panicked. They said to seek help within 12 hours. I had to wait 
7 days before I could get an appointment with a dentist. 

I was satisfied with everything and can’t thank them enough for the help they gave  

some questions are not very good at getting to advice if my daughter is screening in the background why do i 
need to tell you multiple times she is breathing  

Phoned numerous times, spoke to numerous advisors, still didnt receive any help.  

They recommended i use the new drop in service at asda. when i attended with mt toddler they could not treat 
her as she had been having temps and would need antiobiotics which they cant prescribe in that service  

None of it!  

I would not call again in future i would dial 999 or go to a&e 

Initially 111 caller was great no problems at all it  

Call handler was excellent, very professional and polite, couldn't have asked for more. The service I received at 
dmh primary care was less than satisfactory however.  

On this occasion no problems 

They were veryhelpfull they got me appointment  in the hour 

Patient centred care and compassion. Advisor put me at ease  

Satisfied 

I had to speak to 3 different people to ultimately be told they couldn't help and I should attend walk in the 
following morning. 

The urgency of the way they dealt with the situation  

Call answered quickly, staff member was helpful patient and caring  

Asking questions  

I found the call handler very professional and felt that at such a busy time of year they dealt with the call 
effectively and compassionately.  

The call handler was fine, no problems. The nurse who phones me was made to feel like I was wasting her time. 
GP could not be bothered with me and I came home [unreadable comment] Basically said there was nothing he 
could do. Two days later phone 111 again. COmplete opposite treatment. Excellent service especially off GP 
and nurse at surgery and call handler excellent. 

I was satisfied as they told me to go straight to A&E. The second time they sent an ambulance straight away. 

Quick. Got to see a nurse practitioner. 

I was very pleased that 111 finessed an appointment with a practice nurse at my surgery on the same day that I 
sought help. 

I am satisfied. 

Did not answer the query I asked for. Gave unrelated advice. 

My issue was taken seriously and I was reassured by the person I spoke to.  The service is always friendly and 
help as much as it can. 

Good empathy and understanding. 

All positive-no dissatisfaction. 

Got answers to my concerns. 

Gave me advice on my problem as I was unable to get appt. at my G.P. Surgery. 

I was very pleased to have someone to advise me.  I felt they knew what they were talking about. 



  

 

Some of the questions aren't relevant to you after you have told them your symptoms, e.g. severe stomach pains 
and then asked if I was bleeding anywhere! 

When attempting to arrange an out-of-hours GP visit, and ambulance is often dispatched, then paramedics 
arrange the GP visit. 

Satisfied with the care and attention of call handler as well as help and advice I received once I attended 
appointment that was given.  

Timing I’m wich they could get me to see a doctor really was great, although this was a week day and the middle 

Of the night, but still impressive  

Call handler very frisoon badly and helpful but was advised to go to walk in centre 

  

Arrived to be told possible fracture but they couldn’t x ray and to go and wait at a & e where there were signs 
saying to go to walk in centre for breaks!!  

Phoned my dr initially at 5pm. Advised to phone 111 at 6. Not seen until 11pm then sent to hospital. My son is 9 
yrs old! I knew it was tonsillitis as he has had it before but it took 6 hrs to be told that.  

All the service for myself that day was good 

N/A 

The call handler was very calm and efficient. 

Overall very satisfactory the driver I had was very helpful, courteous and patient. 

Handler was professional and quick to ask medical advice from health professional so my problem was dealt 
with over the phone without needing to go to GP or pharmacy. 

I was able to go to the urgent care unit and I got treatment that helped me. 

Help was sent very quickly to assist my elderly mother. 

Professionalism and calm attitude 

Very pleased with the service 

The lady managed to get me a doctors appointment the next day on Christmas Eve as it was about 9pm when I 
phoned 111 

111 was able to get me an appointment with a GP at the one I was registered with. I has tried for 2 days and 
could not get one. 

The service providers were understanding and caring. 

It was good to know I could call back if I still had a problem without feeling like a nuisance. 

The ambulance service was so [unreadable comment] I had to get to the hospital on my own. We had to find a 
friend who could come help my wife and myself because of a serious nosebleed (over an hour). 111 told us that 
the ambulance could not come for several hours. The next day returned to the hospital after a 999 call and 
another heavy nosebleed. 

Told to go to Pharmacy at Asda. When I got there she did not know of new procedure, e.g. can write 
prescription. Had to re-ring for appointment with doctor at centre. Therefore feel should have been given 
appointment in first place. 

Helpful, considerate, attention to detail. Extreme care. 

Always very satisfied. 

On calling 111 I had given the landline phone number, later on we realised there was a fault on the line and I 
rang to inform them and give moblie number to pass on, hours later we were still called on landline number 
which luckily was working again. So my mobile number was not passed on and we would still be waiting for ring 
backs. 

No problems at all. 

Everything was fine. No problems at all. 

It was a medication issue and the caller was very good. I have used 111 a few times and have always found staff 
very helpful. 

Very satisfied, staff made an appointment for me at Alnwick Infirmary. 

Reassuring, they contacted the person who was in the best position to advise and I received this call within 30 
minutes. 



  

 

See attached sheet. 

That at times they need to speak to the client. This is not possible with some of our clients having advanced 
dementia. 

Staff were kind/helpful and listened. Good advice. 

The 111 service, as well as the whole NHS. Works extremely hard to give the best service possible as far as I'm 
concerned. A thought though, to give service to someone with real urgent need, rather than people who get 
drunk and fight and cause problems. These people should pay for their stupidity. 

I could not find anything thing wrong with the 111 service. They were on the ball in appointments the phone call. 
All patient and caring, everything one needs. Excellent work. Keep it up. 

All very good. 

Both call handlers provided the same advice, which reassured me that carrying on with the same process I had 
been told on the first call along with a doctors appointment would work. At least in the short term, as I have an 
ongoing problem. 

I had enquired regarding risks of taking two different by per of tablets for ailment (gout). I just got impression 
person didn't know the answer so was none the wiser. 

Very satisfied with advice given, and help from advisers. Gave very clear instructions as to what I should do. 

The advice was to attend A&E when I explained I had no access to transport I was told they would get me to 
A&E bur couldn't say they would get me home despite me being on a feeding machine. 

Very attentive, polite and helpful. 

It helped that they got me a doctor's appointment. I do find it irritating that they always ask if you've lost blood 
recently etc., even when you're calling about a specific problem which is totally unrelated. It's quite time-
consuming, though I understand why they do that. 

Ambulance crew and 111 service were wonderful, cannot fault them in any way. Wasted no time in getting me 
help. 

Very reassuring during call - made it personal, they made sure they had all relevant information from myself. 

Listening skills, people skills. Very well explained. Directions of what where and times allocated. Made me feel 
very at ease. People skills were excellent which is a massive bonus. Not rushed with phone call. Great. 

As explained in Q2 no follow up and was told someone would ring me by the walk in center. This is not true I 
made about 3-4 calls with no adequate response and I could hardly breathe. 

Speed of call handler response. 

Satisfied. 

They were very clear on what I required  

The nurse: 

Dismissive and didn’t listen 

Patronising and clearly not a follower of NHS constitutional guideline. 

However other call handlers were lovely but not very helpful in the slightest and just said they would continue to 
contact NEMS for an update for us. 

In the end I rang 999 due to my parents condition clearly worsening and becoming a life or death situation. 
Thankfully they were brilliant got my parent exactly the help they needed hours ago!  

I was  impressed with the service as they  had an emergency doctor call me  back  within the hour  

I was happy with the whole service I was given, there was only one negative and that would be they could be 
more caring as you can tell they reading from a screen and would be nice to feel reassured and listen to all your 
symptoms not just getting rushed through your call 

 

 

 

 

 

 
 
 



  

 

Social Media Update (January 2018) 

Summary 

 
Facebook 

There are a number of ways we receive feedback through Facebook: visitor posts, private 

messages and reviews.  At the time of writing, 9 February, the NEAS Facebook account had 9,943, 

likes, up from 9,575 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.  

 Up to now its took you 5 hours to attend hospital to pick up a lady that can barely breathe 

and take to XX hospital. STILL NOT HERE if she dies waiting YOU WILL BE SUED cc the 

sun the star the mirror.  

 I am not at hospital just using my limited Facebook ability to name and thank people that 

helped me. Four weeks ago I suffered a cardiac arrest while "playing" football. I was saved 

by some fantastic people. Firstly by CPR administered by two fellow football coaches. They 

will always be heroes to me. Thank you to young xx for the ...unbelievable crisis 

management. Then the two ambulances that took over my care. When I came around in the 

ambulance the paramedics were absolutely superb. While saving me they were comforting 

my wife and me and explaining everything they were doing. They handed me over to A&E 

whose staff were also superb. I was transferred Hospital who cared for me and got me home 

to my family for Christmas. Thank you every single one of you for saving my life that night 

and putting me on the path to recovery. Thank you NHS for working together. Thank you 

NHS for doing what you did despite the lack of resources and funding. Thank you NHS for 

"just doing your job". It was one job of many that night, that week, that month, that ....No 

where else in the world could this happen. How lucky are we to have the NHS. 

Reviews 

At the time of writing, we had 4.3 stars out of 5 down from 4.5 stars in December. We received the 

following reviews in January:   

 An ambulance was called for my dad who has numerous health problems and diabetes. He 

fell a few months ago and broke his hip and has had ongoing problems since then. I 

appreciate the service is beyond stretching point and do a fantastic job with what resources 

they have. Coming up to 12 hours since an ambulance was called and still waiting now. This 

needs highlighting it’s just not good enough.  

 Fantastic service from ambulance service yesterday afternoon first response team 2 lovely 

ladies sorted her and put her on a drip, monitored her till the big van came and whisked her 

away about 1hr wait to get in but she was warm and in safe hands.  

 All the staff are good and hard working so don't blame them for the delay in getting the job 

done it's hard to get everyone seen with in the national guide line but if you really want to get 

it off your chest and have a pop at the service take it up with MR JEREMY HUNT MINISTER 

FOR YOUR HEALTH AND SOCIAL CARE we all need help and advice and at a time in need 

these guys and girls are the best at what they do so sometimes you need to be sure that you 

are in need of a 999 response so from me to you the people you are going to have to blame 

for the wait is the government. 

 Thank you so much for the prompt action you took with my husband, from the 111 call 

handler to the two crews that arrived treated cared and took him to hospital in doing so 



  

 

helped him get the treatment that saved him once again thank you from the bottom of my 

heart  

 

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 mother had a fall at home tonight. I had to call 999 ambulance to have her checked 

out . The ambulance arrived within 15 minutes of my call and the 2 ambulance men that 

came were amazing great with my mam..nothing was too much trouble for them and they 

were very attentive and caring. Reassurance was given to myself she was fine and they 

settled her back to bed .I can't thank them enough for what they did and how catering they 

were ..I didn't think to take there there names but I sincerely hope my gratitude gets back to 

them . 

 Up to now its took you 5 hours to attend hospital to pick up a lady that can barely breathe 

and take to XX hospital YOU STILL NOT HERE if she dies you will be sued cc the sun the 

star the mirror. Hope you enjoy the video 7 hrs up to now pathetic ineffective service  

 Please would you be able to let me know the names of the 4 paramedics that came out to 

my mam on Christmas Day. They worked tirelessly to save her but it wasn’t to be. Our family 

would just like to thank them for their dedication and hard work.  

 Hi. Thanks for getting back to me. We would love to pass on our appreciation formally. And 

we will of course nominate both paramedics for an award. Once we know their names. You 

guys get so much bad publicity and its really not fair. Your paramedics work so hard tirelessly 

around the clock & like i mentioned in my previous message, play a vital part in saving lives. 

My Mam would love to help out with PR to raise awareness. She has also told her story to 

several newspapers to raise Sepsis awareness. The support we have received as a family 

has been phenomenal. The article has been shared far and wide with several people 

thanking us for raising awareness as, like us, they weren’t aware of how serious Sepsis 

could be. Xx 

 Myself and my mother would sincerely like to thank the 3 paramedics who arrived quickly 

and resuscitated my dad. He was then transferred to A&E. Although he has since passed 

away the care he received was amazing and my mother was looked after so well too. Special 

thanks to the girl who answered the 999 call and calmly talked to my man until the crew 

arrived. You all do a fantastic job - thank you so much.  

 My mother is sitting with oxegen on in her house, ambulance and guess what she is still in 

the house feeling unwell finding hard to breath even with oxegen on, its a disgrace the time 

people have to wait for our ambulance service, i totally understand you may be busy but in 

all honesty the amount of bad press you get must be coming through someones lack of 

management may it be local or government the people of this country are suffering. If i seem 

a bit angry its probably that iam, if you let a dog suffer you would be before the courts but a 

pensioner who is having problems breathing can just sit and wait . The stories iam hearing 

about the ambulance service is to me appauling but it seems to be getting worse not better. 

No my mother is no better she is hooked up to a drip and still on oxegen in hospital, if she 

had of waited any longer things could of been a lot worse. No use making a formal complaint 

as things seem to be getting worse day by day with the ambulance service. Something 

needs to be done about it what i cant answer that. Get back to being the life line people 

could rely on. I am not putting your workers down it seems to be budgets yet again. Just 

forget it its the sign of the times in this country now. Great Britain is the laughing stock world 

wide. I have no faith whatsoever in this country and its services anymore. As i say forget it 

https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=1165892571
https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=1165892571
https://www.facebook.com/NorthEastAmbulanceService/inbox/?selected_item_id=1254220548


  

 

and no further correspondence is needed. Goodbye and hope your service gets better i dont 

think so some how. 

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: 

 So frustrated that it took an ambulance 3 hrs and 45 mins to get to my 83yr old mother after 

she fell last night at home and fractured her hip. She was lying in agony unable to move. Its 

just not good enough!  

 How’s about picking patients up on time 

 Would like to say a massive thank you to @NEAmbulance this morning for coming to my 

rescue and sorting me out what an amazing job you did and thank you for the first year 

student para who will make a fantastic paramedic when qualified.  

 Thank you so much @NEAmbulance for the incredible care provided to my uncle last night. 

You got a crew to him in minutes and got his heart going again so that his family could be 

there with him when he passed away later on. We’re all very thankful. Total heroes.  

 @NEAmbulance a massive thank you to paramedics and ambulance crews attending an 

RTC I was involved in yesterday. I really appreciate your skill, dedication and compassion. 

Thanks for being there when it mattered.  

 @NEAmbulance thankyou for the superb response and saving my father in laws life tonight 

#NHS  

 Massive respect to the superstars @NEAmbulance. These guys are awesome. Thank you 

for your care, kindness and compassion. #amazing #superstars #NHS  

 Thank you to the paramedic @NEAmbulance last night who kept me calm when I was 

terrified and for getting my son to the hospital safely and quickly. Thank you  

 

 

 

Patient Engagement – January 2018  

 

Date Organisation Details 

09,01.18 
Appna Services Multi Faith 
Open Day 

Pronmting employment and services 
opportunities at the Azam Mosque  

19.01.18 
South Tees CCG Patient 
Reference Group 

111 Roadshow 

26.01.18 Backworth Primary School People the help us session 

29.01.18 
Newcastle and Gateshead 
CCG Patient Reference Group 

111 Roadshow 

31.01.18 Sunderland Council 
Sunderland Multi agency BAME Employment 
and Skills event 



  

 

Patient Transport Service (December 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) 2,366 531,033 91% 4% 1,256 897 92 41 47 33 

England (excluding Independent Sector 
Providers) 1,870 491,207 90% 4% 918 767 76 38 40 31 

Selection (excluding suppressed data) 2,366 531,033 92% 4% 1,195 855 72 38 42 31 

ISLE OF WIGHT NHS TRUST 27 742 100% 0% 27 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  593 21,014 94% 3% 123 433 16 14 4 3 

IMPERIAL COLLEGE HEALTHCARE NHS  301 26,062 88% 4% 96 170 19 2 10 4 

LONDON AMBULANCE SERVICE NHS TRUST 1 774 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS  127 6,589 76% 6% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS  2 71,724 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  59 46,023 95% 0% 51 5 1 0 0 2 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 15,682 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  3 70,216 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  59 49,383 93% 5% 47 8 0 2 1 1 

SOUTH WESTERN AMBULANCE SERVICE  258 65,844 81% 10% 157 53 12 12 15 9 

SOUTH EAST COAST AMBULANCE SERVICE  440 117,154 94% 2% 356 56 8 5 5 10 

SOUTH CENTRAL AMBULANCE SERVICE  470 34,928 95% 2% 317 128 16 3 5 1 

NORTH WEST AMBULANCE SERVICE NHS  26 4,898 88% 8% 21 2 0 0 2 1 

ARRIVA TRANSPORT SOLUTIONS LIMITED 2,366 531,033 91% 4% 1,256 897 92 41 47 33 

THAMES AMBULANCE SERVICE 1,870 491,207 90% 4% 918 767 76 38 40 31 

           

 
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 (December 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) 204 224,463 87% 10% 168 9 2 9 12 4 

England (excluding Independent Sector Providers) 204 224,463 87% 10% 168 9 2 9 12 4 

Selection (excluding suppressed data) 204 224,463 86% 10% 156 9 2 8 12 4 

ISLE OF WIGHT NHS TRUST 0 651 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 2 27,483 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 16,686 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  108 8,872 94% 5% 98 4 1 1 4 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 8 18,072 63% 38% 4 1 0 0 3 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  4 33,923 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  25 23,451 96% 0% 23 1 0 0 0 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  7 31,473 100% 0% 7 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  4 21,534 * * * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE NHS  0 16,844 NA NA 0 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 43 25,474 63% 28% 24 3 1 7 5 3 
 

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/

