Responses

%
Recommended

% Not
Recommended

Emergency Care (ECS)
See & Treat

117

99.1

0.9

Patient Transport (PTS)

268

96.6

1.5

111 Service

102

87.1

8.9

Service

Friends and Family Test – February 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

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

February 2018

99.1%

Likely or extremely likely to
recommend us to friends or family

Free Text Comments
Positive themes = 99.6 %
Top positive
theme

Quality of staff
/professionalism

Negative themes = 0.4%
Emotional
Support

Quality of
care/service

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

 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

February 2018
Number of Responses
Online Surveys (Friends and Family Test)

4

Postal Surveys

Total: 117

113

Activity

7,489

Number of see and treat patients for the month
Number

Percentage

% Variance
from previous
month

116

99.1

+3.1

113

96.6

+5.8

Likely

3

2.6

-2.6

Neither likely nor unlikely

0

0

-1.7

Unlikely

0

0

-0.6

Extremely unlikely

1

0.9

-0.3

Don't know

0

0

0

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

Extremely Likely and Likely
Extremely Likely

Trend Graph

Free Text Summary
Positive
Total

Free Text
Comments

Count

Negative
Total
%

Relationship Themes

156

63.2

1 Emotional Support

48

19.4

3 Quality of staff
/professionalism

5 Kindness and
compassion
Transactional
Themes
6 Timeliness and
access to care
7 information
communication and
education

12 Quality of Care /
Service

94

14

38.1

36.8

28

11.3

38

%

1

10
0

1

100

5.7

91

15

Count

15.4

10

4.0

Totals

247

99.6

Reassuring/put at ease
Caring
Knowledgeable
Good/Excellent Staff
Friendly staff
Understanding
Helpful staff
Attitude
Kindness
Compassionate
Respectful

Quick response Ambulance
Good advice
Good explanation
Communication with patient
good /excellent service
Helpful
Efficient
Good outcome
Good care
General
Thanks

6.1

13 General / Other

Sub Codes Description

1

Sub
Code

Positive
Total
Count

%

5.3

26
22
4
52
18
5
12
3
10
1
3

10.5
8.9
1.6
21.1
7.3
2.0
4.9
1.2
4.0
0.4
1.2

6.2

28

11.3

7.1

5
4
6
14
3
5
2
14
4
6
247

2.0
1.6
2.4
5.7
1.2
2.0
0.8
5.7
1.6
2.4

1.1
1.2
3.1
3.2
3.3
3.4
3.5
3.6
5.1
5.2

7.2
7.5
12.1
12.2
12.3
12.5
12.7
13.1
13.3

0.4

Negative
Total
Count

%

1

100

1

ECS See and Treat Narrative


FFT Score for the number of patients likely or extremely likely to recommend the service has increased
by 3.1% to 99.1%



Returns have decreased this month by 60 to 117, however last month was extremely high



The number of See & Treat incidents have decreased by 1,007 to 7,489



99.6% of free text comments were positive. There were 3 main themes: quality of staff and
professionalism scored 38.1%, The main sub theme was excellent staff. Emotional Support 19.4%
Quality of care & Service 21.7%, the main sub themes were excellent service and good care.



0.4% of all free text comments were negative, the only comment related to staff attitude



Demographics, age: Over 65 years 68.4 %, 45-64, 20.5 %, 25-44, 8.5 % Disabled 61.2%; Gender:
Female 56.1%, Ethnicity: White 94%, Data is only collected for sexual orientation and faith online for this
survey. Heterosexual 75 %, Christian: 25 %, no religion or prefer not to say 75%. The number of
responses was very low to both questions (4 responses)



National Comparative data for January 2018 indicates we are the highest out of 11 organisations for
response rates, collecting over 50% of all responses nationally. We are 2rd (2organisations attain 100%)
for the number of patients likely or extremely likely to recommend services to friends and family (96%),
4% higher than the national average. We are 2nd (2 organisations record 0%) lowest for the percentage
of patients said that are unlikely or extremely unlikely to recommend our services (2%) 2% lower than
the national average.

Free text Comments


Very caring and great advice made me feel complete at ease



Amazing response time, lovely paramedics



The first class treatment of the paramedics and understanding was excellent



Verbally abusive, unprofessional, judgemental, terrible attitude towards a vulnerable person. This person
was everything I as someone who works with vulnerable people, feel ashamed to say I work in the
health services. Needs basic training. Even his colleague was visibly shocked and tried his best to show
some common sense and empathy. Shocking and terrible.



Attentive, caring, and so friendly (listen to you).



3 attendants/paramedics were superb.



In our case it was the only way she would get to hospital, she is bed bound, but more importantly was
the consideration, medical knowledge and experience of the ambulance crew. My wife was taken to
hospital 3 times in 10 weeks by ambulance. Different crew each time, same approach. Brilliant. Thank
you.



The paramedics were efficient, patient, kind, cheerful and very helpful.



The ambulance service are absolutely fantastic. They are so amazing at their jobs, they never moan
about being called out for even the silly reasons.



Good care and attendance.



Staff is very kind and considerate.



The ambulance crew were so kind and helpful, I will always be happy to see them when necessary.



The fast response and the treatment and care taken were all excellent, everything was explained as the
examination progressed. Thank you so much.



First aids that come to rescue very swiftly and professionally .



Prompt responses on 2 recent occasions, positive, reassuring attitude of ambulance personnel.



The ambulance crew that dealt with me were extremely calming and caring. They were knowledgeable
about my condition and assisted with all my needs and wishes.



Prompt, thorough service. Friendly, reassuring, great bedside manner. Gave advice.



Two very caring professional people.



Crew were very quick to arrive and very kind and reassuring.



Regular telephone updates of situation on a busy day.



Frequent use of the service due to heart problems.



Service excellent. Friendly and helpful - put me at ease.



The paramedics were extremely professional and caring with me. I am really proud of our frontline
personnel.



The ambulance crew were great, responded very quickly and treated my husband well and gave him
advice. The 101 crew didn't listen very well which [unreadable comment] an 8 minute respond call which
he didn't need.



Very empathetic. Excellent communication. Skills. Professional but warm manner of caring. Good
explanation of problem and advice given.



After an accident I was treated with professional skill, dignity and provided with reassurance (plus
humour)! The paramedic acted as an advocate for me to achieve the best possible care. Thanks.



Very efficient paramedic. Put at ease immediately. Professional in her work, would not hesitate to call
them again. 100 %. Thank your team of paramedics for their rewarding work.



Very friendly. Very helpful when I fainted in Redcar High Street. Brought me safely home, did tests to
make sure I was alright.



Arrived very soon after phone call. Efficient and polite. Gave good advice.



Fast and effective service. Save our NHS!



Quick service. Very caring and thorough and attentive.



I was in two minds whether to ring ambulance as I didn't want to waste their time but I was really
concerned about my 6 year old son. They were great, very reassuring not only about calling them out,
but about my son too. Great service - great staff - great NHS - we are very lucky!
Quick response and very good when came to my house. Reassured me I was fine, just flu virus. See my
own GP in morning or call them back if I turned unwell again.




Two paramedics were excellent. Attentive and very caring.



Because I was treated with respect and dignity and nothing was a bother to them.



Prompt attendance in specified time. Care friendly and thorough.



The service was very helpful, understanding and caring.



Paramedics friendly and conscientious, thorough examination of patient. Listened and respected our
views. Took while for ambulance to arrive but it was not life/death situation and I understand others
would have been priority. Satisfied with service.



Emergency call out resulted in having the service of 2 crews. Both excellent in handling patient, attention
to his well-being and not leaving until the situation was covered by other professionals.



The service was great. Dealt with my husband straight away. Arrived very quickly to the house. Stayed
till totally sorted. Cannot fault the paramedics at all.



Pleasant personnel, helpful in and out of the ambulance, hospital and home.



They came in 20 minutes, the care they gave me and understanding. Was excellent.



Both [names removed] were completely reassuring to me and my husband. Thoroughly professional and
cheerful. In these days of terrible pressure on the health service and ambulance service I wish to say a
big thank you.



999 called, very efficient. Attended by [name removed] polite, helpful and very reassuring. Excellent.



Paramedics were kind, caring and explained everything clearly. They advised on future care and after a
check up, thankfully a hospital admission wasn't required.



THe who paramedics who came out to me after a fall and head injury were quick, professional and
above all [unreadable comment]. I owe them a debt of gratitude.



Very helpful, polite and knew their job.



Paramedics understood my problem and remedied it after a series of tests. Very caring and professional
throughout.



Polite and kind. Effective in role.



Beyond excellent. Very compassionate and the doctor. Thank you.



The whole crew were amazing, polite, helpful and gave us confidence.



Calm, professional and empathetic support from my elderly and poorly mother.



The paramedic team arrived within 10 minutes and were totally professional, calming, friendly and
efficient.



Response time and expert examination.



Good advice from telephonists, giving us help when we needed it. Good response from paramedic,
giving professional advice and thorough health checks in a tense and worrisome episode of health
scare.



Arrived very quickly to help with my husband who was very poorly.



Because they were efficient and friendly and confident.



Because the ambulance service is the most caring people. The sort you need in an emergency. Just
help the front line workers by stopping the government from messing it all up. Front line workers all the
way the best.



Excellent. I called the paramedic was here very quickly. An excellent lady well educated and trained.
Very helpful. First class.



Speed, response and efficiency all of the highest standard! The ambulance crew ([names removed])
were wonderful. Very caring, helpful and patient. Can't praise them and the NHS highly enough!



[Names removed] came out to see me. They were extremely polite, kind, very knowledgeable and 100 %
experts in their field. Put me and my family at ease.



Health records.



The two paramedics that attended to my father were professional and courteous and knew exactly what
to do to help him. They were both friendly to the ambulance service. My sincere thanks to them both for
a job well done.



Quick response. Efficient treatment. Very pleasant paramedic instilled confidence and very reassuring.
You deserve medals.



My husband was in a diabetic coma when I rang 111 when the nurse came they were more than helpful,
they went out of their way to make sure my husband was okay. I can't thank them enough.



He explained everything he was doing, he was very polite. He made sure everything was right before he
left. He was a really lovely person.



The paramedic practitioners x 2 that attended were second to none. The time of year they didn't rush me
first class service.



Highly professional ambulance man. First class.



Because without these guys, and occasionally ladies, it is unlikely my son would be alive. I believe they
are underestimated and not recognised for the wonderful job they do and probably underpaid! Thank you
so much to them all.
Quick response. Professionals who attended were patient, kind, understanding and thorough. Thank
you.




Two very kind ambulance men. Nothing a problem, really calmed down the situation.



Service was prompt, efficient, sensitive and kind. Also, communication very clear towards patient and
family.
Two members of staff, both extremely efficient and professional. A friendly and caring service. Thank
you very much.
I had a fall and badly gashed my head and leg. My son rang for an ambulance and they only took 10
minutes to arrive. I had a wonderful team, so caring and chirpy. Thank you so much.
The service can positively deliver when needed, as we would expect from our wonderful NHS. Well
done.






The pressure the service is under.



They were very courteous, they need a gold star.



Very prompt and friendly team who made me feel at ease.



Ambulance crew were extremely helpful and really put me at ease. Checked me over thoroughly. Very
good manner. Good job done. Thank you.



Because the ambulance crew were efficient, friendly and made me feel at ease. Also the way I was
treated was first class.



Very responsive, caring and helpful.



[name removed] so efficient looking after me and getting me help I needed.



Very rapid response time. Caring, cheerful paramedics. Make one feel safe.



Because I don't know what I would have done without them - maybe died. They were efficient, caring
and friendly and i m very grateful for what they did.



They were so kind, so efficient and inspired complete confidence.



Ambulance service all very good.



Two very efficient men came within an hour of the police and thorough with their examination of me.
They answered my questions and reassured me.
My main reason is that we need this service. The paramedics who came to me were professional and
caring. We need more of them.




Ambulance crew, very efficient and friendly.



The paramedics were extremely patient and understanding.



Very caring, thorough and professional.



They were very friendly, very helpful and reassuring.



The response of the ambulance was excellent. The crew were friendly and competent. Thank you
again.



Excellent staff. Well mannered-all round brilliant.



For assuring me that I was not as bad as I thought, and advice on how to prevent another occurrence
happening. Also not to worry about caling an ambulance if it reoccurs.



Response time, thoroughness and care of healthcare professional.



they treat you with respect and really look after you in the home. They are so good as any doctor. they
put your mind at rest. I would like to say, 'Thank you so much.'



The paramedics were amazing; very efficient and very caring.



The paramedic gave me lots of tests to make sure I was OK to go home. He did this in a very
professional way. I was treated with respect at all times.



A speedy response and excellent care.



Crew who attended Farmborough Court were very pleasant, professional or engaged well with me. Staff
in a polite manner.



Paramedics there very quickly followed by ambulance. Good treatment, good advice.



Very quick response. Both advanced staff excellent-informed my mother of what they were going to do,
checked that she was OK. Excellent, and a credit to the service.



They arrived quickly and acted professionally and were most pleasant, courteous and helpful. They
were absolutely great at what they did.



Friendly, confident and fully explained the illness to which she was called, sympathetically.



The young lady at 999 call centre was very pleasant and helpful. Paramedics were also very pleasant
and helped calm my wife down. Very good.



Excellent service. Fantastic crew, very pleasant, excellent bedside manner with my elderly mum, made
her feel at ease. Had lots of time for her. Nothing was a problem to the 3 of them. A great job.



I have had good service from your people taking me to appointments etc.



Even though it turned out I was fine, I was put at ease immediately, and felt like nothing was too much
trouble. First class service.

Patient Transport Service
Friends and Family Test Survey

February 2018

96.6%

Likely or extremely likely to
recommend us to friends or
family

Free Text Comments
Positive themes = 90%
Top positive
themes

Quality of care/service

Negative themes = 10%
Quality of staff/ professionalism

 Where else would you get service like this
Positive
free text
Comments

 Ambulance service is good best thing available better than
than public transport
 The NHS ambulances are the only people I feel
comfortable travelling with and the staff are so nice

Patient Transport Service
Friends and Family Test Survey

February 2018
Number of Responses

8

Online Surveys

Total: 268

260

Electronic Tablet Surveys
Activity

45,324

Number of completed journeys for the month
How likely are you to recommend our service to
friends and family if they needed similar care or
treatment?

Number

Percentage

% Variance from
previous month

258

96.6

+3

Extremely Likely

204

76.1

+1.6

Likely

55

20.5

+1.4

Neither likely nor unlikely

5

1.9

-0.2

Unlikely

1

0.4

-1.7

Extremely unlikely

3

1.1

-1

Don't know

0

0

0

Extremely Likely and Likely

Trend Graph

Free Text Summary
Positive Total

Negative
Total

Count

%

Count

Relationship
Themes

166

37.6

1 Emotional Support

27

6.1

Free Text
Comments

3 Quality of staff
/professionalism
5 Kindness and
compassion
Transactional
Themes

6 Timeliness and
access to care

135

30.6

4

0.9

275

62.4

64

14.5

7 information
communication and
education

12 Quality of Care /
Service

13 General / Other
Totals

49

34

3

9 Co-ordination and
integration of care
11 Physical comfort
/safety

6
2

203

6
441

Sub Codes Description
%

0.5

46.0

1.4
90

2

4

49

Sub
Code

Positive Total
Count

Reassuring/put at ease

1.1

2

Caring
Good/Excellent Staff
Friendly staff
Helpful staff
Attitude

1.2

3.6

25
56
39
21
19

Kindness

5.1

4

6.2

4

6.4

2
10

3.2
3.3
3.5

%

Negative
Total
Count

100

69.4

Quick response Ambulance
Ease of access
Pick Up Times
Collection times post
appointment
Booking the Service
Late /on time for
appointment
I need the service to access
appointment
late to get home
Service meets my needs

6.1

Communication with Control

12.2

Co-ordination of transport
resources
Not able to have an escort

4.1

8.2

10

6.5

5

6.6

15

6.8

5

6.1

7

6.11

36

6.12

2
3

6.13

2

5
2

7.6

3

9.3

4

9.4

2

Comfort

11.3

2

2

Good /excellent service
Helpful
Efficient
Reliable/ Trustworthy
Consistency of service
General

12.1

172
2
6
23

2

12.2
12.3
12.4

2

12.6
13.1

6
441

49

%

PTS Narrative
 The FFT score for the number of patients likely or extremely likely to recommend the service is
96.6% an increase of 3% compared to the previous month
 The FFT score for patients unlikely or extremely unlikely to recommend services is 1.9%, 2.2%
less than the previous month
 We received 268 responses, a decrease of 221 compared to the previous month. This is partly
due to having a person on light duties allocated to the team for 1 week
 We are continuing to work with colleagues in PTS to improve opportunities for patients to provide
feedback. In addition a volunteer patient experience job profile will be advertising in the coming
weeks.
 Geographical representation has improved with Sunderland, james Cook, Freeman, Darlington
and Durham and other hospitals all receiving a fair number of responses.
 The number of completed journeys was 45,324 a decrease of 6,615 compared with December
 441 (90%) of free text themes were positive an increase of 13.1% compared with the previous
month. The main positive themes were quality of care/service and quality of staff/professionalism
and timeliness and access to care.
 49 (10%) of free text themes were negative an decrease of 13.1% from the previous month. The
main themes were timeliness and co-ordination and integration of care.
 Comparison with different service provision, we are not able to report as figures for services other
than those who travelled by an ambulance was too low.
 Demographics, Gender: 52.7% Female, 47.3 Male; Age: 62.9% over 65, 28.4% 45-64, 8.3% 1644 years old; Disabled: 90.1%; Sexual Orientation: 1.2% Lesbian, Gay or Bisexual and 66.3%
Heterosexual, Faith: Christian 52.7, 37.5% No faith, 3% other faiths; Ethnicity: 97.7% White
British, 1.9% BAME.
 National comparative data for January 2018 indicates we are the 7th out of 14 organisations and
3rd in the NHS Ambulance sector for response rates for PTS. We scored 2% above the national
average for NHS organisations for the number of people who are likely to recommend us to
patients (94%). 4%% of patients would not recommend our service to friends and family which is
the same as the national average and and joint 3rd highest in the ambulance sector.

PTS FFT Service Comparison (data from PTS FFT online not included)
Not enough data this month to undertake analysis
PTS
Ambulance
No
Extremely likely and likely
Extremely Likely
Likely
Neither likely nor unlikely
Unlikely
Extremely unlikely
Don't know

%

Taxi
No

Car Service
%

No

%

Hospitals
Hospital

% of responses

Number

Darlington Memorial

16

6.1

Freeman Road Newcastle

32

12.1

Hexham General

1

0.4

James Cook

12

4.5

North Tyneside General

0

0.0

One Life Centre Hartlepool

0

0.0

Queen Elizabeth Gateshead

3

1.1

Royal Victoria Infirmary

3

1.1

South Tyneside General

0

0.0

Sunderland Royal

154

58.3

University North Durham

15

5.7

University North Tees

0

0.0

Wansbeck General

0

0.0

Other

28

10.6

Note: Some data is unknown due to data collected from FFT only online survey
Device Locations
Device
ID no.
23

Hawkeys 6

24

Hawkeys 14

32

North Tees

33

North Tees

35

Wallsend 6

36

Pallion

37

Alnwick

38

Hexham 8

40

Blucher

41

Consett

52

Consett

53

Blucher 20

54

Location

Active
Quarantined
All
Responses Responses Responses

26

0

26

1

0

1

34

0

34

Coulby Newham

8

0

8

55

Blutcher

1

0

1

66

South Church

66

South Church

40

0

40

67

Volunteer (light duties

158

0

158

Free Text Comments
mobility restrictions
the care and attention the service give
really restricted in mobility and transport
always relied on service. ambulance crews very reliable
very efficient with lovely staff
only used once before so don't know much about the service but it seems fine to me
staff care about patients the are very good can't do enough
haven't used the ambulance much but it's seems ok
excellent transport
lovely ambulance staff have good fun in the ambulance. I don't see many people so the company is great
dependant on the ambulances. great staff but not always on time
great service crew very good
5 years use good service don't wait too long for ambulance
like all NHS services the ambulances do a great job
it's not often you find people who really care nowadays but in the NHS and ambulance service you really do.
lovely people
very friendly ambulance staff who are very sociable and listen to my concerns. don't get out much so they are
nice to talk too
nice friendly service. can't afford taxis and your always there when I need you
good ambulances. I rely on them regularly
good but sometimes it takes a long time to gethome
great conversations in ambulancesome with staff. I always look forward to my lift to hospital
very caring ambulance staff
help you out booking in and to department. two staff very
care for people safe to hospital and home very sociable
crews very good
very friendly crew sociable never had any problems with anybody
great service but sometimes I get home late
do a very good service for free
used to work for the NHS and cannot fault any part of the NHS the patient transport does a very good job
ambulance drivers are really nice and sociable
the ambulances are really good so are the crews
I am dependant on the ambulances is the only way I can get out of the house. you are very good
a really good service provided always in on time although I sometimes have to wait a while to go home. I don't
really mind usually because I know you all do the best you can
don't often use the ambulance normally get a lift so can't give comment much. it seems OK to me though
nice and friendly most talk to me
you all do a very good job
good reliable service with good staff have been using ambulances for years
very helpful and courteous
you all do a great job
you do a fantastic job
you all do a really good job
I am always well looked after and the ambulance staff always talk to me
it's the only way I can get to my appointments a very good ambulance service though
I normally have an ambulance car have only been in an ambulance once before
first class service always well looked after
great transport
always do a good job
reliable and always available

always courteous always on time never been late for appointments
you do a wonderful job of looking after us
very helpful vary caring look after me from beginning to end of journey very sociable always call me by first
name
always very helpful couldn't do without you
very good ambulance service
very nice ambulance staff
here to help
you all do a good job the ambulances are a god send!
very efficient and polite
reliable ambulances with really nice staff. lover the banter. I know some by name now and look forward to
seeing them
become totally reliant on ambulances for my hospital appointments. I visit the Sunderland royal the eye
infirmary and the freeman regularly. always a good service
just come in for appointment nice and early and the two staff on the ambulance looked after me and were really
nice
always had best treatment crews very obliging
I am dependant on the ambulances and I can always rely on them
really good service couldn't ask for more
we have used patient transport for years. my husband used it for dialysis. a great service and it's free
the NHS ambulances are the only people I feel comfortable travelling with and the staff are so nice
very good service. always travel by ambulance
put you at ease and very sociable
do a better job than doctors. very good mannered staff always care
we are all so nice. cheered me up this morning
I am an amputee and the two girls that came for me had to carry me down 6 steps and they never moaned or
complained. in fact just the opposite. they were lovely
you all do a good job and are all very socable. you all seem to enjoy your work
it's all right looked well after
very handy Google crews
good service but I have been waiting quite a long time now to go home
excellent service all the time
much easier than taxis or cars. I can get into an ambulance easy with some help.
very good and always professional
you do a really good job
I need the ambulance to get to hospital
excellent job done by the staff very helpful and always get a decent conversation. it brightens up my day
professionalism courtesy respect kindness and extremely helpful and nothing is a troubled l
excellent service and always friendly
very good patient transport service
do a great job and nice people on the ambulance. I know I can rely on them and have no need to worry about
getting to my appointments
your all very good at what you do
all very helpful. friendly people
public transport is very difficult from where I live. the ambulance comes right to my door
always travelled with patient transport rely on them at least once a week. couldn't manage without
good job and the staff are usually great very friendly
the ambulances do a very good job and the staff are really nice
all lovely crews. great service very friendly
always in to appointments on time. always find address straight away. sat nav doesn't take people to address
first time
always a pleasant journey in to hospital prefer the ambulance to the taxi. always have help getting in and out.
sometimes difficult getting out of a car
staff nice and patient and very kind
public transport too expensive and you do a good job

been using patient transport for a long time now and you always do a good job
I was brought in by two great lads and had a really good laugh. what more could you ask for
very helpful and sympathetic about condition
service you get pleasant staff can't do enough for you
very good service and good friendly staff
great staff on the ambulance who genuinely care and don't judge people
very good ambulance service although it can be frustrating booking appointments on the phone
always reliable and on time for pick up to appointments.
excellent staff
rely on this transport now but always a pleasant experience
great people on the ambulance always get a good conversation and they care about people
cannot use public transport for mental health issues
I am always well looked after and they are very nice
very good
always reliable friendly and helpful
always prompt polite and helpful. easy to get on wit
very good service
couldn't do without you all you are all very nice people
good service nice to know we can still rely on something nowadays
I always have to travel alone in the ambulance and they can always do it with no complaints although even I
think it's a waste of room in the ambulance. great service
very efficient, pleasant and very nice
good but twice had up to a 3 hour wait for journey home
first time in the ambulance and it was good journey. well looked after. picked up on time and in good company
I am agrophobic and not comfortable in an ambulance but the staff always help me and take my mind off the
journey
very kind staff in ambulance. always take great care of me
reliable and efficient
very helpful always appreciate what you do
excellent ambulance service. very sociable staff. had a nice journey into hospital from houghton
very good service
usually pretty good
yeah you do ok
I have to use the ambulance I rely on them. I find it very hard to get in a car. the staff are always very nice
rely totally on this transport
very caring people make sure I am looked after well
always grateful for what you do.
I enjoy the ride out
public transport from where I live is difficult. can't walk far
the ambulances seem OK to me. I have no problemsuch with them
courteous polite well mannered very well trained
sometimes takes too long or transport
rather use ambulance any day always reliable
always very nice and do a good job
very good
very good service. nothing is ever a problem
wouldn't travel any other way to hospital. always professional.
the ambulances have been a blessing. couldn't manage without them
I use the ambulance 3 days a week. always there on time
so nice it's nice to meet people look forward ton the ambulance
you provide a good service
always very helpful
good service gets you about no worries. door to door

I rely on ambulances now and I have no complaints at all about the service
always arrive as ordered and on time
a necessity or would be spending money on unreliable transport
good service but I have had reason to complain before although this was the only once otherwise you do a
very good job all the staff are really nice
drivers cheerful and chatty no complaints always treated well
driver and assistant brilliant service
good service. always there when you need an ambulance
I will use the service again it's much better than public transport
worth your weight in gold
excellent previous service from ambulance
very good way to get to appointments lovely people.
sometimes late in taking me home I am very tired after treatment and don't like waiting
ambulance control poor planning ambulance turned up 45 late as the job came through at 9.05 and they
weren't in the area so they were late
a good service nice crews. easier to get an escorts in Sunderland area than Durham should be more
accessible for escorts
keep up the good work
lovely girls
just thank you
always reliable
I live in Durham area so it can take ages before I am taken home sometimes otherwise you provide a good
service
couldn't do without the ambulances
very good can't fault the ambulances
o a good job caring make OK get to hospital and home safely
very good no complaints
you all do a great job
sometimes have to wait quite a while to get home if I am at the eye infirmary
great service
no problems at all like I said you do your best to get us home
can't complain about the staff really nice staf
ambulance staff have been very nice to me
will continue to rely on ambulances
cannot wish for anything better
couldn't do without this service
just thank you
I have met some nice people on the ambulances
I enjoy going on the ambulance it gets me out
hard working ambulance crews
wait and see how long before I am picked up to get home?
wish you never lost the renal contract. I will never complain about the ambulances again
very good although I have now been waiting 40 minutes and there is no sign of the ambulance yet
couldn't do without the ambulance service. they become my friends
it's nice to know you can still rely on the NHS and the ambulances
serve me well
always there and available
first time I ambulance car just as good as the ambulance
none very satisfied every time
a wonderful service provided
only fault is the way you book an ambulance over the phone. why do I have to answer the questions over and
over again when I have travelled with you for years. do they not keep my information
lovely ambulance crews. very sociable
just a really good service

always had excellent treatment don't talk over me
nice staff
all nice people in the ambulances
you do a great job
reliable service couldn't do without ambulances
all good all round
just fantastic
where else would you get service like this
ambulance service is good best thing available better than than public transport
wonderful crews
normally fine but I need to get home now been waiting 50 minutes. the ambulance staff do their best though
you all seem to work very hard
I come to chiropody regularly and am always here on time
keep it the way it is in the nhs
very good especially when I have to go to the freeman hospital.nearly always manage to get me there on time
despite the traffic
no complaints are all
all nice people
all happy souls.
sometimes I have to wait a little while to get home but I understand why I live quite a long way out
nice caring staff on ambulances
very good like all the NHS
can always rely on the ambulances and the nhs
eally good service some stretched to the limit. would question effectiveness of control
do a good job
you do a good job all the time
very nice ambulance crews. friendly and caring
all the crews are good and take care of everyone
couldn't have been nicer.
can't do enough for you. never had a problem.banter very good
I rely on the ambulances and there is no need to worry about getting to hospital
always friendly
good job done all the time
see how long I have to wait to go home. only kidding you do a good job
it's nice to know your there when I need you
I travelled in the seat they use for the wheelchairs this morning and it was awful. my fault I should have known
better. normally fine
fits my needs with my mental health issues. crews don't judge crews have calmed me down after breakdown
very good and nice people who care for people
nice staff and meet some nice people
Last time I was taken home the ambulance driver sat me in my chair put the heating on and made sure I was
comfortable before she left. a lovely lady
very good couldn't fault it
excellent service
can't comment that much being my first time but the crew couldn't do enough
never had reason to complain
single crew came out for me last time. had to wait for double crew. asked for double crew but only got it one
way
it's seems like I have been waiting ages now to get home
nice friendly staff
thank you
hard working friendly people
nice staff
haven't used an ambulance yet just the cars.

booking service rubbish told to work out my own oxygen use out before transport on 4 litres but don't know how
long I am going to be on vehicle. some questions are discriminatory. have to answer same questions every
time instead of have your circumstances changed then make the booking. ers don't have the suitable medical
no complaints at all brilliant service.
you do a good job
every member of staff I have come across up till now have been sociable and caring
caring and considerate staff
wouldn't use anyone else
everything about them is very good
very nice sociable people in the ambulance
good service couldn't do without it
sometimes have to wait a while to get home but I understand how busy you are
really happy and grateful for the service and what we do
cannot do without
Always responsive , always get me to my appointments on time
Tailored service, meets All, my needs and expectations
Could not be without the service, reliable staff
Have a lot of respect for ambulance drivers driving in this snow, still getting me to my appointment, very
reliable
Very friendly and helpful staff
Feel safe with staff and comfortable , friendly and reliable staff
Very friendly staff, always helpful and meets my needs
Very helpful staff
Plesent journeys also helps daughter attend appointment
Understand staff unlike hospital staff today
Amazing service every time
travel frequently
Helps me get to my appointment
As people like myself couldn't get to appointment without this service
Helps me attend appointment
Friendly staff who always willing to help when needed
service is fantastic I could not receive my medical services without the transport
Won't of got my appointment at the other hospital if we didn't have the transport
Very quick for discharge
arrive at appointment on time
Plesent drivers and no other way to get to my appointments
fantastic service in all weather's the staff are helpful and commditive
great service
don't run it very good
good service
very good service
no other way to get in
good service
drivers are friendly
Great service
the time I have to wait
Good service
Good service
got better over time
been amazing
not always on time
very nice crew
excellent service
staff are polite and respectable

good service
no complaints
great service
good service
been waiting over an hour
car iscomfatble and great
not to bad
some days are better than others
on time
getting picked up 2 hours early
excellent service
You provide an excellent service and could not be without it
Keep up the good work
Happy with everything
Always first class patient service
Just keep up the good work, always reliable
Meets my needs
Tailored service, meets my needs and expectations
I do not like the booking system, having to go through the same questions every time. I would like there to be a
separate telephone number that I could ring to check on my ambulance, so I'm not having to ring the booking
line , going through all the questions
Staff where very understanding and helped me get over my anxiety today journey
amazing staff fantastic service delivered on e every journey could etc to my treatments with out the transport
Staff are always helpful and friendly
great service got no one to help me to get to appointment who drives I couldn't afford a taxi all the time to
attend these. patients transport is a life line for me to get out and seek the medical attention I need. staff
friendly and helpful.
Great service without the ambulance I couldn't of made my appointment as due to disabilities I can't get a bus
and family where at work.
Helpful service
Fantastic service sometimes like today didn't expect ambulance to be so early as was 2hours 30mins early the
staff explained that there bored said my appointment was 2.30 where letter stated 4pm couldn't fault staff as
there did apologise this was out there control so think service needs better commdation overall but I did seek
my medical appointment and without this service I couldn't and overall in past my experience has been good
Waiting times for return journey can sometimes be long which hand to understand when ambulanceshe are
waiting outside but one of your staff explained to me why this can sometimes happen and now giving me a
better understanding
fantastic service couldn't get out of house without this service
great service with good staff
great
pethleticly run
it could be better run
highly recommend it
it's great
best service going
morning pickups are better than the afternoons
great service
good service
Good service
it could be better organised
staff are great
good service e
brilliant service
I love the ambulance staff but I am sick of having to prove my elegin elegibatly
crews are great allocations are really bad not happy at all

great service
Both the transport to and from the hospital the staff were brillent . they couldnt do enough to help in any way
they could. they were very friendly and chatty which put me at rest as i was abit worked up. The experience
was very good. I would use this service again, many thanks
Driver took me to hospital. My treatment was only 5mins. Although driver was not my return driver, he rang
control to ask if he could take me. In doing so, I was back home within 45 mins of my home pick up.
Outstanding service.
I am carer for patient and could not cope on public transport
Great people
Unable to drive poor bus swrvice
A friendly face very helpful

111 Service
Friends and Family Test Survey

January 2018

87.1%

Likely or extremely likely to
recommend us to friends or
family

Free Text Comments
Positive themes = 84.7%

Top 3 positive themes

Examples
Positive free text
comments

Quality of
care /service

Negative themes = 15.3%
Quality of staff/
professionalism

Timeliness/
access to
care

 The call handlers were friendly and
straightforward to resolve the problem. They were
clear and helpfully explained any terms I didn't
understand.
 Advice was given in a practical and reassuring
way. Made me feel more comfortable straight
away.
 Hard to get appointments with doctors. 111 is a
real privilege and is a great service.

111 Service
Friends and Family Test Survey

February 2018
Number of Responses
Postal Surveys

61

Online Text Surveys

41

Total

102

Activity
Number of 111 calls (answered)

71,556
Number

Percentage

% Variance
from previous
month

Extremely Likely and Likely

88

87.1

+4.7

Extremely Likely

63

62

-1

Likely

25

19.3

+5.5

Neither likely nor unlikely

4

4

-2.7

Unlikely

6

5.9

+0.9

Extremely unlikely

3

3

-2.9

Don't know

0

0

0

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

Trend Graph

Free Text Comments
Free Text
Comments

Positive
Total

Negative Total

Count

%

Count

%

Relationship
Themes

47

26.6

5

15.6

1 Emotional
Support

15

8.5

3 Quality of staff
/professionalism

30

16.9

5 Kindness and
compassion

2

1.2

Transactional
Themes

130

74.4

6 Timeliness and
access to care

19

7 information
communication
and education

15

9 Co-ordination
and integration of
care

14

12 Quality of Care
/ Service

13 General / Other

70

9

10.7

8.5

8.9

39.5

5

27

8

1

7

6

15.6

25

3.1

21.9

18.8

5.1

Totals

177

1.7
84.7

5
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Reassuring/put at
ease
Caring
Knowledgeable
Good/Excellent Staff
Friendly staff
Understanding
Helpful staff
Attitude
Kindness
Compassionate

Sub
Code

Positive Total
Count

%

1.1

14

7.9

1.2

1
1
12
7
1
9

0.6
0.6
6.8
4.0
0.6
5.1

5.2

1
1

0.6
0.6

6.1

15

6.2
6.3

3.1
3.2
3.3
3.4
3.5

Count

%

1
1

3.1
3.1

1
2

3.1
6.3

8.5

2

6.3

1

0.6

1

3.1

3

1.7
5

15.6

3.6
5.1

Negative Total

84.4

14 Triage Process
3

Sub Codes
Description

15.6
15.3

Quick response – 111
Quick response Ambulance
Ease of use
Called back
Good advice
Good explanation
Communication with
patient
Links to services
outside NEAS
Treatment at other
service
good /excellent service
Helpful
Efficient
Reliable/ Trustworthy
Good outcome
Consistency of service
Good care
General
Questioning process
Relevance of
questions
Wrong questions

6.10
7.2

12
1

6.8
0.6

7.5

2

1.1

1

3.1

9.1

13

7.3

5

15.6

9.2

1

0.6

2

6.3

12.1

30
20
8
1
7

16.9
11.3
4.5
0.6
4.0

4

12.5

2

6.3

2

6.3

3

9.4

7.1

12.2
12.3
12.4
12.5
12.6

14.1

4
9
1

2.3
5.1
0.6

14.2

2

1.1

12.7
13.1

14.3
177
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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 2.5 % to 87.1%



The number of patients unlikely or extremely unlikely to recommend the service to friends and family has
decreased by 2% to 8.9%



There have been 102 responses, (41 text and 61 postal) which is 17 less than the previous month



The number of answered calls has decreased from the previous month by 11,716 to 71,556



There were a fair number of comments



84.7% of free text themes were positive, this is an increase 2.3 % from the previous month. Quality of
care/service staff scored highly at 39.5% with excellent/good service as the highest sub theme at 16.9%,
Quality of staff and professionalism 16.9 % and Timeliness and access to care 10.7%.



Demographics, Age: over 65 – 28.2% 45-64 – 29.4%, under 44 years old – 41.2%; Gender: 70.1%
female, Disabled: 37.9%, White British 96.6% , Christian 64%, No religion 26.7%, Heterosexual 85.9%
prefer not to say 5.8%

Free text comments
Waited 12hours for a call from on call Gp
Very effective service, my son was actually admitted to hospital that evening and having this service is a great
way to get advice and even an appointment without bothering the emergency services. Thank you
My father suffered a ruptured Triple A at home evening of the 23/09/2017. I had explained to the 111 operator
that my father needed urgent help and explained the situation” being a Saturday night we are busy “came the
response. 1 hour later the ambulance arrived.... 48 hours later my father died.... you see, would I recommend
to others..... I said yes/no reason being, if u get there quick, brilliant , if you don’t it’s a shame, either way we
would all still continue to call an ambulance and pray for the best it’s quick.....ambulance crew, simply the
best couldn’t fault them at all......
It's a great advice service. Really helps me being a first time mam
Quick efficient service and seen within 2 hrs of call back
Sorted out my worry quickly by arranging a walk in centre appointment and were friendly and helpful
I need a emergency contraception
I rang up for medication, the operator emailed a request to my local chemist but failed to state which
medication I needed, I then had to travel all the way home to get my medication boxes, I didn’t have one of
the boxes so the chemist wouldn’t issue me with that medication
Prompt efficient service
My son was really unwell and they acceded quick
I was really worried and they put my mind totally at ease. really friendly and don't make you feel like you're
being a nuisance
Easy to use. Prompt in advice regarding my daughter.
Excellent customer care
Because when received a call back from a nurse practitioner, I was explaining that paracetamol would not
work as the pain I was in was to much and he said “get up and do something about it then” which I was trying
to get help by ringing!
They assessed my daughter straight away. Decided the best thing was to be taken to JCUH
I was awake early morning with dreadful toothache I rang 111 got through immediately they had a dental
nurse speak to me and an app for next day made all inside 10 minutes . lovely people very helpful liked the
first name terms used thank u .
Lady who answered phone very helpful, nurse not so much
Very efficient and full of good information
The call handler and nurse were very calm and friendly and quick to help
Very efficient, helpful, sincere service
Prompt, got me seen quite quickly
Very informative and helpful
Great help, lovely manners
Helpful, identify what help is needed. GP - ambulance etc. through questions.

Convenient
Helpful, efficient staff.
Helpful service, especially out of hours.
In my case I was in a lot of pain, there was too many questions asked which were not appropriate to me.
Very helpful and reassured me.
It helps in reassuring anyone worried in an emergency.
Inflexibility. My son has injured his nose. Given 1 hour time frame to be seen, but venue too far. Wouldn't
allow me to go to nearest centre for assessment/treatment.
Quick and easy assessment and decision making in regards to further treatment.
Very pleased.
Helpful person on the phone who got me help immediately.
Depending on the situation.
Adviser was very helpful and advised best course of action.
Was much easier to contact urgent care directly, as can be sent to A&E when urgent care was more suitable.
Service is good and a huge help however it takes a long time.
Quick and efficient.
An appointment was made for me at a walk-in centre.
I was unable to contact my doctor as it was a Sunday and contacting 111 helped me make the right decision.
Very helpful and straight to the point
Very helpful, easy to communicate with
They were very good with me and had me an appointment at A&E within an hour
It's a great service, the call handlers always take my concerns seriously and I get advice straight away on
what I need to do.
Fantastic service from staff friendly and caring
Very good staff very helpful.
Enabled me to see a doctor after trying unsuccessfully at my gp for 3 days
Excellent service. From phone call to being seen by a doctor
If u need to be seen by a doctor they can get u an appointment however I do think some of the questions
need changing tryd to send me an ambulance for Spain ancle I refused as I dint what to waste an ambulance
Because it was an extremely good, helpful service.
Very good response.
Got good advice from initial responder. No need for ambulance.
Very great service gives you peace of mind.
I work within the care sector and use this service often. I have found that the treatment of older people is
under prioritised.
Great service. Always good when out of hours.
Good service.
Quick and efficient response.
When I rang 111 it was answered quickly and efficiently, they listened to my problem and promptly got
someone to ring me back, from there I was given an appointment at the hospital.
Because they always help me.
Always helpful.
Service was much more efficient than in the past.
Helpful, quick in response.
Needed a weekend doctor appointment to chest infection.
I could have died without it.
Very helpful, better than GPs.
Reliable and helpful. Saves waiting for GP.
Very good.
Very friendly and informative when I phoned for info.
At the time I required reassurance when I couldn't see my doctor.
We didn't get a call back for about 9 hours, not impressed.
Staff are friendly, helpful and calm. However, time is wasted on unimportant questions. (My partner burnt
himself and was asked if he was bleeding).

Always been very helpful when called and I trust their advice.
Staff very helpful and kind.
Very helpful.
Well treated.
Helpful and professional.
Promised a callback in two hours but didn't happen. Was asked questions which were irrelevant. Did not get
any assistance.
Service has improved from being 1st set up .
Got through fast and helped straight away.
I believe in not putting unnecessary pressure on NHS facilities.
Very helpful.
The service was poor, they didn't help us on our concerns just a nurse would ring us back which was 5 hours
later.
Fast response
We called to seek advice on an extremely high temperature in my 2 year old son, having the 111 service gave
us somewhere to turn for professional advice without feeling like we were overreacting or bothering someone
who could be helping with an emergency. My son was admitted to hospital that night with pneumonia, treated
and discharged within a few days.
The call holder didn’t appear to know anything about what was going on however she was very nice and got
us seen by the local nurse practitioner in a very good time so I think the service worked very well
Staff are always lovely and take time to listen to concerns
They arranged an appointment to see a nurse within 5 hours
Nurse practitioner said he had received 2 weeks training over the Christmas period and he was conifident he
knew how to deal with my problem, 2 weeks is a short period of time to deal with very unwell people and his
attitude was disgusting, would not listen to me whatsoever, I was very unwell with the flu unable to move or
do anything, kept being abrupt saying “can you get up for a drink of water if you needed to?” And as I felt
unwell I was unsure if I could but the person kept on saying “can you?” And in end I just agreed as I could not
be bothered to argue let alone get up. I would not of called if I was fine I called because I was so unwell I felt
like it was becoming to much for me to handle and I live alone and was very very unwell. I would never ring
back the 111 service again as they don’t even listen to what you say.
All very satisfied .extremely helpful and nice considering middle of the night .
The lady answering the phone was understanding and helpful but the nurse was unsympathetic as my
husband had managed to calm my daughter down so I could hear what was being said. The nurse took this
as my daughter no longer need help. This was not the case as she started screaming again the minute the
phone call ended
Asked the right questions and gave good advice of what to do
Nothing, couldn’t fault anything
Everything re the system worked well. The fact my initial consultation at the first hospital appointment was
incorrect was no fault of the actual system
When a call back from GP is required it can take a few hours and this can be early hours of the morning.
Concept of phone help is excellent but NHS support services failed, i.e unable to book an appointment due to
holiday period. Better idea would be to put on GP in A&E out of hours service.
I got told to attend Shotley Bridge Hospital. When I arrived they told me I had to have an appointment.
I was dissatisfied because I was sent to the wrong people to help, this was an emergency. It ended up calling
111 the following day, the same questions! Ambulance needed. Emergency surgery 2 days too late.
I only had to wait about 20 minutes. I found them to be efficient and reassuring.
They referred me to an ambulance for an ECG and hospital.
Needed to be seen within 1 hour times frame, so was given appointment 35 minutes drive away - it was not
possible to get to the place. I asked to go to our nearest centre 5 minutes away but this was not possible. I
said I would be happy to wait till next available appointment at nearest centre, even if this was over an hour
but this was not allowed. This resulted in no treatment till next day, as I couldn't get to the centre allocated.
Call handler took my concerns about my 6 year old son's health seriously and tried to get as much help
arranged as possible.
Feedback by [unreadable comment] 1st class.
Was not dissatisfied with the help I received.
Gave right advice.
Speed of advice.
They are always sympathetic and especially on this occasion as my sister [name removed] who is disabled
had badly cut her hand. I am writing this on her behalf. [name removed]

Prompt and useful advice given by someone at the time I needed help.
It took 34 minutes to get through to a person on a Sunday morning and I was very concerned about my
presentation, timing wasn’t the best. But the call handler was fab!
Overall service was excellent, 111 organised an out of hours doctors appointment for me that same night and
the Doctor I saw was very good, also helping to secure a future appointment with the correct person
They handled my call quickly and put me on to the right people to help me
The call handlers were friendly and straightforward to resolve the problem. They were clear and helpfully
explained any terms I didn't understand.
Really good service overall.
They want to send ambulances for daft things this is why 80 years old are waiting hours for one I had a sprain
ankel they was no way I was getting in an ambulance they had to transfer my call as they said I was refusing
treatment I wasent just the ambulance was not necessary then she agreed a time for me to go to argent care
which is what I wanted
I think it's a very good service. I have used them a number of times and found them very helpful. No
problems whatsoever. Keep up the good work.
As soon as you start to talk they put your mind at rest and if you need an ambulance they stay on the line.
Very satisfied.
When I called in relation to an elderly resident's health deteriorating and explaining my concerns I was
consistently met with apart that what are your concerns over and over again at least 3 times by the call
handler.
Hard to get appointments with doctors. 111 is a real privilege and is a great service.
Sometimes being a call centre they ask for the nurse, however they are in charge of only nursing clients will
not always accept senior carer as the person in charge, who knows their service users better.
I called 111 service at approx. 9.40 pm. Thanks to them I was seen by a doctor at North Tyneside General by
10.35 and home by 11 pm. Everyone was helpful and efficient.
They were quick in asking questions and reassured me whilst on the phone.
They got me a doctor appointment that day.
Advice was given in a practical and reassuring way. Made me feel more comfortable straight away.
Very helpful, knowledgeable and friendly. Staff seem genuinely interested in you and they show compassion
and empathy unlike some GPs.
Excellent service.
The service provided was completely professional and advice given was exactly what was required.
They were very calm and professional. They listened to my worries and gave advice. They didn't make me
feel like an old fool. Because in my eighties I am not.
I didn't fill most of this because my daughter didn't get any advice. Due to the time she had to wait, we gave
up. Sorry I know it is always a difficult winter I am a nurse myself but this is the first time this has happened.
Sometimes questions are not relevant, wasting time and if you're in pain on an emergency (but unknown to
you) you don't have time to waste.
The lady who gave me advice was really nice and helpful, you should have people like her answer the
telephone all times. She was great.
Advisers were extremely thorough and helpful. Quality of advice was great. Friendly.
I was put through to appropriate service.
Kept me calm and reassured.
We told to expect a call from a doctor but as he was withholding his number he couldn't ring our landline. We
should have been advised to give a number that accepted withheld numbers.
I was told my surgery would be emailed and they would contact me at 12 am the surgery was closed till 1.30
pm. At 1.35 I rang the surgery and was told that there was no notes on mine and my husband's medical
notes. So, either the 111 service had or had not emailed or the surgery did or did not take further action. You
decide or find out!
As a caller in pain with broken leg/angle I found the initial process of dialing in numbers to get through to a
real person after dialing 111, quite a nuisance. Apart from that, the service was excellent in all respects.
Helpful in dealing with the problem.
They didn't help with my concerns about my 7 month year old baby. I rang them at 8 at night and they told me
a nurse would ring me back. She rang between 1 and 2 in the morning for her to tell me a doctor would ring
for him to ring at 5 in the morning and say that he will get over it, he didn't and ended up in hospital twice with
his illness.

Social Media Update (February 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, 16 March, the NEAS Facebook account had
10,703, likes, up from 9,943 likes in January.
Visitor posts
Visitors regularly post on our page. Many are organisations, which ‘tag’ us in posts.
However, occasionally patients post to have their say.


Would love to say thank you to the fabulous guys from the ambulance service who
attended my home a week past Friday when I was very unwell indeed. Their skills,
kindness, humour and all around compassion made a very difficult situation a lot less
scary and thanks to their quick actions and care I was comfortable as possible until I
could be seen in the hospital. Thankfully I am now home and recovering. If anyone
knows these fabulous people, please pass on my love and thanks. Also thank you to
the amazing call handler and to the lady who called back and realised the situation
had deteriorated and upgraded my ambulance. You may very well have made the
difference between me being treated and my needing to be operated on. Much love
to you all xx

Reviews
At the time of writing, we have 4.5 star rating. The same rating as January. We received the
following reviews in February:


What can I say…. Hats off to every single person involved in this service needed
these on many occasions for our son and every time we called they came people on
here with 1 star get a grip man.

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


No message received relating to patient care during February.

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:


Thanks to the guys who looked after my dad yesterday, when his sister died
suddenly in a Darlington nursing home. He told me on the phone he was being
looked after, above and beyond all the time – god bless you.



Hats off to @NEAmbulance service and the two members of staff that came to see
my daughter last night. Their help and support was second to none – such a credit.



Very grateful to xx the paramedic the @NEAmbulance crew, the emergency staff at
the hospital and the team on ward 9 for taking such care of my mam this week.



@NEAmbulance thank you so much to the two ambulance staff who attended me
this afternoon when I was in so much pain! God bless you both, the NHS is amazing.



Thank you to @NEAmbulance for looking after me. You are wonderful people doing
an amazing job for which I am very thankful. #loveyournhs



Such a crappy week but thank god for the NHS @NEAmbulance thank you for a
fantastic response and support & @Newcastlehosps you continue to do a fab job
#Thankyou



I want to say a massive thank you to your guys for getting me to hospital. 2 nicer
bloke’s I’ve yet to meet and 100% reassuring and professional. Sorry I didn’t get your
names.

Patient/Community Engagement – February 2018
Date

Organisation

Details

01/02/2018

Sacred Heart High School

Operation Dragoon

02/02/2018

Chester Le Street Scout Group

General talk about the service

05/02/2018

Sedgefield Brownie Group

Brownies First Aid Badge

19/02/2018

Wansbeck Hospital

General talk about the service

20/02/2018

Howden Le Wear Primary School

People Who Help us

21/02/2018

Monkseaton Brownie Group

Brownies First Aid Badge

22/02/2018

Wansbeck Hospital

General talk about the service

27/02/2018

Wansbeck Hospital

General talk about the service

Patient Transport Service (January 2018) National Comparative Data

Organisation Name

Total
Responses

Total
Eligible

%
Recomm
ended

% Not
Recomm
ended

England (including Independent Sector Providers)

2,544

576,834

91%

2,092
2,544
45

533,758
576,834
771

92%
92%
100%

GUY'S AND ST THOMAS' NHS FOUNDATION

875

23,127

IMPERIAL COLLEGE HEALTHCARE NHS

349

LONDON AMBULANCE SERVICE NHS TRUST
UNIVERSITY COLLEGE LONDON HOSPITALS

Breakdown of Responses
Extremely
Likely

Likely

Neither

Unlikely

Extremely
Unlikely

Don't
Know

4%

1,560

761

97

56

47

23

4%
4%

619
708

64
87

37
46

40
39

17
19

0%

1,315
1,512
41

95%

1%

26,927

88%

1

1,148

YORKSHIRE AMBULANCE SERVICE NHS

124
1

NORTH EAST AMBULANCE SERVICE NHS

England (excluding Independent Sector
Providers)
Selection (excluding suppressed data)
ISLE OF WIGHT NHS TRUST

EAST MIDLANDS AMBULANCE SERVICE NHS
WEST MIDLANDS AMBULANCE SERVICE
EAST OF ENGLAND AMBULANCE SERVICE
SOUTH WESTERN AMBULANCE SERVICE
SOUTH EAST COAST AMBULANCE SERVICE
SOUTH CENTRAL AMBULANCE SERVICE
NORTH WEST AMBULANCE SERVICE NHS
ARRIVA TRANSPORT SOLUTIONS LIMITED
THAMES AMBULANCE SERVICE

4

0

0

0

0

514

315

32

2

7

5

8%

148

160

9

16

13

3

*

*

*

*

*

*

*

*

7,691
83,736

75%
*

14%
*

*
*

*
*

*
*

*
*

*
*

*
*

47

51,939

94%

4%

35

9

1

1

1

0

0
7
128
17
498
419
33
2,544
2,092

1
78,727
56,730
75,348
127,613
38,178
4,898
576,834
533,758

NA
100%
94%
82%
95%
85%
94%
91%
92%

NA
0%
5%
6%
2%
6%
3%

0
*
106
11
412
216
29
1,560
1,315

0
*
14
3
61
140
2
761
619

0
*
2
2
8
32
1

0
*
3
0
5
19
0

0
*
3
1
7
6
1

0
*
0
0
5
6
0

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

4%
4%

97
64

56
37

47
40

23
17

Emergency Care Service - See and Treat (January 2018) National Comparative Data
Breakdown of Responses

Total
Responses

Total
Eligible

%
Recomm
ended

% Not
Recomm
ended

Extremely
Likely

Likely

Neither

Unlikely

Extremely
Unlikely

Don't
Know

England (including Independent Sector Providers)

328

216,130

92%

4%

277

26

7

6

7

5

England (excluding Independent Sector Providers)

328
328
0

216,130
216,130
625

92%
93%
NA

4%
4%
NA

277
268
0

26
26
0

7
6
0

6
6
0

7
7
0

5
4
0

LONDON AMBULANCE SERVICE NHS TRUST

0

26,586

NA

NA

0

0

0

0

0

0

YORKSHIRE AMBULANCE SERVICE NHS TRUST

2

16,125

*

*

*

*

*

*

*

*

NORTH EAST AMBULANCE SERVICE NHS

173

8,496

96%

2%

157

9

3

1

2

1

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST

11

17,449

100%

0%

10

1

0

0

0

0

WEST MIDLANDS AMBULANCE SERVICE NHS

22

33,987

100%

0%

22

0

0

0

0

0

EAST OF ENGLAND AMBULANCE SERVICE NHS

46
9
14
23
28

22,768
28,899
21,734
15,586
23,875

96%
89%
93%
91%
61%

4%
0%
7%
9%
18%

39
*
13
12
15

5
*
0
9
2

0
*
0
0
3

1
*
0
2
2

1
*
1
0
3

0
*
0
0
3

Organisation Name

Selection (excluding suppressed data)
ISLE OF WIGHT NHS TRUST

SOUTH WESTERN AMBULANCE SERVICE NHS
SOUTH EAST COAST AMBULANCE SERVICE NHS
SOUTH CENTRAL AMBULANCE SERVICE NHS
NORTH WEST AMBULANCE SERVICE NHS TRUST
Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/

