
 

Friends and Family Test – March  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 

147 96.6 1.9 

Patient Transport (PTS) 100 98 0 

111 Service 88 89.8 6.8 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

March 2018  

    96.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes =  % Negative themes =  % 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 Paramedics were excellent carrying out assessment in a 
calm reassuring manner. 

 Caring, kind, did all checks brilliantly. Because of the care 
you  give. 

 They were most kind and considerate. Nothing seemed too 
much trouble for them. 

   



  

 

 

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

March 2018 
 

Number of Responses 

Online Surveys (Friends and Family Test) 5 
Total: 147 

Postal Surveys 142 

Activity   

Number of see and treat patients for the month 8,342 

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

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  142 96.6 -2.5 

Extremely Likely  132 89.7 -6.8 

Likely  10 6.8 +4.2 

Neither likely nor unlikely 1 0.7 +0.7 

Unlikely 2 1.4 +1.4 

Extremely unlikely 2 1.4 +0.5 

Don't know 0 0 0 

Trend Graph 

 
 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 154 53.8 1 33.3             

1 Emotional Support 42 14.7     
Reassuring/put at ease 1.1 28 9.8     

Caring 1.2 14 4.9     

3 Quality of staff 
/professionalism 

100 35.0 1 33.3 

Knowledgeable 3.1 6 2.1     

Good/Excellent Staff 3.2 61 21.3     

Friendly staff 3.3 17 5.9     

Understanding 3.4 2 0.7     

Helpful staff 3.5 13 4.5     

Attitude 3.6 1 0.3 1 33.3 

5 Kindness and 
compassion 

12 4.1     
Kindness 5.1 9 3.1     

Compassionate 5.2 3 1.0     

Transactional Themes 132 46.2 2 66.6             

7 Timeliness and 
access to care 

44 15.4 1 33.3 Quick response - Ambulance 6.2 44 15.4 1 33.3 

7 information 
communication and 
education 

12 4.2     

Good advice 7.1 5 1.7     

Good explanation 7.2 4 1.4     

Communication with patient 7.5 3 1.0     

12 Quality of Care / 
Service 

64 22.4     

good /excellent service 12.1 27 9.4     

Helpful  12.2 1 0.3     

Efficient 12.3 4 1.4     

Good outcome 12.5 1 0.3     

Good care 12.7 31 10.8     

13 General / Other 12 4.2     
General 13.1 5 1.7     

Thanks  13.3 7 2.4     

14 Triage Process     1 33.3 Questioning process 14.1     1 33.3 

Totals 286 99.0 3 1.0     286   3   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are  likely or extremely likely to recommend the service has 
decreased by 2.5% to 96.6% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend the service 
has increased by 1.9% to 2.8% 

 Returns have increased this month by 34 to 151  

 The number of See & Treat cases have increased by 888 to 7,454 

 99% of free text comments were positive. There were 4 main themes: quality of staff and professionalism 
scored 35%, The main sub theme was excellent staff.   Quality of care & Service  22.4%, the main sub 
themes were excellent service and good care. Timeliness and Access to care 15.4% and Emotional 
Support 14.7% 

 1% of all free text comments were negative, one of which related to the questioning process  

 Demographics, age: Over 65 years 68.3 %, 45-64, 19.6%, 25-44, 8.1 % Disabled 70.4%; Gender: Female 

61.4%, Ethnicity: White 98%, Data is only collected for sexual orientation and faith online for this survey. 
Heterosexual 60 %, Christian: 40%,  no religion or prefer not to say 60%. The number of responses was 
very low to both questions (5 responses)  

 National Comparative data for February 2018 indicates we are the highest out of 11 organisations for 
response rates, collecting 50% of all responses nationally. We are 2rd (4 organisations attain 100%) for the 
number of patients likely or extremely likely to recommend services to friends and family (99%), 8% higher 
than the national average. We are 2nd (3 organisations record 0%)  for the percentage of patients said that 



  

 

are unlikely or extremely unlikely to recommend our services (1%) 4% lower than the national average. As 
the response rates nationally are very low we should use caution when comparing data. 

 

Free text Comments 

The nhs is fabulous. We are so lucky to have it. Great advice and convenient. 

Crew were clear, helpful and compassionate. Ambulance was called by 111 but my baby's condition improved and 
we were able to stay at home and seek treatment the next morning. The crew didn't make us feel like we had 
wasted their time at all and checked our baby very thoroughly so we were confident we were safe until the next 
morning. 

Ambulance crew excellent, spent an hour with my elderly mother when she called them early in the morning. Gave 
advice and pain relief for fractured ribs and succeeded in preventing an admission to A and E. 

Paramedics were excellent carrying out assessment in a calm reassuring manner. 

Within 15mins the paramedics were here. 

Paramedics were absolutely wonderful and helpful. 

Quick response. Very professional approach. Very considerate when examining me - couldn't fault him at all. 

Really quick response. [Name removed] was lovely, patient and professional. 

Came swiftly, very courteous, checked over and lifted from floor. 

When I phoned 111 I asked for an out of hours GP appointment, I obviously ticked one of the alarm boxes on the 
questionnaire, which resulted in paramedics being sent. Whilst the paramedics were excellent, I felt that I was 
wasting their time which could have been better spent with a real emergency. 

Doctors and home visits are excellent. 

Paramedics were amazing. Did not wait long. They gave me painkillers which relieved my pain. So polite and 
answered all my questions. 

Caring, kind, did all checks brilliantly. Because of the care you  give. 

I was very pleased the way they helped me. 

Excellent care and service. 

Paramedics extremely helpful. Calmed me down. Reassured me. Talking to me all the while doing tests they were 
very efficient, professional and human, treating me with real care. 

Because of my ongoing health problem, they responded very quickly and a good assessment. 

Very nice, with a calm manner. 

Pleased with the service we received. 

I was put at ease immediately and given good advice and help. 

Excellent service, put my mum at ease straight away. Couldn't ask for better service. Well done NHS. 

Very professional, well trained staff carried out their duties in a kind, compassionate, competent and sympathetic 
manner. All communications were clear and concise. A clear way forward was comforting and reassuring. Thank 
you. 

Excellent staff. Very informative and supportive. 

Pleasant staff. 

Extremely courteous. Seemed very knowledgeable, human, "nailed the situation"! 

Very good. 

Very happy with the service. Competent and caring staff. 

Speedy response - lovely (helpful) paramedics. 

Both crew members were kind and considerate, and very thorough in their examination of me. 

The young lady who called was extremely thorough, polite, helpful, sympathetic and cheerful throughout her visit. I 
could not fault her on any account and felt much reassured as a consequence of her visit. 



  

 

Was advised the crew could take up to 2 hours, and arrived within 15 minutes. 

The ambulance crew were extremely polite, friendly and professional. They cheered my wife and I up and made us 
feel a lot better. They did a thorough examination of me and made sure I was comfortable and happy. 

I was in a lot of pain and very anxious. Ongoing now for 10 weeks. The crew were so reassuring, didn't leave me 
until they knew I was OK, thank God for our NHS. 

Very efficient. [Name removed] gave all good and kind attention. Very knowledgeable. 

We have always had excellent service from the paramedics, pleasant, hard working lads. Even when we had to wait 
a long time during [unreadable comment] snow. Thank you very much. 

I just cannot fault the paramedics and ambulance staff. 

Crew [names removed] were brilliant. Thank you. 

The paramedic and assistant were professional and very friendly and made me feel at ease at a vulnerable time. 

Ambulance staff were very good and efficient. 

They were most kind and considerate. Nothing seemed too much trouble for them. 

After my husband phoned for an ambulance they didn't take too long to get here. They paramedics were brilliant! 
They did all the necessary checks and reassured me that I was OK! They deserve a gold medal for the job they do - 
can't fault anything. Brilliant. 

They were pleasant and kind. 

Rang 111 because of difficulty breathing during the night. Received a house call within 30 minutes. Very 
professional and couldn't fault the service. Referred to attend OOH GP. Fantastic service! 

Excellent treatment from clinicians. Very knowledgeable and reassuring. 

I believe the NHS run properly with proper funding and enough ambulances is absolutely essential, but at the 
present time this is not happening. My wife who is 76 waited for treatment laying on the floor for five hours before 
anybody came to see her (from 11.30 pm until 0.430 am) bleeding quite badly. I cannot fault the care she was given 
by the two paramedics but having to phone four times is ridiculous. 

Extremely caring, understanding, helpful. 

They were very quick and helpful. No problem. 

Service very good. 

Paramedics were nice and approachable. Very friendly service. 

Attendance also knowledge of what they were doing felt safe in their hands. 

Pleasant attitude of staff. 

Time given and care. 

Only called as no help from GP. Why do your controllers not listen instead of reading off a script. As an ED nurse of 
20 years knew exactly what was wrong bit insisted  on talking to a woman who was in acute pain. She did not need 
GTN spray. This would have made her worse! I had tried for readmission via GP - but would not speak to me! 

[Names removed] were lovely and efficient. They are fantastic at their job. 

Extremely likely to recommend. Very friendly and made me feel at ease and relaxed. Thank you. 

Fast, efficient, friendly, professional. 

Crew member extremely pleasant and helpful. Nothing was a bother for him. He explained all procedures to family 
and resident extremely professional. 

The operator was very reassuring and helped keep my wife calm. Paramedic [names removed] were very 
professional whilst putting us at ease. We cannot thank everybody enough. 

Friendly, considerate, very caring. 

Couldn't have managed without them. 

Arrived quickly, treatment was excellent and put my mind at rest by the time the team left. 

Always had good, prompt service with friendly, efficient staff. 

Told there may be a 3 hour wait but they were here within half-an-hour.  Can't thank them enough. 

The crew were very helpful and considerate.  They made me feel valuable even though they were very busy. 



  

 

The 111 service was very quick to request an ambulance but the service received from the Paramedic was first 
class.  Thank you. 

Absolute professionals!  Fantastic service-so thorough and sensible, absolutely excellent. Reassurance given could 
not achieve any GP help. 

Called 99 wife collapsed. After 15 mins ambulance arrived-excellent response. 

Prompt, efficient, kind, caring. 

Wonderful kind, caring people who treated my husband in the early hours of the morning after he fell out of bed and 
helped him! 

Very good service-could not wish for better.  No problems. 

I was very pleased with the quick response and treatment given to me by the First Reminder and the paramedic. 

The practitioner was very personal and professional.  He undertook a very comprehensive assessment including 
both verbal and clinical information.  He was very courteous and reassuring that, if necessary a further call be made 
to NEAS. 

The two paramedics were so professional, calm and reassuring.  We could not fault the way they carried out their 
work.  Well done girls and NHS and keep up the good work. 

I fell in the shower and could neither lift myself nor be raised by my wife. 

I needed help as I was in a lot of pain.  Ambulance staff were marvellous and explained the problem and stayed 
with me until I was calm and knew I was OK.  Also didn't make me feel bad about calling when it wasn't life 
threatening. 

I called an ambulance for my grandson, he is epileptic, and the response was excellent.  The team were very 
supportive and helped him to recover.  Very well done and thanks to you all. 

Two very likeable young men; they were marvellous.  Thank you 

I was treated well and told everything they were doing . 

Excellent care and diligent concern. 

They arrived within 10 mins. From start to finish they were professional and polite.  Nothing was a problem.  They 
checked my mother thoroughly.  I have never felt so proud of our  paramedic nurses- really good and I cannot put 
into words how we feel.  They stayed for 4 hours then crew with lifting gear arrived.  Excellent service 10/10. 

Arrived very quickly and were very efficient, pleasant. 

Paramedic service was excellent, I cannot fault their commitment and amount of checks. Lovely, friendly people.  I 
cannot rate higher as ambulance took 7 hours to arrive. 

The paramedic who attended to my grandson today was fantastic:gave my grandson a thorough check-up and was 
very caring.  He gave me some info. and advice and still asked if I had any questions-very reassuring.  10/10 

Response was quick, efficient and very kind. 

Arrived withing 10 minutes.  Excellent service. 

Service I received was efficient. 

Very pleasant and efficient paramedics at the end of a busy shift. 

Brilliant service. 

They were very prompt and professional. 

Paramedics gave confidence.  Friendly conversation and relaxed atmosphere whilst being professional. 

Paramedics are always polite, confident and helpful.  Tonight's team were just as awesome.  They go above and 
beyond to help my Dad and we trust them 100%.  Happy to take their advice/recommendations.  Real heroes. 

I live on my own and was very frightened and the gentleman who came to see me reassured me that I was fine.  I 
was panicking which made things worse.  I am very sorry if I took up your time!  Your service is excellent! 

I was seen by two very nice gentlemen who made me feel a whole lot better. 

The nurse who responded to my request for assistance was efficient and professional. 

Fast response, friendly care and very efficient. 

I had breathing difficulties and paramedics responded promptly.  Expertise was on a par with response I might have 
experienced on A&E.  They were able to relieve symptoms and enable me to stay at home.  they were kind, friendly 
and above all, professional. 

Very prompt, helpful service. 



  

 

First class service from lady on control.  Call from nurse to paramedics at my house; very cool and calming.  A very 
good examination.  Next day well but weak-no more problems. 

Very quick response; very thorough and polite; very caring. 

Good at job. 

I liked it. 

I would recommend to family and friends as paramedics are so caring. 

Excellent prompt response.  Good explanations of problems and equipment given. 

Prompt care. 

Completed by main carer.  I found the approach of the two paramedics exceptional.  they were caring, considerate 
but firm and put the gentleman at ease.  This was a classic display of NHS at its best, and thank them for the level 
of care they showed. 

Prompt response.  Nice ambulance crew who listened. 

So caring and very thorough in their examination.  They listened to everything and never judged or criticised. 

I was very respectfully and [unreadable comment] treated. Cheered me up no end. Very professional and 
understanding. 

The paramedics came to our house within 15 minutes: they were friendly and thorough. 

Lovely crew reassured my Dad and me. 

Great care and put at ease. 

I was put at ease as soon as the ladies came in my house. They explained what they were doing so please than 
them for me. 

When the paramedics were called they were prompt, even in snowy conditions, friendly and very reassuring. So 
very nice. 

[Name removed] was fabulous! In what was quite a scary situation for me he really looked after me. I could not 
have asked for better care or treatment. 

Very happy. 

Rapid response, professional and thorough.  Thank you! 

The response to 999 was excellent.  The paramedic immediately put us at ease and was very efficient.  Also an 
ambulance was sent in case hospital required. 

Rapid response to call, compassionate care and patience. 

Prompt attendance, checks and advice.  Very courteous and professional. 

Friendly, caring, efficient people. 

Quick response. Good communication. Friendly. Efficient. 

Professional. Friendly. Caring. 

My husband was ill for many years and we had the ambulance service often all the teams were good, but the team 
for me were the best ever. Understanding [unreadable comment]. Made me feel very safe. 

Having used the N.E.A.S. as transport and as an emergency patient I have usually found using as patient that 
timing is quite a problem. I have waited up to 2.5 hours to be picked up. As an emergency patient I find the staff 
suitable as paramedics and I have waited no longer than 1/2 hour to arrive at hospital from my 5-7 minute 
[unreadable comment] home. The staff have always put me at ease, very polite and attentive. Nice people. 

Very attentive. They helped me get up after a fall and gave me a thorough examination. 

The ambulance man and woman was very helpful and understanding with my dad who has vascular dementia. 

The overall support whilst waiting for the ambulance to arrive was second to none and the crew were professional 
and well trained. 

When they arrived they promptly investigated my illness with care and professionalism. 

Time to arrive. Insensitive comment regarding my self-harm. 

They made me feel in good hands. 

Excellent service for the few times I have needed paramedics. They are the best. 



  

 

Prompt service and efficient but caring paramedics. 

Excellent service. Excellent paramedic. 

The ambulance arrived very quickly and the two paramedics were efficient and friendly and set my mind at rest. 

Very friendly and helpful. 

Very quick response. 

They were pleasant in their messages of help after the ambulance had attended promptly and the 2 operatives 
were both professional, courteous and kind. 

Called 999 because I thought 89 year old mum might be having a stroke. Paramedic [name removed] arrived very 
quickly and could not have been nicer with my old mum. Ambulance crew arrived soon after and were also very 
good. 

Excellent prompt service, very pleasant crew. 

The staff go out of their way to help and put you at ease, they are wonderful staff. I feel safe in their hands, please 
give them a massive pay rise, they totally deserved it. One grateful customer. 

I was very happy with the ambulance man's help. 

Paramedics very helpful and kind. We were grateful for their support. 

 

 
 
 
 
 
   



  

 

 
 
 

 

Patient Transport Service  
Friends and Family Test Survey 

March 2018 
 

     98% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 90% Negative themes = 10% 

Top positive 
themes 

Quality of care/service Quality of staff/ 
professionalism 

Timleiness and 
access to 
services 

Positive     
free text 

Comments 

 Reliable service, always on time 

 Could not make my appointments without the service, the 
staff take me right to the door. Excellent service 

 Ambulance staff really look after you, very caring 
disposition 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              February 2018  

Number of Responses 

Online Surveys  82 
Total: 100 

Electronic Tablet Surveys 18 

Activity   

Number of completed journeys for the month 48,673 

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 98 +1.4 

Extremely Likely  89 89 +12.9 

Likely  9 9 -11.5 

Neither likely nor unlikely 2 2 +0.1 

Unlikely 0 0 -0.4 

Extremely unlikely 0 0 -1.1 

Don't know 0 0 0 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes 

Description 
Sub 

Code 

Positive 
Total 

Negative Total 

Count % Count % Count % Count % 

Relationship Themes 55 37.9                 

1 Emotional Support 6 4.1     

Reassuring/put at 
ease 

1.1 3 2.1     

Caring 1.2 3 2.1     

2. Respect for patient-
centred values, beliefs 
and preferences 

1 0.7     
Respect for patient-
centred values, beliefs 
and preferences 

2.1 1 0.7     

3 Quality of staff 
/professionalism 

43 29.7     

Good/Excellent Staff 3.2 4 2.8     

Friendly staff 3.3 19 13.1     

Helpful staff 3.5 12 8.3     

Attitude 3.6 8 5.5     

5 Kindness and 
compassion 

5 3.4     
Kindness 5.1 3 2.1     

Compassionate 5.2 2 1.4     

Transactional 
Themes 

90 62.1 11 
100.

0 
            

6 Timeliness and 
access to care 

29 20.0 8 72.7 

Quick response - 
Ambulance 

6.2 7 4.8     

Ease of access 6.4 1 0.7     

Pick Up Times 6.5 1 0.7 3 27.3 

Collection times post 
appointment 

6.6     2 18.2 

Booking the Service 6.8     3 27.3 

I need the service to 

access appointment 
6.11 20 13.8     

7 information 
communication and 
education 

1 0.7 1 9.1 
Communication with 
patient 

7.5 1 0.7 1 9.1 

8. Facilities     1 9.1 Transport Provided 8.1     1 9.1 

12 Quality of Care / 
Service 

59 40.7 1 9.1 

good /excellent 
service 

12.1 45 31.0 1 9.1 

Helpful  12.2 1 0.7     

Efficient 12.3 13 9.0     

13 General / Other 1 0.7     General 13.1 1 0.7     

Totals 145 92.9 11 7.1     145   11   

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
98% an increase of 1.4% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0, 1.9% less 
than the previous month 

 We received 100 responses, a decrease of 168 compared to the previous month. Our person on 
light duties has retunred to work 

 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 is fair considering the number of responses with , James Cook, 
Freeman, RVI and Durham all receiving a fair number of responses. 

 The number of completed journeys was 48,673 an increase of 3,429 compared with February  



  

 

 90 (92.9%) of free text themes were positive an increase of 2.9% 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.  

 11 (7.9%) of free text themes were negative an decrease of 2.9% from the previous month. The 
main themes were timeliness and access to services  

 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: 47.5% Female, 52.5% Male; Age: 72.4% over 65, 26.5% 45-64, 1% 16-
44 years old; Disabled: 90.1%; Sexual Orientation: 1% Lesbian, Gay or Bisexual and 98% 
Heterosexual, Faith: 71.7% Christian, 19.2% No faith; Ethnicity: 98% White British, 1% BAME. 

 National comparative data for February 2018 indicates we are the 4th out of 14 organisations and 
3rd in the NHS Ambulance sector for response rates for PTS. We scored 6% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients (97%). 1% of patients would not recommend our service to friends and family which is 3% 
lower than the national average and and joint 2nd 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 
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 3 3.2 

Freeman Road Newcastle 12 12.9 

Hexham General  0 0 

James Cook  25 26.9 

North Tyneside General 0 0 

One Life Centre Hartlepool 0 0 

Queen Elizabeth Gateshead 0 0 

Royal Victoria Infirmary 18 19.4 

South Tyneside General 1 1.1 

Sunderland Royal  0 0 

University North Durham 9 9.7 



  

 

University North Tees 5 5.4 

Wansbeck General  0 0 

Other 20 21.5 

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    

33 North Tees 1 0 1 

35 Wallsend 6    

36 Pallion    

37 Alnwick    

38 Hexham 8    

40 Blucher    

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham 36 0 36 

55 Blutcher    

63 PTS Volunteer 27 0 27 

66 South Church 23 0 23 

66 South Church    

67 Volunteer (light duties    
 

 

Free Text Comments 

Great friendly staff very helpfull 

No bus service direct to hospital.  

Gi friendly FREE service 

Not able to drive but hopin  to be allowed to drive again soon 

Friendly helpfull service 

Very good and reliable sevi ce. 

Regular visits to rvi and freeman.  

It would be impossible to travel from Allendale without this service. 

First time very efficient. 

Reliable courteous drivers 

Reliable and helpful staff, even picked me up in the snow 

Friendly happy staff and very helpful . Still picked me up in the snow 

Good service, happy staff 

Reliable service, always on time 

Prompt and efficent service 

Could not ask for better staff, always greeted with a smile 



  

 

Could not be without the service, it's always friendly and a tailored service 

Staff are always kind and considerate 

Friendly, happy staff, tailored service 

Could not make my appointments without the service, the staff take me right to the door. Excellent service 

Couldn't be without the service, always on time and efficent 

Everyone is friendly, what I don't like is to have to be reday two hours before and sitting around waiting 

Could not be without the service, I would not be able to make it to  my appointments 

Tailored service, very friendly staff 

I've used the service for over seven years, and it's never let me down 

Good service, look after the patients, caring staff 

Very happy with the service 

Polite and helpful service, makes me feel more at ease 

Could not manage without the service 

Could not do without the service, no other means of transport 

Efficency and the way im treated by staff, such a positive experience every time 

Ambulance staff are very friendly. In the past I always had hasstle when making my booking. The integration. 
However sInce I have lost my leg, I have no problems with the booking service 

Always on time, efficency. Helpful staff 

Im always made to feel relaxed and comfortable 

Reliable and courtesy staff 

Couldn't do without it, I am in an electric wheelchair 

Ambulance staff really look after you, very caring disposition 

Friendly staff, always willing to help 

Ambulance staff are friendly and helpful 

Staff do a fantastic job 

Only means transport, happy with the serice 

Brilliant tailored service 

Very reliable service 

Couldn't do without the service 

Told to be ready for 8 arrived ar 7.55t 

Drivers are very professional and friendly. Collection is always on time and I wouldn't be able to attend 
appointments without this service. 

Can't do without it 

A service I could not do without 

Experienced, reassuring friendly staff who look after myself a d mam from beg to end of journey. 

A very good service 

Very important to know that the facility is there for patients like me. 

Excellent service if you can get it! 

Excellent service 

Friendly prompt service 

Can't manage without it. 

Very efficient 

Could not do without it 

Because the staff are kind and compassionate. Couldn't do without this service 

The staff treat me with respect 

Brilliant, compassionate staff 

Keep up the good work 

Enjoyed talking to the staff, very helpful to have this service. I don't like to keep asking family members to 
take me to my appointments 

Just been a great experience every time 

Keep up the good work 

Keep up the good work 

Nothing but compliments for the serice 

Keep up the good work 

Overall very good. Only thing I don't like is waiting before and after appointments to be picked up 

Very happy with the service, no complaints 



  

 

Friendly staff 

Brilliant service, 1st class 

Very pleased with the service,  and feel lucky to be able  to have this service foc 

Happy with the service, I wouldn't change anything 

Happy with everything 

Keep up the good work 

Happy with the overall service , cannot fault anything 

Very happy with the service 

One thing I was not too happy about, when I rang to book my opointment, the call took 50 mons and the lady 
who I spoke to was really rude and not understanding. I feel, the like it was an interagation. I ended up 
speaking to the manger. But normally the service is brill ant. 

Amazing service,  friendly staff. 

Excellent service, can't do enough for you 

Happy with the overall service 

Keep up the good work 

Happy with the overall service , faultless 

I do not like the booking system, it is too long and stressful. I wish I didn't have to repeat the same thing over 
and over 

I don't like the timing on a morning,  having to be ready two hours before 

Could not manage without the service 

Happy friendly staff.the  only thing I don't like is the telephone booking service 

Good tailored service 

Excellent happy staff 

Keep up the good work 

Very friendly and helpful staff 

We couldn't do without you. 

Very good service 

Very good service 

Excellent service 

Very good service 

Sight loss and cancer patient. On the whole a very good service but today's transport  back home has been 
delayed for whatever reason and I've been waiting now for over 2 hours. That is after cancer treatment. Not 
impressed but on the whole an excellent service. 

A very essential service for patients like myself 

A very good service 

Very good 

Invaluable service which is a lifeline for rural patients 

Thank you for being kind to me and so caring. 

Always gets me there 

Did not wait long. Pleasant drive home, despite heavy snow. 

Felt like I received VIP treatment as there were many people in green uniforms helping me into the car as well 
as the driver himself. This was at Dryburn hospital when I was being transferred to Sunderland. 

Enjoyed the experience 

Reliable and no stress 

Friendly very helpful pleasant drivers 

Reliable 

Friendly helpfull drivers 

Some drivers go to wrong street due to their sat navs but find my house soon enough. 

I felt that maybe an ambulance may have been more appropriate as i couldn't walk and was attached to a 
catheter but there were many ambulance people there to help me. 

Very good service 

Very good 

No all good 

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

March   2018  

   89.8% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 84.8% Negative themes = 15.2% 

Top 3  positive themes 
Quality of 

care /service 
Quality of staff/ 
professionalism 

Timeliness/ 
access to care  

Examples 

Positive free text 
comments 

 The asked relevant questions and got me an 

appointment within a few hours. 

 The advice given was reassuring and directed me in 

the right direction. 

 Listened and arranged an appointment that was close 

to where I live. 
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

March  2018  

Number of Responses 

Postal Surveys  55 

Online Text Surveys 33 

Total 88 

Activity   

Number of 111 calls (answered) 82,179 

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  79 89.8 +2.7% 

Extremely Likely  51 58 -3% 

Likely  28 32 +7 % 

Neither likely nor unlikely 3 3.4 -0.6 % 

Unlikely 1 1.1 -4.8% 

Extremely unlikely 5 5.7 -2.7% 

Don't know 0 0 0 

Trend Graph  

 
  



  

 

Free Text Comments 

 Free Text 
Comments  

Positive Total Negative Total  Sub Codes 
Description 

Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 43 28.5 3 11.1             

1 Emotional Support 13 8.6     
Reassuring/put at ease 1.1 9 6.0     

Caring 1.2 4 2.6     

3 Quality of staff 
/professionalism 

30 19.9 3 11.1 

Knowledgeable 3.1 1 0.7     

Good/Excellent Staff 3.2 10 6.6 1 3.7 

Friendly staff 3.3 6 4.0     

Understanding 3.4 2 1.3     

Helpful staff 3.5 10 6.6     

Attitude 3.6 1 0.7 2 7.4 

Transactional Themes 108 71.5 24 88.9              

6 Timeliness and 
access to care 
  
  
  

20 13.2 7 25.9 

Quick response – 111  6.1 13 8.6 3 
11.
1 

Quick response - 
Ambulance 

6.2 2 1.3 1 3.7 

Ease of access 6.4 1 0.7     

Called back  6.10 4 2.6 3 
11.
1 

7 information 
communication and 
education 
  
  

17 11.3     

Good advice 7.1 15 9.9     

Good explanation 7.2 1 0.7     

Communication with 
patient 

7.5 1 0.7     

9 Co-ordination and 
integration of care 
  

15 9.9 3 11.1 

Links to services outside 
NEAS 

9.1 15 9.9 1 3.7 

Treatment at other 
service 

9.2     2 7.4 

12 Quality of Care / 
Service 
  
  
  
  

39 25.8 6 22.2 

good /excellent service 12.1 22 14.6 5 
18.
5 

Helpful  12.2 7 4.6     

Efficient 12.3 2 1.3     

Good outcome 12.5 8 5.3     

Good care 12.7     1 3.7 

13 General / Other 
  

15 9.9 2 7.4 
General 13.1 13 8.6 2 7.4 

Thanks 13.3 2 1.3     

14 Triage Process 
  
  
  

2 1.4 6 22.2 

Questioning process 14.1     3 
11.
1 

Relevance of questions 14.2 1 0.7 2 7.4 

Telephone Operator 14.5 1 0.7 1 3.7 

            

Totals 151 84.8 27 15.2     151   27   

 
 
111 Summary  

 The FFT score for the number of patients likely or extremely likely to recommend the service to friends 
and family has increased by 2.7 % to  89.8% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and family has 
decreased by 2.1% to 6.8% 

 There have been 88 responses, (text and postal) which is 14 less than the previous month 

 The number of answered calls has increased from the previous month by 10,623 to 82,179 

 There were a fair number of comments 

 84.8% of free text themes were positive, this is an increase 0.1 % from the previous month. Quality of 
care/service staff scored highly at 25.8% with excellent/good service as the highest sub theme at 14.6%, 
Quality of staff and professionalism 19.9 % and Timeliness and access to care 13.2%. 



  

 

 Demographics, Age: over 65 – 26.7% 45-64 – 30.7%, under 44 years old – 41.3%; Gender: 81.6% 
female, Disabled: 33.7%, White British 93.4% , Christian 58.4%,  No religion 27.3%, Heterosexual 89% 
prefer not to say 6.9% 

 

Free Text Comments 

Useless only taken seriously if about to pass away. 

I would recommend they attend A&E immediately. 

Quick response and very helpful advice 

From call time to treatment time much longer than expected. Showing up to the walk in immediately would 
have allowed much faster treatment. Even with an appointment I still waited over an hour and a half to be seen 
once I arrived.  

There is  one other choice 

My call was answered quickly and I was seen by an appropriate health care professional as soon as possible, 
despite it being a Sunday! 

Very good 

Had problem with my eyes and no doctors open on Sunday  

I was given advice from the previous night by the a&e department to go straight back if no improvement. There 
was no improvement but my child was not severely ill so I did not want to go back. I was put through to the best 
nurse ever who completely put me at ease and gave super reassuring advice 

 Friendly servixe 

As they did there job 100% 

They have helped me with my recent illness and even said they would send an ambulance for breathing 
problems, which i refused as they are needed for more serious cases and I could get myself to the urgent care 
centre which they made me an appointment for within half an hour. 

I was even thanked for refusing the ambulance. They are under too much pressure as it is. All it takes is  
common sense; if you can get to hospital yourself, do not abuse the already stretched service. 

Quick service. I got to see a dr in about an hour. 

My child clearly needed to see a doctor but was made to go to a pharmacist even though I explained she had 
previously seen a doctor and was told to go back if a temp occurred. Instead of giving me an appointment I had 
to wait with a load of druggies while they received their methodone with a 2 yr old only to be asked why I'd 
come as she needed a doctor. The second phone call I was given an appointment then told it was taken to be 
offered one late at night when I asked for the number to complain suddenly there was an appointment in the 
next 30 mins!!! On getting to the doctors she said that it said on notes my 2 year old daughter was on tramadol 
which she isn't. Not impressed if I hadn't been so ill the following days I would of made a formal complaint  

  Call handler would not listen. Call handler lied about being clinically trained. I know she lied as when the 
paramedic called back I asked her directly and she stated the handler was not clinically trained. The initial call 
handler tried to refer me to an inappropriate service which is not an a&e as she stated, I know this as I work for 
the trust in question and call handler would not listen despite repeated attempts to tell her that my child did not 
have a head injury and that it was a dental issue. When the paramedic called back she understood exactly 
what I was saying and advised appropriately. If I was not clinically trained I would’ve been railroaded in to 
accessing an inappropriate service for a need that was not there. 

I was in pain and needed help 

Advisor rang me back when she said she would 

Very helpful and avoids unnecessary trips to A&E 

Quick and were assisted me in my matter. Please with the response.  

Helpful call handler, polite and pleasant. Very useful service.  

Friendly competent and thorough  

The lady I talked to was very helpful and considerate. I felt I was in safe hands. 

The doctor who came to see me was so kind, caring and understanding. A credit to the profession! 

Sometimes need to talk to GP as we are health care professionals calling on behalf of someone else. 

Quick and helpful. 

Prompt answer and excellent advice. 



  

 

Abdominal pain. 

Was not well. 

Service awful. 

Because of the help they gave me. 

Couldn't fault the service. Would not hesitate to use 111 again - 1st class. 

Helpful and understanding. 

Directs you to the correct procedure, e.g. A&E, GP, etc. 

It's the best emergency back-up. 

Swift and efficient service solved my problem very quickly. 

Advice worked. 

Too long to write in this box. 

Adviser was very helpful. 

Water infection - pain in lower back. 

Not helped until passed to someone else with a very long wait. 

Staff member rang me back and was very helpful. 

Call handlers are friendly and caring. 

They give good advice and put you in right service if they can. 

Took time getting through. 

Good service. 

Prompt efficient response  

Gave me the information i needed 

Professional, friendly staff. 

Answered the phone quickly and were very thorough and polite alsi helpful 

They are very helpfull and sufficient and always help you or get a nurse or doctor to ting you back 

Mother had painful leg ulcer. 

Always a swift response in locating a place to take our children to receive care. 

Fast, effective and stop people phoning 999 unnecessarily. 

Admitted straight into hospital. 

Great service-got through straight away. 

Because it was appropriate and necessary. 

I have bipolar disorder and mental illness. 

Knowing there is someone who can help. 

It is very helpful now there are no walk-in centres. 

The service is very good. 

X-ray on my ankle. 

Quick, efficient. 

I guess potential patients will call themselves if possible. 

Quickly contacted a doctor who rang us back within 15 minutes and who summoned a blue light ambulance. 
Arrived about 10 minutes later. Confirmed our concerns re the issue - worried about going to A&E as had used 
walk in centre that day. 

It was efficient and helpful. 

Easy to use. 

Doctor's was closed, Pharmacy advised to contact service. 

Staff always are polite and helpful. 

Very helpful. 

Was for advice re medication. 



  

 

I felt that I really needed advice but not that I needed to call 999, although with hindsight, I would have been 
justified in calling 999. 

Each person we spoke to did all they could to help. 

It is like an automated service that asks same questions for any circumstance and unless you are in critical 
condition you get the same piece of help/advice you get from a calpol leaflet. Not different from [unreadable 
comment] NHS body by the way - seems like training is not indepth as it should be. 

Advice was good but no ambulance for 2 hours if I had waited it's likely I would have died. Luckily I got taxi 
quicker which saved my life. I was told if I stop breathing to ring 999. Pretty useless when I'm in house alone 
which they knew. 

Lady was very caring  

My ill child was not given the help she required straight away and was sent on a wild goose chase. The notes 
were completely incorrect. Call handers have no clue except what the computer tells them 

Inept staff who have no idea what they are doing or how to advise appropriately. Latched on to one aspect 
which was not a concern and would not deviate from that school of through despite being repeatedly advised 
that it was not an issue and not relevant to the call. 

They were able to make me an appointment at the emergency dentist, I was not aware that this would be 
possible.  

As previously mentioned, the call handler was very pleasant to speak with. She was very friendly and genuinely 
seemed interested in my situation and tried to get me help.  

There where just some inappropriate questions like are they beading when I call up with suspected measles 
but I understand why 

I had a chest infection and coughed nonstop. The operator tried really hard and found me an Gp slot 
successfully. Really appreciate it.  

They understood that having just had major surgery I was unable to travel to an out of hours centre. And sent a 
doctor to the house. Although quite a wait the doctor was kind, caring, understanding and very professional and 
I am very grateful. Thank you! 

Listened and arranged an appointment that was close to where I live. 

Excellent advice. 

I think some of the questions are irrelevant at times but I understand why they need to be asked. 

It appears to be just a putt off for the ambulance service. 

I was very happy with they gave me. 

It was 1.20 am. Chest and stomach pains. 111 arranged transport to hospital - great. 

Calm the situation by talking through the problem till getting hands-on help. 

The advice given was reassuring and directed me in the right direction. 

Satisfied with the service I was given. 

How quickly my problem was dealt with. Politeness and knowledge of the adviser. 

Phoned 3 times - but no record of the 1st and 2nd time I phoned! The attitude of the first 2 call handlers! It's not 
a bit surprising that most people decide to just go to A&E, they have probably had an experience like this. Next 
time, I will go to A&E. 

Friendly and put me at ease. Very helpful and informative. Arranged an appointment for me at a nearby GP 
surgery as my own was closed. 

It was an excellent service and I thank you. 

Rang at 11.00 pm. I was told someone would call me back. Return call was not until 4.30 am. 

 The call handler got back in touch and was very helpful. 

The call handler got a medic to phone me back and the paramedic understood my situation. He arranged for 
Star Services to phone me. He was very helpful and caring. 

I felt confident with them. If they weren't which service [unreadable comment] would ask someone not just 
leave it. They would make sure. 

Advice was ideal under the circumstances. 

Extremely satisfied  

Professional and friendly staff. 

We rang more for advice and after the call we were sattisfied about what the problem was and how to deal with 
it which set our minds at ease 

I was very satisfied with how they explained things to me and were very helpful 



  

 

Always a prompt response. On one call an unwarranted ambulance was wanting to be sent. As the parent I 
knew it wasn't necessary but it took a while to cancel the ambulance being sent. 

Fast, effective call handler.  Patient, good information and helped solve problem-signposted to appropriate 
service. 

Great service.  Not sure whether to go to Walk-in Centre so rang first and this saved me going and waiting. 

Always there for you. 

Very friendly and efficient staff. 

The call was answered right away. 

Call handler read from a list of questions on their computer - they cannot tell you what to do without seeing a 
patient. Many occasions when paramedics have arrived and we have been given wrong advice from 111 call 
handler, i.e. administering GTN sprays. 111 left a patient lyding on floor for 5 hours due to a fall before 
paramedics arrived - shocking! 

Very satisfied with the service. 

See response to Question 2. 

The asked relevant questions and got me an appointment within a few hours. 

Satisfied with advice and help with my problem. 

I agree the call handler was confident about my problem, however she told me a District Nurse would phone 
me, this didn't happen. Waited until midnight and went to bed. First bad experience, normally exceptional! 

Staff were patient when all information was being handed over and when treatment was being suggested. 

It took the doctor 6 hours to speak to me, by then problem sorted itself out. 

Having followed their advice I was able to access the help I needed very quickly and advised to go to my GP 
immediately I got home to arrange for further investigation and to go straight to the nearest A&E if the problem 
flared again. 

 

 

 

 

  



  

 

 

Social Media Update (March 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 April, the NEAS Facebook account had 11,621, likes, up from 10,703 

likes in March.  

  

Visitor posts  

Visitors regularly post on our page. Many are organisations, which ‘tag’ us in posts. However, 

occasionally patients post to have their say.  

 Massive thank you the paramedic he was on hand yesterday when my daughter had a seizure at 

school and was very helpful on the way to hosp had good craic to great lad! Well done to 

everyone at NEAS xxx 

Reviews 

At the time of writing, we have 4.5 star rating. The same rating as February. We received the following 

reviews in March:   

 The two paramedic that gave me daughter the care she needed you are a credit to the service 

and I would love to shake you by the hand all respect to you both if it wasn’t for you my daughter 

wouldn’t be here so from the bottom of my heart thank you  

 Thank you to the paramedics who attended and cared for my father on Thursday morning.. they 

were professional, caring and empathetic.. you guys are fabulous and both myself and my dad 

are grateful for your experience and service…  

 A brilliant service I would like to thank the ambulance men who came and took my husband to 

hospital this morning after he suffered anaphylactic shock. He is now home and well. Scary 

morning but a good ending.  

 Outstanding two members of your staff this morning. Old lady had fallen in the street walking her 

dog. A total credit to the great service you all provide. Simply outstanding credit to you all.  

 Very quick response to me last night in such horrific weather conditions on suspicion of a stroke. 

Thankfully it wasn’t that but symptoms indicated as such and they spend enough time with me to 

make sure my symptoms had subsided before they left – knew their stuff! Top lads!  

 I can not praise enough the crew were quickly on scene after a 999 call to attend to my Father in 

Law this morning. They were so caring, professional and efficient and as it was a blue light job 

the driver got him there very quickly and safely, despite all the bad weather and snow. I know the 

NE Ambulance Service gets some bad press, but credit where credit is due and this crew 

certainly deserves it.  

Messages 

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

 Big thanks to the crew of North East Ambulance Service who came to my rescue at 1am, time 

taken care given 2nd to none.  

 A HUGE THANK YOU This time last year my family and I were going through a very hard time 

with my late wife having several emergency admissions. This year we are going through it all 

again with my mother having had four emergency admissions resulting in a very sad prognosis. 

During this time, the support that we have received from NEAS has been unbelievable. The 



  

 

ultimate in compassion, dignity and utter professionalism that we have received from you has 

been fantastic and very much appreciated. Thank you so much 

 On the 11th March, you carried my wife, fell from her bike. I thank you so much for what you did 

that day, she is making a slow but sure recovery, and, when she is able, she wants to fund a way 

of saying thank you in person. 

In the meantime, on behalf of her family, and the staff and pupils of the School, where she 

teaches, please accept our deepest gratitude. 

 A massive ‘thank you’ is deserved two ambulance techs who attended a 999 call this evening for 

my grand-daughter with complex Mental Health issues. These two were nothing less than 

OUTSTANDING and the Ambulance Service is very lucky to have employees like these who go 

above and beyond to assist in any way they can. They were professional, compassionate and 

empathetic while remaining calm and in control of a crisis situation. They listened, supported us 

and went absolutely above and beyond to try and help us find a solution this evening. Thank you 

so very much guys - Your Service gets some pretty bad press, but you two went all out and I 

want to thank you so very much. They deserve to be commended - having had lots of intervention 

from police and ambulance service recently - they certainly went above and beyond. The 

paramedic spent one to one time with my daughter to try and establish some calm while the other 

paramedic made call after call to try and get us some help. They spent almost two hours with us 

and he was relentless in making call after call - I will nominate them for a staff award - but please 

please ensure that their supervision at the highest level possible are made aware of how amazing 

these two were. thanks again - you all do such an amazing job - and very often such a thankless 

one 

 What is the backlog waiting time today please, an emergency vehicle was ordered for me at 

10.40am this morning to go to hospital by 111 and I’m still waiting, I’ve had a follow up phone call 

a couple of hours ago but still nothing.  

Twitter 

At the time of writing, the NEAS Twitter account had 11,820k followers – up from 11.1k 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 March: 

 

 Don’t like being too personal on twitter but thanks again to @NEAmbulance and @CDDFTNHS 

after my sons anaphylaxis. Glad you’re there.  

 A massive thank you also to the first responder and the ambulance team from @NEAmbulance 

who were absolutely top class yesterday  

 Must record my thanks for some great care from @NEAmbulance and @NorthumbriaNHS for my 

daughter at the weekend following a nasty gymnastics tumble (no major harm done though!). As 

a parent it was so reassuring to be in their hands.  

 Massive thank you @NEAmbulance to the two paramedics who attended me this morning. 

Absolutely brilliant, can’t thank them enough for their help and care. Thanks so much.  

 Huge thanks to the crew that took me to hospital after I thought I’d had a reaction – you were 

right it was a major infection. Thanks you two.  

 My thanks to @NEAmbulance for their response and care this morning.  

 @NEAmbulance my 85yr old father with alzheimers has now been waiting 10 hrs for an 

ambulance that was ordered by his GP. All I have been told continuously is one will be with you 

shortly or as soon as we can!  

 

 



  

 

 

Patient/Community Engagement – March 2018  

Date Details Organisation 

07/03/2018 People who help us  Harton Primary School 

09/03/2018 School visit Bishop Primary School 

12/03/2018 Commonwealth Raising of Flag Sunderland Civic Centre 

13/03/2018 General talk about the service  Alnwick WI 

15/03/2018 People who help us  Knop Law Primary School 

20/03/2018 World of Work Day  Josephine Butler Campus Ashington 

21/03/2018 Careers Day Tanfield School 

22/03/2018 People who help us Roman Road Primary School 



  

 

Patient Transport Service (February 2018) 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) 2,922 511,208 91% 4% 1,647 1,009 107 77 32 50 

England (excluding Independent Sector 
Providers) 2,324 472,483 91% 4% 1,289 829 66 67 27 46 

Selection (excluding suppressed data) 2,922 511,208 91% 4% 1,643 1,008 107 77 31 50 

ISLE OF WIGHT NHS TRUST 0 751 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION  866 21,662 89% 5% 274 500 23 43 1 25 

IMPERIAL COLLEGE HEALTHCARE NHS  214 214 88% 7% 110 78 10 6 9 1 

LONDON AMBULANCE SERVICE NHS TRUST 0 1,044 NA NA 0 0 0 0 0 0 

UNIVERSITY COLLEGE LONDON HOSPITALS  157 7,844 91% 4% 79 64 7 5 1 1 

YORKSHIRE AMBULANCE SERVICE NHS  4 73,892 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  268 45,324 97% 1% 204 55 5 1 3 0 

EAST MIDLANDS AMBULANCE SERVICE NHS  0 15,732 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE  2 71,224 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE  112 51,846 96% 1% 87 20 2 1 0 2 

SOUTH WESTERN AMBULANCE SERVICE  180 68,980 86% 7% 114 40 9 7 6 4 

SOUTH EAST COAST AMBULANCE SERVICE  521 113,970 94% 2% 417 71 10 4 6 13 

SOUTH CENTRAL AMBULANCE SERVICE  557 32,794 89% 3% 320 178 40 10 5 4 

NORTH WEST AMBULANCE SERVICE NHS  41 5,931 98% 0% 38 2 1 0 0 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 2,922 511,208 91% 4% 1,647 1,009 107 77 32 50 

THAMES AMBULANCE SERVICE 2,324 472,483 91% 4% 1,289 829 66 67 27 46 

           
 
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 (February 2018) 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) 234 189,038 91% 5% 205 8 4 2 10 5 

England (excluding Independent Sector Providers) 234 189,038 91% 5% 205 8 4 2 10 5 

Selection (excluding suppressed data) 234 189,038 92% 4% 204 8 4 1 8 5 

ISLE OF WIGHT NHS TRUST 0 575 NA NA 0 0 0 0 0 0 

LONDON AMBULANCE SERVICE NHS TRUST 1 23,117 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 14,098 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  117 7,489 99% 1% 113 3 0 0 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 8 15,586 75% 25% 6 0 0 0 2 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  8 29,826 100% 0% 7 1 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  32 20,282 97% 0% 30 1 1 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 25,805 89% 0% 8 0 0 0 0 1 

SOUTH EAST COAST AMBULANCE SERVICE NHS  11 18,925 82% 9% 9 0 0 0 1 1 

SOUTH CENTRAL AMBULANCE SERVICE NHS  14 13,634 86% 7% 12 0 1 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 31 19,701 71% 13% 19 3 2 1 3 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/

