
 

Friends and Family Test – April  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 

145 97.2 2.1 

Patient Transport (PTS) 216 95.8 2.3 

111 Service 87 89.5 4.7 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

April 2018  

    97.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 99.7% Negative themes =  0.3% 

Top positive 
theme 

Quality of staff 
/professionalism 

Emotional 
support 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 Paramedic crew were very professional, dedicated, very 
helpful, knowledgeable and friendly with some humour. 
They demonstrated a first class duty of care and support 
towards me. Excellent service and prompt arrival 

 Prompt, efficient and excellent communication skills. Lovely 
woman put mind at ease and mum happy that she didn't 
need to go into hospital 

 Paramedics were excellent with my mother. Very 
considerate, put her at ease and did full assessment which 
enabled my mother to stay at home (she was over the 
moon) 

  



  

 

 

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

April 2018 
 

Number of Responses 

Online Surveys (Friends and Family Test) 12 
Total: 142 

Postal Surveys 130 

Activity   

Number of see and treat patients for the month 8,134 

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  138 97.2 0.7 

Extremely Likely  129 90.9 +1.2 

Likely  9 6.34 -0.5 

Neither likely nor unlikely 0 0 -0.7 

Unlikely 0 0 -1.4 

Extremely unlikely 3 2.1 +0.7 

Don't know 1 0.7 +0.7 

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 

172 61.1                 

1 Emotional 
Support 

46 16.3     

Reassuring/put at 
ease 

1.1 29 10.3     

Caring 1.2 17 6.0     

3 Quality of staff 
/professionalism 

108 38.4     

Knowledgeable 3.1 4 1.4     

Good/Excellent Staff 3.2 62 22.1     

Friendly staff 3.3 12 4.3     

Understanding 3.4 4 1.4     

Helpful staff 3.5 20 7.1     

Attitude 3.6 6 2.1     

5 Kindness and 
compassion 

18 6.4     

Kindness 5.1 11 3.9     

Compassionate 5.2 3 1.1     

Respectful 5.3 4 1.4     

Transactional 
Themes 

109 37.8 2 100             

6 Timeliness and 
access to care 

42 14.9     
Quick response - 
Ambulance 

6.2 42 14.9     

7 information 
communication 
and education 

14 5.0     

Good advice 7.1 5 1.8     

Good explanation 7.2 7 2.5     

Communication with 
patient 

7.5 2 0.7     

9 Co-ordination 
and integration of 
care 

1 0.4     
Links to services 
outside NEAS 

9.1 1 0.4     

12 Quality of Care 
/ Service 

38 13.5 2 100 

good /excellent service 12.1 21 7.5 1 50 

Helpful  12.2 1 0.4     

Good outcome 12.5 2 0.7     

Good care 12.7 14 5.0 1 50 

13 General / 
Other 

14 4.0     
General 13.1 3 1.1     

Thanks  13.3 11 3.9     

Totals 281 99.3 2 0.7     281   2   

 

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are  likely or extremely likely to recommend the 
service has increased by 0.6% to 97.2% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has dencreased by 0.7% to 2.1% 

 Returns have decreased this month by 9 to 142 

 The number of See & Treat cases have increased by 680 to 8,134 

 99.3% of free text comments were positive. There were 4 main themes: quality of staff and 
professionalism scored 38.4%, The main sub theme was excellent staff. Emotional Support 
16.3%,  Timeliness and Access to care 14.9% , Quality of care & Service  13.5%, the main 
sub themes were excellent service and good care.  

 0.7% of all free text comments were negative,  



  

 

 Demographics, age: Over 65 years 71.9 %, 45-64, 16.5%, 25-44, 8.6% Disabled 70%; 
Gender: Female 55.8%, Ethnicity: White 97.1, White irish/Other 2.2%, Data is only collected 
for sexual orientation and faith online for this survey. Heterosexual 100 %, Christian: 477.8,  
no religion 11.1%. The number of responses was very low to both questions (9 responses)  

 National Comparative data for March 2018 indicates we are the highest out of 11 
organisations for response rates, collecting over 50% of all responses nationally. We are 2rd 
(1 organisations attained 100%) for the number of patients likely or extremely likely to 
recommend services to friends and family (99%), 6% higher than the national average. We 
are 2nd (3 organisations record 0%)  for the percentage of patients said that are unlikely or 
extremely unlikely to recommend our services (3%) 4% lower than the national average. As 
the response rates nationally are very low we should use caution when comparing data. 

 

Free Text Comments 

They were so considerate, very professional and reassuring. Very thorough. 

First rate service. Overworked, underfunded, understaffed and underpaid - apart from top brass. 

On all the separate occasions when needed I was treated by the visiting staff with courtesy, sympathy and 
encouragement, whilst providing professional treatment and advice. 

Prompt, caring service. [Name removed] was really helpful, knowledgeable and thorough in addressing 
questions/concerns and did a great job putting my sick toddler at ease during the examination. 

The staff who came to my medical attendance were really nice and helped me and gave me advice and 
treated me in the correct way. 

The car came within minutes. The paramedic was very courteous and helpful. Nothing was too much 
trouble. He stayed about an hour until I was back to normal and advised me to go to walk in. He even rang 
them to make an appointment and offered to take me although I didnt take him up on this offer, we went to 
walk in in our own car as to not waste any more time.  
The service I received on 3/4/18 @ approx 2:30am from crew No.4894, incident no. 16281809 was 
exceptional and outstanding. From the minute they arrived they showed great warmth, care, consideration, 
kindness & empathy with an extremely pleasant manner displaying the utmost professionalism throughout 
at a time that I felt gravely Ill. Please see these gentlemen receive commendation in any way possible 
along with my kind regards and Thanks for their service.  

Ambulance arrived very quickly and treatment was excellent. 

The paramedic was great, professional and caring. The NHS at its best. Thank you. 

Because paramedics were very understanding and sympathetic while dealing with my visit, also they were 
very informative. 

The 2 ambulance men [names removed] were very professional and courteous and knew their job and 
explained why and what they were doing and why. 

Very helpful and prompt in arrival and put my mind at rest. 

I had ambulance come to my house. I been in very strong pain. I recived dose of morphine from 
paramedics, it didn't help after 30 min paramedics left me alone, I passed out. I got to hospital  later by my 
partner help, doctor said I shouldn't be left by paramedics, I should be took to hospital straight by them. I 
had internal bleeding and I been operated two days later. Paramedics ignored fact I was in strong pain. 
They been whispering that I'm panicking that's why I'm screaming. But I was screaming because pain was 
that strong and morphine didn't helped. After they left me alone I passed out. 

Paramedics who attended me at home were extremely supportive and compassionate. They arrived within 
a short time of my call. 

Caring and attentive paramedics 

Prompt, efficient and excellent communication skills. Lovely woman put mind at ease and mum happy that 
she didn't need to go into hospital. 

Paramedics were excellent with my mother. Very considerate, put her at ease and did full assessment 
which enabled my mother to stay at home (she was over the moon)! 

Both paramedics arrived in ambulance within 20 minutes, checked the patient for TIA, blood pressure and 
heart. Patient not admitted. Advised to rest up in bed. We were treated with respect and reassured. 

They got here fast and treatment first class, they were friendly and very helpful, they were first class in 
treatment they gave me. 

They were nice to me and helped me understand what was wrong with me. [name removed] 

They were very quick to attend and most competent. Would recommend your service to any friend or 
family members of course, being from West Midland this is unlikely. 



  

 

Very efficient team of the NHS and very friendly towards my aunt. 
Helpful and polite. 

Very quick and impeccable service. Very polite and put patient at ease to be able to carry out the 
examinations required.  Thank you. 

The paramedics were efficient, pleasant and very reassuring. 

Very prompt and pleasant team visited me.  Very competent and professional investigation.  Very 
reassuring visit. 

Quick, friendly and let us know everything that was going on. Very reassuring. 

Wonderful service. 

The team arrived very quickly, they examined my husband (81) and explained to him how to manage the 
pain, which he does and will do until  Specialist appt. at S.C.U. Hospital this month.  Thank you to 
Ambulance Team. 

I have no option to call ambulance on Care alarm.  I am 70 yrs.  I called them out, they took all my tablets, 
6 boxes to their ambulance, returned 30 mins later then left.  I found out then that they had not returned 
my heart tablets. They said that they could not find them-incompetence. The care people who helped me 
spent all night finding a doctor for an emergency prescription. 

Wonderful staff-explained everything clearly.  Nothing was too  much trouble for them.  Well done, NHS. 

Speed of response very professional and courteous.  Incident No. 16275861 

Staff were helpful and polite. 

Prompt response. Friendly and professional. 

The lady and gentleman who attended me at home were extremely professional, courteous and helpful. 

Prompt and efficient response. Thorough, professional and caring. 

Lovely attitude of the paramedic. So kindly and helpful and prompt. 

Very efficient and knowledgeable. Made me feel at ease and calmed me down. 

The expert yet friendly service. 

Quick response time.  Paramedics  pleasant, helpful and patient. 

We couldn't fault them. 

Prompt and sympathetic response from both the 111 operator and the ambulance team. 

Prompt and helpful, kind. 

Ambulance staff courteous and patient, explained the procedure to me after asking me how I was, which 
relaxed me more. 

The paramedics were brilliant, very professional. We explained the reason we called for them, they stood 
and listened as my dad has an extensive medical history. They checked my dad over thoroughly, talking to 
my dad throughout. Cannot give them enough praise. 

I was very pleased at the time it took for the paramedic to arrive and for way I was looked after. 

Very good service. The paramedic was very professional and put me at my ease. So lucky to have such a 
good service. 

They were extremely reassuring, kind, well trained and very professional. 

Excellent service. Quick response. Very caring and supportive. All the equipment is with them just a pity 
they cannot do blood tests too. A first class service and so important to the patient. Puts the GP service to 
shame. 

I found the service very professional, yet very friendly and helpful, also explaining each procedure which 
gives you more understanding with what's happening. 

The responders that I have called upon always exude an air of professionalism that has a calming effect 
and a sense of 'being in good hands'. I think they all do a wonderful job. 

The ambulance personnel were extremely professional, caring, considerate and helpful. In actual fact their 
presence gave us hope and assurance. Their service is truly a life saving one. 

Paramedic was courteous, efficient, very pleasant and understanding. 

From the moment the crew arrive, they acted with extreme professionalism and their care for their patient 
and her husband was superb. Talking to us and reassuring all the way. When the situation was 
normalised, ran a full set of tests to ensure all would be ok. In a word, they were exemplary. To [names 
removed], our sincere thanks. 

Was poorly, ambulance was here in ten minutes, very good. 



  

 

Prompt service. Responded quickly to our fears and put our minds at rest. had a long conversation about 
our situation. Left us feeling much more confident. 

The ambulance crew were very helpful to my mam at a scary time. They put her at ease with with friendly 
banter.  
Very thorough in their work to ensure that mam got the best possible service.  
Many thanks  

Severe depression caused by breakdown of 50 year marriage. 

This was the first time I have used the service. The response was quick: the crew were very good and 
efficient and this was a reflection of the service expected, then the [comment unreadable]. 

Assessment via 111 was quick and efficient. Paramedic arrived after 10 mins, took approx. 2 hrs to halt 
bleeding, but very efficient, calm and knew her job. 

Very impressed with paramedics and empathy/helpfulness of crew. Have called the ambulance several 
times this year for my elderly mother and each time has been improved. Thank you for being there. 

Tope paramedic and great sense of humour. Kept me sane throughout this visit. Keep up the good work. 

[Names removed] came to my aid today. They are absolute diamonds and a credit to the ambulance 
service. Thank you. 

A reasonably rapid response. Helpful paramedics then followed by a very sympathetic doctor and prompt 
treatment. 

Skilled and friendly staff. 

The ambulance service were very professional and went above and beyond to care for me. 

Kind, helpful. 

Quick response. I felt very confident that I was being looked after properly. My mind was put at ease. 

The medics were very kind and efficient. They made me feel at ease. Not a nuisance. Were very thorough 
checking me out. 

I phoned for advice only but was very reassured when the paramedics arrived. They were brilliant. 

Felt at ease. Staff caring, supportive and friendly. Gave good advice and made sure I was comfortable with 
the advice given. 

The paramedics were excellent. Very efficient and calm. 

Prompt response, paramedics friendly, listened carefully and carried out their tests. 

The 2 paramedics could not do enough for me and I wish I had taken their names. 

Paramedics are so kind and helpful. 

Friendly, reassuring and gave advice. We were able to ask questions and time was given to both of us 
(myself and my wife). 

Service is first class. Crew vey respectful and professional. You always feel very reassured after you've 
been checked over even if you are not admitted to hospital. 

Peace of mind and reassurance. 

Very good ladies who came out to help me. 

Response to my problem was dealt with quickly and very efficiently. Ambulance crew were very caring and 
assessed my medical condition and reassured me. They did an excellent job. 

[Name removed] was brilliant. What would I do without their help. Thank you. 

Ambulance came quickly and paramedics dealt with my mother-in-law professionally and with great 
respect. 

The operator who took the call was extremely helpful, informative and constantly reassured my family 
during the hypo. The operator was even kind enough to stay on the telephone to my family until the 
paramedics arrived - we can't thank her enough for all her help and support. From the paramedics arrival 
until they got me back to acceptable levels and conscious, stayed with me at all times and once again 
were of constant help, support and reassurance to my family - once again these guys were amazing. 
Thank you to them all. 

Quick response and diagnosis. 

I was treated well and with compassion. 

I am very pleased with the help I receive always from the paramedics on the occasion I require their 
service. 

Ambulance came very quickly. Paramedics very good, couldn't have done any more. Thank you. 

Speed, courtesy, polite, efficient. 



  

 

The medics were kindly and courteous at all times and very professional. 

Very understanding, I was put at ease. Excellent. 

These paramedics were amazing, prompt and was understanding. 

Very confident team. Carried out test very efficiently. Friendly manner. Helpful service after examination. 

First class understanding of the situation. Very professional in everything they did. 

Paramedic arrived very quickly and they are as always very professional and very kind. 

Prompt response to uncertain patient condition. Polite and considerate manner. Very thorough and 
professional. 

Ambulance service have amazing staff. Patient care to the highest priority. You deserve medals and need 
pay rise! 

They were courteous, kind and very proficient. Told me what was wrong and how to deal with it. God bless 
the NHS. 

Caring attitude. 

To thank everyone who helped me. The response and care I received was excellent. The paramedics 
were reassuring and explained everything they were doing. Many thanks to them and of course the NHS. 

Prompt response. Lovely bedside manner. Very knowledgeable, had a thorough examination and was 
informed at each stage. 

The paramedics were very nice and looked after me very well. Reassured me at a strange and weird time. 
They were brilliant, couldn't ask for nicer people. Just like to thank them very much. 

Pleasant, efficient staff. 999 operator was excellent. 

On time. Very caring and pleasant. 

I find that the staff are always very helpful and reassuring and if needed always despatch ambulance 
quickly. 

Paramedics [names removed] highly professional and efficient at their job. Thanks to them and North East 
Ambulance service, NHS at its best. 

Friendly and helpful. Clear and concise advice. Very efficient. 

They were quick and thorough. 

Very professional and caring. Quick to respond.  

Both paramedics were very thorough and caring, couldn't fault them. Marvellous and very considerate to 
my needs. 

Because you do an extremely good job. 

Help came quickly. Very efficient, friendly advice. 

They were very kind and considerate and helped me feel at ease and much better. 

Because they were very efficient and caring and responded very quickly and explained everything to us. 

Came to my aid extremely fast. Very courteous, comforting. I felt safe. Got me through hospital channels 
very quickly. Thank you to all. 

The courtesy and humour dealing with the situation I got myself into (fell off my recliner). The "watchful" 
care making sure I was OK was evident. I knew everything would be fine when they come. Thank you for 
all the attention. 

Had a fall, paramedics attended. [Name removed] spoke with care and compassion. Made full checks over 
2 hours. He was patient, kind and supportive. He took control and helped the family make the right 
decisions for the 92 year old patient. Outstanding service, thank you to him and his excellent team. 

Paramedics who attended call out for my 100 year old mother were extremely helpful and caring. Very 
professional and good at what they were doing. A big thank you to the service. 

Absolutely amazing! 

Paramedics were fantastic. 

Paramedic crew were very professional, dedicated, very helpful, knowledgeable and friendly with some 
humour. They demonstrated a first class duty of care and support towards me. Excellent service and 
prompt arrival. 

Quick arrival, very professional. I did not want to go to hospital as I don't like leaving my wife. The crew 
never [unreadable comment] to change my mind. 

[Names removed]. 



  

 

The team looked after my wife with great care. Knew what was required and administered the treatment 
very quickly. I was very impressed, a very calm team. 

The paramedic was very good at his job. 
 

 
 
 

 

Patient Transport Service  
Friends and Family Test Survey 

April 2018 
 

     95.8% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 88.1% Negative themes = 11.9% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timleiness and 
access to services 

Positive     
free text 

Comments 

 A good service. Staff are polite and helpful 

 It is very convenient and the drivers are always helpful 

 Couldn't receive rehabilitation without the service 

  



  

 

 

     Patient Transport Service  
           Friends and Family Test Survey 

              April 2018  

Number of Responses 

Online Surveys  47 
Total: 216 

Electronic Tablet Surveys 169 

Activity   

Number of completed journeys for the month 45,616 

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  207 95.8 -2.2 

Extremely Likely  180 83.3 -5.7 

Likely  27 12.5 +3.5 

Neither likely nor unlikely 1 0.5 -1.5 

Unlikely 3 1.4 +1.4 

Extremely unlikely 2 0.9 +0.9 

Don't know 3 1.4 +1.4 

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 

                    

1 Emotional Support 9 4.3     
Reassuring/put at ease 1.1 3 1.4     

Caring 1.2 6 2.9     

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

1 0.5     
Respect for patient-
centred values, beliefs 
and preferences 

2.1 1 0.5     

3 Quality of staff 
/professionalism 

51 24.5 1 3.6 

Good/Excellent Staff 3.2 11 5.3     

Friendly staff 3.3 17 8.2     

Helpful staff 3.5 15 7.2     

Attitude 3.6 8 3.8 1 3.6 

5 Kindness and 
compassion 

1 0.5     Compassionate 5.2 1 0.5     

Transactional 
Themes 

                    

6 Timeliness and 
access to care 

20 9.6 19 67.9 

Quick response - 
Ambulance 

6.2 1 0.5 1 3.6 

Ease of use 6.3 2 1.0     

Collection times post 
appointment 

6.6     7 25.0 

Booking the Service 6.8     10 35.7 

Not collected 6.9 1 0.5     

Late /on time for 
appointment  

6.1 1 0.5 1 3.6 

I need the service to 

access appointment 
6.11 15 7.2     

7 information 
communication and 
education 

1 0.5 1 3.6 

Communication with 
patient 

7.5 1 0.5     

Communication with 
Control 

7.6     1 3.6 

8. Facilities 2 1.0     

Transport Provided 8.1 2 1.0     

Transport does not meet 
needs 

8.2         

9 Co-ordination and 
integration of care 

1 0.5 3 10.7 Taxi Provision  9.5 1 0.5 3 10.7 

11 Physical comfort 
/safety 

1 0.5 1 3.6 Comfort 11.3 1 0.5 1 3.6 

12 Quality of Care / 
Service 

121 58.2 1 3.6 

Good /excellent service 12.1 107 51.4 1 3.6 

Helpful  12.2 2 1.0     

Reliable/ Trustworthy 12.4 10 4.8     

13 General / Other 2 1.0 2 7.2 General 13.1 2 1.0 2 7.1 

Totals 208 88.1 28 11.9     208   28   

 

PTS Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
95.8% an decrease of 2.2% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 2.3%, 2.3% 
less than the previous month 



  

 

 We received 216 responses, an increase of 116 compared to the previous month. A person on 
light duties has helped as has discussions with ACS workers on their training  

 Geographical representation is fair, Darlington, FDreeman, RVI Durham and a range of ‘others’ 
are well represented. 

 The number of completed journeys was 45,616 a reduction of  2,057 compared to the previous 
month  

 208 (88.1%) of free text themes were positive an decrease of 4% 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.  

 28 (11.9%) of free text themes were negative an increase of 4% from the previous month. The 
main themes were timeliness and access to services and taxi provision. Issues at Boro Cars were 
mentioned   

 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: 59.2% Female, 40.2% Male; Age: 64.4% over 65, 27.4% 45-64, 3.1% 16-
44 years old; Disabled: 95.1%; Sexual Orientation: 0.6% Lesbian, Gay or Bisexual and 94.5% 
Heterosexual, Faith: 69.5% Christian, 15.9% No faith; Ethnicity: 93.9% White British, 6.1% BAME. 

 National comparative data for March 2018 indicates we are the 7th out of 13 organisations and 3rd 
in the NHS Ambulance sector for response rates for PTS. We scored 9% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients (98%). 0% of patients would not recommend our service to friends and family which is 8% 
lower than the national average and and the lowest in the ambulance sector.  

 

 

Hospitals 

Hospital  Number % of responses 

Darlington Memorial 17 8.7 

Freeman Road Newcastle 36 18.4 

Hexham General  0 0.0 

James Cook  7 3.6 

North Tyneside General 0 0.0 

One Life Centre Hartlepool 0 0.0 

Queen Elizabeth Gateshead 1 0.5 

Royal Victoria Infirmary 68 34.7 

South Tyneside General 0 0.0 

Sunderland Royal  1 0.5 

University North Durham 10 5.1 

University North Tees 2 1.0 

Wansbeck General  2 1.0 

Other 52 26.5 

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 55 55 0 

33 North Tees    

35 Wallsend 6    

36 Pallion    

37 Alnwick    

38 Hexham 8    

39 PTS General 1 1 0 

40 Blucher    

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham 14 13 1 

55 Blutcher B    

63 PTS Volunteer 96 96 0 

66 South Church    

66 South Church 14 14 0 

67 Volunteer (light duties    
 

 

Free Text Comments 

Friendly staff and helpful 

Very reliable and caring 

No problems, I've had a few ambulances been late at times 

Very helpful and friendly 

Great staff 

Good service but had long wait to travel home 

Staff always helpful and happy 

Good service friendly staff only way I can attend appointment lost without service 

Good helpful staff 

Always a good service 

Friendly and helpful staff both ambulance and booking clerks. However I do not like the 
booking system, having to go through the same  questions over and over.  I wish the system  
would change to make things easier. 

Great service, meet all my needs and expectations 

Friendly staff 

Always good service 

A needed and good service 

Great service 

A good service. Staff are polite and helpful 



  

 

Can't  do without this service 

Waited almost 2hrs for retuning ambulance 

A much needed service 

Since introduction of wider ambulances it's a better service 

I'm treat with dignity and respect and we'll looked after. I feel I bond well and have a good 
Relationship with the ambulance staff 

Extremely helpful staff 

Couldn't get to como therapy 

Helpful service friendly chatty staff only people I may see in few weeks 

Staff sometimes go above and beyond and extremely helpful 

Helps me attend my dialysis 

Helps me attend my appointments 

Couldn't receive rehabilitation without the service 

great staff 

Better communication between the control and staff on road as staff on road only got that 
was ready ten minutes ago and been waiting over a hour 

always helpful 

Helpful staff 

Long wait on ambulance due to staff having to collect other people from inside the hospital 

hard working staff 

Waiting times sometimes quick others can take over a hour 

Helpful service couldn't attend my appointments without PTS 

Happy  chatty staff 

An essential service for some of us 

Very friendly 

An essential service 

An essential service 

A very good and essential service 

Wouldn't recommend it from Sunderland. Too much red tape 

Can't really comment yet as this is my first day of using the service 

Prefer ambulance to car 

Staff are very good. A good service 

Fantastic support and service 

Staff are very good and friendly 

Very friendly staff 

Good service 

Good service for patients 

A very good service 

They are convenient and help when you have had treatment. 

A very good and essential service 

A good service 

Timings 

I depend on this transport 

A very effective and reliable service 

It is convenient and they can look after you after your treatment. 

A much needed service 

A very good service 

It is very convenient and the drivers are always helpful 

Very good and friendly 
 Service 



  

 

A very good service with good staff 

A much required service 

A great service for patients 

Miss timings. 

Very good staff 

Essential service 

Very good service 

A great service 

Good service with great staff 

Excellent service 

An excellent service 

A very good and needed service 

Staff and service are excellent 

An excellent service 

A very good service 

A very worthwhile and excellent service 

Could not do without this service. Very good 

Convenient service for patients in wheelchairs 

It's the first time I've used the service 

Could not be without the service.  Caring and  compassionate staff 

Caring staff, has really helped me through my accident. Really good at attention to detail, 
making me feel safe and secure. 

Could  not be with out the service, reliable 

Very good and caring staff 

I am picked up late or not at all on occasions. There is not a easy way of getting in touch 
with someone when it goes wrong. There is a lack of planning 

A very good and much needed service 

A very good service 

A great service 

A good service 

They help if you need it and learn new things when they ask how something I have they 
learn something new and most are very funny and make me smile when I'm feeling ill 

A good service 

An essential service 

A good service with friendly staff 

A great service 

It takes the worry of attending appointments 

A very good service 

An excellent service 

Keep up the good work. I would not want to change anything with the service 

Happy staff and makes you feel at ease 

Happy with the service 

Very good service. Could not do without it 

Happy with the service, could not  be without the service. However I do wish they would 
make some change's to the booking system 

Keep up the good work 

Could not go to hospital without this service 

Couldn't do without it 

A very good service 

A very good service 



  

 

Office staff need further training in areas and time from  
The office staff need further training in areas and time it takes for traveling . 

A good service 

No. On the whole, very good 

Lovely, happy staff 

Cancer 

staff was helpful 

Keep sliding off seat and very uncomfortable 

use regular 

Very good 

Can't praise the service enough 

Once transport has been arranged there are no problems. It's getting the transport that is the 
problem. Too much red tape and individuals who do not understand that for some patients 
the transport service is essential and a lifeline, not a convenience. 

Good service 

Slower service today than normal 

Going though the question everytime I need book is extremely annoying as nothing going to 
change over night 

Excellent service 

Only use service once a year. Perfectly happy. A great service for patients like myself. 

How friendly and approachable staff  are 

It would be helpful if the powers to be could expand the categories of conditions for patients 
as trying to get through the red tape and questions regarding ones condition is not easy and 
not on the list being used at present. Otherwise it's a great service for long term patients. 

A great service 

A very good service 

If transport is ambulance or am car it's normally on time but if it's a taxi then it's normally 
late. On the whole a very good service 

On the whole very good 

Could not do without it 

Could not do without it 

Could not do without this service 

The service is extremely good 

Too much red tape to get transport 

A good service 

An excellent service and no complaints 

Again an excellent service 

A very good service 

Very good service 

Happy with overall service, I'm well looked after. 

It's my first day, but happy with everything so far 

Would not change anything 

Wouldn't change a thing 

Needs improvement's.  Need better planning 

I think most are great 

An excellent service and can't uderstand why individuals complain 

Excellent service 

Prompt & reliable 

Efficient & reliable 

Super service well looked after. 

Friendly driver, easy to use 

Great service 



  

 

Staff are lovely, attentive and extremely friendly 

Free service and very good 

Very good service 

The ambulance service is a great help and everyone is always friendly. 

Great friendly reliable service 

Very good service, always prompt and friendly. 

Very reliable and user friendly service, understanding staff. 

Very convenient and reliable service . 

I dont have family in this region 

Comfortable convienient clean car, pleasant driver. 

Very helpful service. 

Due to waiting over 2 hours for dialysis pick up and spoken to inappropriate from a asian 
driver from boro cars 

Great service 

Good service provided 

Always been delighted with the service i hsve recieved 

Cant praise highly enough, dont know what I'd do without them. A great help indeed. 

Perhaps the categories could use outstanding because that’s what your service is 🙂 

I am relying on the ambulance service to get me to and from treatment at Freeman and 
there doung a great job which is very much appreciated. 
They were good overall and it was a huge relief when they turned up at the door to take me 
to the Freeman following my cancer surgery etc. as I could trust them.  My experience of 
using private hospital contracted taxis when ambulances were under heavy pressure was 
often awful and would like to report some of the drivers but doubt this is possible. 

Waiting times to long boro taxis inappropriate and booking transport criteria is a shambles as 
i am long term user surely it could cross referenced to save all the questions everytime 

Friendly happy drivers 

Good drivers 

Excellent service 

Very helpfull  

G8 service 

Happy Chappys 

Fantastic service 

Good 

Always do excellent service. 

Door to door service 

Caring drivers who get you to the appointment location 

Reliable  

Sometimes our wait is excessive 

Good service that should be praised 

Very helpfull and friendly driver 

Very convenient. 
 

 

 

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

April 2018  

   89.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 84.4% Negative themes =15.6 % 

Top 3  positive 
themes 

Quality of 
care /service 

Quality of staff/ 
professionalism 

Emotional 
support   

Examples 

Positive free text 
comments 

 Got a much needed Drs appointment straight away.  
We’re prompt and efficient  

 Very professional, clear information. Good service. 

 I was pleased with the quick response they got me an 
appointment with the walk-in centre. So I did not have 
to wait in A&E. 

  



  

 

 

111 Service 
Friends and Family Test Survey 

April 2018  

Number of Responses 

Postal Surveys  53 

Online Text Surveys 35 

Total 88 

Activity   

Number of 111 calls (answered) 79,351 

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 

47 31.1 0 0             

1 Emotional 
Support 

17 11.3     

Reassuring/put at 
ease 

1.1 15 9.9     

Caring 1.2 2 1.3     

3 Quality of 
staff 
/professionalis
m 

28 18.5     

Knowledgeable 3.1 2 1.3     

Good/Excellent 
Staff 

3.2 9 6.0     

Friendly staff 3.3 5 3.3     

Understanding 3.4 2 1.3     

Helpful staff 3.5 8 5.3     

Attitude 3.6 2 1.3     

5 Kindness and 
compassion 

2 1.3     Kindness 5.1 2 1.3     

Transactional 
Themes 

104 68.8 28 100             

6 Timeliness 
and access to 
care 

11 7.3 7 25 

Quick response – 
111  

6.1 7 4.6 1 3.6 

Quick response - 
Ambulance 

6.2 1 0.7 1 3.6 

Ease of use 6.3 2 1.3     

Ease of access 6.4 1 0.7     

Called back  6.10     5 17.9 

7 information 
communication 
and education 

16 10.6 3 10.7 

Good advice 7.1 14 9.3 3 10.7 

Good explanation 7.2 1 0.7     

Communication 
with patient 

7.5 1 0.7     

9 Co-ordination 
and integration 
of care 

16 10.6 8 28.6 

Links to services 
outside NEAS 

9.1 16 10.6 7 25.0 

Treatment at 
other service 

9.2     1 3.6 

12 Quality of 
Care / Service 

52 34.4 6 21.4 

good /excellent 
service 

12.1 30 19.9 2 7.1 

Helpful  12.2 9 6.0 2 7.1 

Efficient 12.3 7 4.6     

Reliable/ 
Trustworthy 

12.4 1 0.7     

Good outcome 12.5 3 2.0 1 3.6 

Consistency of 
service 

12.6     1 3.6 

Good care 12.7 2 1.3     

13 General / 
Other 

7 4.6     General 13.1 7 4.6     

14 Triage 
Process 

2 1.3 4 14.3 

Questioning 
process 

14.1 2 1.3 2 7.1 

Relevance of 
questions 

14.2     1 3.6 

Telephone 
Operator 

14.5     1 3.6 

Totals 151 84.4 28 15.6     151   28   

 
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 2,828 to 79,351 

 151 (84.4% of free text themes were positive, this is a decrease of 0.6 % from the previous 
month. Quality of care/service staff scored highly at 34.4% with excellent/good service as the 
highest sub theme at 19.9%, Quality of staff and professionalism 18.5 % and  

 20 (15.6%) of free text themes were negative an increase of 0.6% from the previous month. 
The main themes were co-ordination and integration of care and timeliness and access to care, 
not being called back in a timely manner featured highly  

 Demographics, Age: over 65 – 24.4% 45-64 – 32.1%, under 44 years old – 45.6%; Gender: 
76% female, Disabled: 33.8%, White British 93.4% , White Irish/Other 2.6%, BAME 4%, 
Christian 46.1%,  No religion 31.6%, Heterosexual 92%, LGB 1.3%.   

 

Free Text Comments 

Takes a while to get through. 

They were very helpful and thorough. 

Got me to a dentist on emergency. 

Very efficient service. 

The operator i spoke to was very helpful and listened and advised me on my next steps 

I felt the service was completely unhelpful.  

Helpful and ideal if unable to go to doctors due to being weekend etc 

Quick and easy to get answers  

I was  given incorrect information.  

Excellent service in every way 

Really helpful and get my son seen with in the hour 

Very good service  

The actual 111 service itself was wonderful, operator great,nurse I spoke to was also great. This is NOT a dig 
at them, more the system. Geographically the people I spoke to would not be aware that the place they gave 
me an appointment for was actually inside North Tees Hospital- why is there not some text informing them of 
this? They gave me a postcode and I wrongly assumed that it was the same urgent care place that has been 
there for the past tens years or so (I asked the operator who understandably did not know as was not local) it 
wasn’t and when I got there the building was empty and the phone number I had from previous occasions did 
not work. I had a sick child in my car, an appointment time fast approaching and no way of contacting them. In 
the end I called North Tees Hospital thinking they may know where it was, as the post code I was given 
merely took me to the main road near the hospital. They said it was inside the actual hospital, that they took 
frequent phone calls of this very nature because the urgent care place actually does not have a public 
telephone number. We were subsequently 25 minutes late for our appointment. What was already a stressful 
situation became exacerbated, appointment times and schedules were altered, which could have been 
avoided had there been more in depth instructions been passed to the 111 operators and then to us.  

Got a much needed Drs appointment straight away.  We’re prompt and efficient.   

It offered me advice, reassurance and a prescription I needed in an emergency.  It furthermore explained the 
terms of such a service thst I  could share with friends  

The person I spoke to was extremely helpful and very kind and caring voice  

I needed urgent medical attention which was organised without fuss and without waiting in A&E in a 
distressed state. Staff were understanding, efficient & courteous  

The girl who took my initial call was very friendly and helpful however I never received a call from a nurse like 
promised. So I had to seek help elsewhere so my phone call was pointless  

Excellent  

Because the service I received was excellent  from start to finish. 



  

 

Accurate care responded accordingly 

They were very efficient & helpful when dealing with my problem .  
Very friendly & professional .  

I always feel 111 fully access any situation to the best of their ability it's a reliable service when gp surgery is 
unavailable  

Advice given helped me. 

I was referred to A&E, they wanted to send my baby an ambulance but said I'd be quicker getting there 
myself, so wish I just did it in the first place.  

The lady who answered my call was very efficient, friendly and welcoming of my call. She made me feel at 
ease and talked me through everything  

It's great when in need of guidance. 

Excellent advice (especially helpful if you are unsure of the best course of action). 

Very professional, clear information. Good service. 

I had an answer very quickly. 

The service I received. 

Because the service is very good. 

Very helpful. 

Good service. 

Service was efficient. 

Incorrect information received and resulted in a wasted/unnecessary journey while patient very unwell. 

Very professional, clear advice, reassuring. 

Your team were very polite and co-operative and I was given good advice to help my problem. 

Help and advice given. 

Good experience. 

Give good advice on the phone. 

Dealt with and problem solved. 

Very good service and you always quickly put me with the people I want. 

Easy to use system. 

I find the 111 service to be a fantastic service which has been really useful to me and my son over the years 
and I already recommend using them to family and friends. The only improvements I would point out are the 
ability to book in appointments with hospitals as there’s been a number of times that I was told that there were 
no appointments available, but finding at the hospital that multiple appointments have been available all day, 
also there’s not much help really available for dental issues. 

Really necessary point of contact and advice, as well as route to access treatment when GP services are 
unavailable.  

The operator as well as the nurse who the call was transferred over to were very helpful and offered a great 
duty of care. 

The Assesment goes v quick and then service that follows after the initial assessment , is just great , would 
say the ambulance service is v v timely , again high care given to the most needy or emergency patient .. 
Sometimes if you aren’t sure whether u need 999 or not that emergent , then 111 is the next best solution and 
definitely the assessment is designed of a viery high quality and so is the abulance  service ...highly 
recommend when needed . thank you  

In early March had had occasion to ring the service after major surgery and discharge from hospital.  
I felt the the service was sadly lacking and inadequate.  

Helpful staff. 

Really helpful when on the phone. 

Always give best advice. 

The service was very useful and reassuring. They are friendly and it's nice to speak to someone. 

It's good. 

Because it is so difficult to get a GP appointment. 

Quite satisfied with response. 



  

 

It's a better idea than wasting valuable A&E time. 

The immediate first impression was "we are here to help". 

Prompt and efficient service. 

Brilliant service, calm, polite and helped us get an appointment with the urgent care within hours. 

Fast response and friendly, efficient staff. 

Didn't provide much help at all. 

Peace of mind, felt calmer after chatting with staff. 

It's good to have someone to speak to when you need help. 

Extremely satisfactory. 

I was on hold then was told I would be called back in an hour and it was longer to be told [unreadable 
comment]. Went to doctor's the following morning, I had an infection and needed antibiotics. 

Very helpful. 

111 has been very good when I have rang. 

Prompt reply and advice. 

The lady was courteous, informative and helpful. Was empathetic. She gave me the right advice as it turned 
out as I had a major reaction to an irritant. And needed immediate attention. Thankyou 

I was satisfied with how quick they dealt with my call and sent a paramedic out to be on the safe side due to 
pregnancy however all I got instructed to do was rest and sip fluids which is what I had been doing. Felt like 
sending a paramedic was a bit dramatic if they didn't actually do or suggest anything different to what I had 
been doing.  

I knew i had an eye infection and wanted to know if I needed to go to sunderland eye infirmary or if anywhere 
closer could help me. I was told to go to sunderland but I have since discovered that I could jave gone to 
James Cook hospital which is closer.  

Fully satisfied and grateful that it exists 

Quick and helpful 

Very well organised and got my elderly dad help very quickly  

As stated earlier on, please see earlier text. Directions to urgent care centre and description given (through no 
fault of the call handler or nurse, more a system fault) were far from adequate. The urgent call facility where 
we were given an appointment does not have a telephone number for the public to contact. I understand this 
could take valuable staff time and resources so how about a recorded message with full in depth instructions 
of where it is situated. Instructions for those using public transport, instructions for those needing to park, 
instructions for those in foot. Impressive information highly likely to be requested repeatedly. On this occasion 
for this particular appointment, it is situated within North Tees Hospital, therefore one sentence would solve 
numerous problems! It would save money and time as people would perhaps not be late for appointments (we 
were 25 minutes late due to not being able to locate it), it would keep the general telephone number of North 
Tees General Hospital more free and able to take calls more relevant to them- a common sense, 
economically viable solution.  

The series of questions she used, were a bit ott.  They did not apply to my condition.  However I was directed 
to a Dr quickly.  Dr gave good consultation and reassured me.  Gave medication. 

They were calm,  clear and polite. Their questions wwre neither irrelevant nor intrusive  

The kindness and advice was great, and was very helpful  

Dealt with my problem promptly & professionally 

I was happy with the initial call handler however the fact I did not receive a call from the nurse so had to seek 
other help elsewhere  

Service was great all over 

Sending me to seek medical help after assisting via telephone with my self and my son 

Totally satisfied in all aspects.  

The call handler did her job well and followed the procedure in place, but as a mother I should have went with 
my initial better judgement, as I was referred to where I was going to go to begin with - A&E.  

They helped me get an appointment swiftly. 

Call handler suspected appendicitis and sent us to the wrong hospital. Turns out it was appendicitis so had to 
be transferred for treatment. 



  

 

Being able to reassure me that I wasn't wasting time, that I did need to be checked. Because I'm a full time 
carer I didn't agree to an ambulance being sent and said I'd get a lift, which would be about 10 minutes. The 
call handler got a nurse to speak to me and she was able to advise me in what to look out for and what to do 
if anything happened, by going through my symptoms and listening to how I felt, and what I thought was 
wrong. 

I was immediately triaged and reassured about symptoms experienced. Given appointment same day at OOH 
GP service. 

Was able to get my appointment to be seen by a GP. 

The 111 service for mental health is bad and needs to be made better. 

111 responder told me they were sending out a doctor. 5 hours later an ambulance arrived to take me to 
hospital since there were no doctors available to make a house visit. 

I recently called 111 and didn't think I needed an ambulance but one was sent. The ambulance and 
paramedics agreed with me that they  [unreadable comment] to send an ambulance unnecessarily. However, 
after taking observation I was poorly and needed checked by a doctor. 

Not given anything constructive that I didn't know already. I was asked to take my ill daughter to a walk-in 
centre and explain, advised to seek help within 2 hours but [unreadable comment] to attend without an 
appointment. We couldn't be seen and were told they couldn't /wouldn't treat my daughter anyway and if 
problem gets worse to go straight to A&E. This caused distress to my sick daughter. 

Friendly, knowledgeable, reassuring, very professional. 

They recommended great services and told me extra services to use if I wasn't able to use the others. 
However, I wasn't told that the walk-in centre service closed at 8 pm. 

Listened very well. 

As before they always give good advice and do contact the GP. 

All of service. 

Answered quickly and put me in touch with the right people. 

Call handler was very polite and understanding. 

Previously stated 

I was grateful to receive an appointment. The wait time (4 hours) and time of appointment (12.15am) was 
however quite distressing when I was in considerable discomfort. 

I was satisfied with their desire to help and improve my current situation. Also, I was reassured massively. 

Time scale for a call back far too long. 
Totally inappropriate questions asked and obviously the call handler was following a script list which was in 
my 
Opinion totally unhelpful.  

I was pleased with the quick response they got me an appointment with the walk-in centre. So I did not have 
to wait in A&E. 

Have more ambulances available to help patients that need help. 

I was pleased with the service but do find sometimes if the call is in regards to a child the advice is usually 
visit A&E. I understand this however as you can never be too careful re children. I think the A&E departments 
however could be [unreadable comment] if 111 were able to contact and dispatch out-of-hour doctors. 

It took over 3 hours for someone to call me back which hightened my anxiety about my medical issue. 

The extremely professional and helpful attitude of the people to whom I spoke. Very reassuring. 

I've had leukaemia so I'm prone to infection. The call handler directed me to the Urgent Care quickly so I 
could get the antibiotics needed quickly. They were calm and really seemed to care. 

Once I had to wait several hours for a doctor to contact me (by phone). Apart from that the service was very 
good. 

Questions asked were unnecessary and irrelevant. Didn't listen to what I was telling them. 

I've used the service many times as I have a few health problems. Always feel reassured after discussion. 
Staff are kind and courteous, keep me calm and offer good advice. Also, they are able to book an 
appointment with your GP even though I've tried this and failed! 

The care given by the ambulance men was brilliant. 

The waiting time for a phone call back is unacceptable. The advice given over the phone was OK. But I don't 
understand how they can diagnose viral over the phone when in fact it was an infection and I was in a lot of 
pain. 



  

 

Advice given was helpful even though I didn't feel I needed a 999 response. 

They did not fob me off. 
 

 

 

 

 

  



  

 

 

Social Media Update (April 2018) 

Summary 

 

 

 

 

Patient/Community Engagement – April 2018  

Date Details Organisation 

13.04.18 Access to services Hartlepool Deaf Club 

16.04.18 
Health Watch Ambulance 
Forum  Regional HealthWatch Groups 

18.04.18 School visit Broomhill First School 

20.04.18 School visit Seaburn Dene Primary 

24.04.18 School visit Hartlepool Junior inspectors 

27.04.18 School visit Dryden School 



  

 

Patient Transport Service (March 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) 2,761 566,924 89% 7% 1,347 1,111 97 102 87 17 

England (excluding Independent Sector Providers) 2,280 533,357 89% 8% 1,035 987 73 93 78 14 

Selection (excluding suppressed data) 2,761 566,924 89% 7% 1,277 1,061 90 98 82 16 

ISLE OF WIGHT NHS TRUST 0 890 NA NA 0 0 0 0 0 0 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,043 23,709 87% 10% 195 717 27 65 38 1 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 320 27,267 83% 8% 141 124 26 9 17 3 

LONDON AMBULANCE SERVICE NHS TRUST 1 1,016 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS NHS FT 129 8,023 91% 3% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 1 77,218 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 100 48,673 98% 0% 89 9 2 0 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 0 16,220 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 166 76,752 87% 11% 121 24 1 10 8 2 

EAST OF ENGLAND AMBULANCE SERVICE NHS TRUST 69 56,479 93% 0% 55 9 2 0 0 3 

SOUTH CENTRAL AMBULANCE SERVICE NHS FT 6 73,427 33% 67% * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS TRUST 445 123,683 94% 3% 364 54 8 5 10 4 

ARRIVA TRANSPORT SOLUTIONS LIMITED 481 33,567 91% 4% 312 124 24 9 9 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/


  

 

Emergency Care Service - See and Treat (March 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) 269 207,750 91% 7% 227 19 2 5 14 2 

England (excluding Independent Sector Providers) 269 207,750 91% 7% 227 19 2 5 14 2 

Selection (excluding suppressed data) 269 207,750 91% 7% 223 19 2 5 14 2 

ISLE OF WIGHT NHS TRUST 1 633 * * * * * * * * 

LONDON AMBULANCE SERVICE NHS TRUST 1 25,343 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 15,386 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS  147 8,342 97% 3% 132 10 1 2 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 13 16,686 77% 23% 10 0 0 0 3 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  5 31,949 100% 0% 4 1 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  19 22,889 100% 0% 18 1 0 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  10 28,543 100% 0% 10 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  2 20,104 * * * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE NHS  21 15,091 90% 10% 19 0 0 0 2 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 50 22,784 74% 20% 30 7 1 3 7 2 

 

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/

