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CATEGORY OF PAPER 

Specific action required:  Provides Assurance:  For Information:  

 

Board of Directors’ Meeting – 26/07/2018 

Report title: 
Staff Engagement and Communications Update 
 

Purpose of report: 
This report provides an overview and update of ongoing activity in Staff 
Engagement and communications and is intended to provide assurance 
to the Board and highlight any issues of concern when considering the 
quarterly return to NHS Improvement. 

Key issues: 
(key points of the paper, how this 
supports the achievement of the Trust’s 
corporate objectives, overview of risk 
implications, main risk details on page 2) 

The paper provides feedback on key areas of activity such as the quality 
Walkround, staff FFT scores and communications team activity. 

Issue previously considered by: Executive Team 

Recommended actions: 
 To note the results of the Q1 staff FFT survey for 2018-19 and 

comments made 

 To continue to support the Quality Walkround programme 

Sponsor / approving director: Chief Executive 

Report author: Assistant Director of Communications & Engagement 

Governance and assurance 

Link to Trust Priorities: 
(please tick) 

Organisational 

Sustainability 

Improving 

Quality & 

Safety 

Workforce & 

Investors in 

People 

Clinical Care & 

Transport 

NHS 111 & 

Clinical 

Assessment 

Service 

Comms & 

Engagement 

  x 
  x 

Link to CQC / KLOE: 
(please tick) 

Caring Responsive Effective Well Led Safe 

     

Link to Trust values: 
(please tick) 
 
(Please explain how this paper 
supports the application of the Trust’s 
values in practice)  

Pride 
Strive for 

excellence 
Respect Compassion 

Take 

responsibility & 

be accountable 

Make a 

difference – 

day in & day 

out 

 x x  x  

Any relevant legal / statutory issues? 
(Such as relevant acts, regulations, 
national guidelines or constitutional issues 
to consider) 

NHS England quarterly returns on staff FFT scores 

Equality analysis completed 

If this is not relevant please explain 
why: 

 

 

 

Yes No Not Relevant 

   

An equality analysis is a review of a policy, function or significant service 
change which establishes whether there is a positive or negative impact 
on particular social groups 
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Key considerations Details 

Confirm whether any risks that 
have been identified have been 
recognized on a risk register and 
provide the reference number: 

None identified 

Please specify any Financial 
Implications 

 
Please explain whether there are 
any associated efficiency savings 
or increased productivity 
opportunities? 

None identified 

Are any additional resources 
required e.g. staff capacity? None identified 

Is there any current or expected 
impact on patient 
outcomes/experience/quality? 

No direct impact on patient experience, although this report reflects the 
views of patients who have experienced delays in an ambulance 
response.  

Are there any aspects of this paper 
which need to be communicated to 
our stakeholders (internal or 
external)? 

(Please tick – if ‘yes’ then please 
complete all boxes. Please briefly 
specify the key points for 
communication and ensure the 
Comms team are informed via 
mailto:publicrelations@neas.nhs.uk) 

Yes No Positive Negative 

x  x  

Proactive Reactive Internal External 

x  x  
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Trust Board meeting 
Staff Engagement and Communications Update 

26 July 2018 

1. Quality Walkround 

1.1. Board directors have been conducting Walkrounds at hospitals in RVI, Gateshead QE, South 
Tyneside, NSECH, Sunderland, 999/111 call-handling in Bernicia House and Russell House; and 
training schools during Quarter one of 2018-19.  

1.2. A common theme was a high morale and motivation among all employees. This is also reflected in 
the last quarter staff FFT survey. Topics of discussion included:  

1.3. In the training school Moongate, student paramedics were generally positive and upbeat, but there 
were questions around shift changes to meet the new ambulance response standards and opportunities 
for getting involved in the running of the Trust as a staff governor  

1.4. Directors commented that during visits to 999/111 call-handling in Bernicia House and Russell 
House, the “usual compassion shone through.” One non-executive said the alternative pathways used 
in EOC and CAS made significant savings to commissioners, but this was hard to measure and often 
not fully understood by commissioners: a comment echoed by Prof Keith Willett during his own visit to 
NEAS last September. 

1.5. Verbal abuse of call handlers was also highlighted during the visit; and a particular 
acknowledgement was made of the calm and professional manner in which dispatchers operated.    

1.6. Directors found issues over hospital staff requiring NEAS crews to queue to register patients after 
handover, which is contrary to the national guidance. Crews also raised concerns at not having time to 
do their VDIs and questioned why they can’t use the clinical waste disposal at hospitals. Board 
members also felt there was a need for more understanding between front line and EOC, but also saw 
the end of shift arrangements making a positive impact on late finishes. 

1.7. Mentors spoke about having to attend the tripartite meetings with students in their own time and this 
doesn’t feel fair. Some are having to arrange childcare at a cost to themselves 

1.8. While observing with a scheduled care crew, one director heard about a disgruntlement around the 
level 2 banding and duties carried out. Notice boards was felt to be old/out of date. 

1.9. Other themes involved career progression from ECA and ECT to paramedic and the perceived lack 
of in-house training. There was also an issue with attaining the C1 license identified. 

1.10. On a separate visit with unscheduled care crew, there was a lot of talk regarding the inflexibility of 
GRS to request holidays or time off.  

  

2. Friends and Family Test 

 
2.1. The staff FFT survey between April and June 2018 captured 316 responses. 

 
2.2. There are 68% of employees who would recommend NEAS as a place to work in the staff FFT 

responses. While this remains steady, there is a significant drop in those who would not recommend 
NEAS as a place to work: down from 24% to 8%.  
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This represents a spike in dis-satisfaction over winder that appears to have dissipated.  
 

2.3. Most (60%) of the respondents were from unscheduled care (n=190) and the remainder were from 
scheduled care (n=112). There were 14 responses from support services and operations centre. 
 

2.4. Employees were also asked how likely they are to recommend the care and treatment provided by 
NEAS. A total of 77% of staff said they would; and only 2% said they felt strongly enough not to 
recommend the care and treatment. 
 

2.5. All staff who favourably rated NEAS as an employer said they enjoyed their job and that it offered a 
good career. Comments from unscheduled care included: 

 
Excellent care from professionally trained people 

Care is brilliant and professionalism of staff 

All crews do their best for each patient 

Good place to work 
Paramedic is an excellent job in life 
Good employer to work for 
There’s a strong sense of teamwork amongst employees! 
Great Trust, cares for staff and patients, positive opportunities for development 
Good company to work for 
NEAS is the best 
 
I enjoy working for the North east ambulance service but would like to see more 
opportunities for academic study arranged around shifts 

 
Comments from scheduled care included: 
 

I am proud of the organisation 

Enjoy my work 

I think NEAS is a good service to work in 

Most staff are excellent. 

I believe in the NHS 

I feel my colleagues and myself care greatly about helping 

It's a good service with hard working staff 
 
 
2.6. There was just one comment from a person in unscheduled care who would not recommend NEAS 

as a place. The response said: 
 

Patient care has taken a backseat to cost because we are not given the time we need. 
 
 

3. Staff FFT results 

3.1. The FFT staff survey reports 77% of employees would recommend NEAS for care and 
treatment and 68% would recommend NEAS as a place to work.  
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 How likely are you to recommend the North East Ambulance Service to friends and family if 
they needed care or treatment? 

 

     
 

  
Would 
recommend 

Would NOT 
recommend 

Sep-16 64% 18% 

Dec-16 71% 11% 

Mar-17 90% 2% 

Jun-17 92% 1% 

Sep-17 91% 1% 

Dec-17 87% 2% 

Mar-18 86% 4% 

Jun-18 77% 2% 
 

 How likely are you to recommend North East Ambulance Service to friends and family as a 
place to work? 

 

      
 
 

  
Would 
recommend 

Would NOT 
recommend 

Sep-16 32% 56% 

Dec-16 51% 24% 

Mar-17 75% 9% 

Jun-17 83% 6% 

Sep-17 77% 6% 

Dec-17 72% 24% 

Mar-18 67% 24% 

Jun-18 68% 8% 
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3.2. The survey results are broken down by service line in the table below; showing that 66% of 
unscheduled care staff would recommend NEAS as a place to work and 730% of scheduled care staff 
would recommend NEAS as a place to work. 

Service Care 
recommended 

Care NOT 
recommended 

Work 
recommended 

Work NOT 
recommended 

Sample size 

Unscheduled care 75.3% 1.6% 65.8% 6.9% 190 

Scheduled care  82.2% 7.2% 73.3% 8.1% 112 

Operations Centre - - - - 3 

Support services - - - - 3 

 

 

4. Communications 

4.1. Following six months’ of unprecedented media demand over winter; which has seen 80% of media 
coverage for the last 12 months fall between September 2017 and March 2018; we have seen media 
activity drop to levels last seen a year ago. This trend reflects the interest in the NHS that has been 
reported across the country. 
 

4.2. Q1 2018-19 saw the Press Office output of 227 articles from 28 different news organisations, 
creating 8.9 million opportunities to reach people across the UK. 

 

4.3. Stories which generated the most coverage in national and regional press and broadcast included: 

o Funding – in particular revisiting the 2017 National Audit Office report highlighting NEAS has 
the lowest income/head of population at a time when ORH report identifies 100 more 
paramedics needed to achieve performance standards. 

o Attendance at incidents 
o Assaults against staff – including personal staff stories and court action against offenders. 
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It has been usual to see about two-thirds of coverage of NEAS in the media being generated or 
influenced by the NEAS press office team; but as demand has reduced, the level of influence from the 
press office has increased to 89% 

 

 
 
 

4.4. With such a high level of press office influence, the last quarter (April-June) has seen 92% of all 
media coverage balanced; with fewer than 1% recorded as being negative; as rated by our independent 
media monitoring firm, Kantar Media. 
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4.5. The negative coverage related to an 80-year-old Navy veteran in Sunderland who died in hospital 
after experiencing a two-hour wait for an ambulance. Positive coverage related to the launch of the 
“Feel good by doing good” campaign to recruit more volunteers to the Trust. 

 

 

5. When viewed by month, the positive coverage in April related to the review of winter pressures and 
thanks to staff for coping during the March snow; while patient stories, reunions with EOC and road 
crews contributed to the positive coverage in May and June.  
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