
 

Friends and Family Test – June 2018 

National 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) 

 

 Background 

 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 

Unscheduled Care - 
See & Treat 

119 99.2 0 

Scheduled Care (PTS) 38 94.7 0 

111 Service 106 90.6 5.7 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

June 2018  

    99.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.7% Negative themes =  1.3% 

Top positive 
theme 

Quality of 
staff/professionalism  

Quality of 
care/service 

Timeliness and 
access to care 

Positive     
free text 

Comments 

 As a holiday visitor from the Bournemouth area, your 
service was exceptional and I couldn't have asked for 
better. 

 Ambulance crew were very good and helpful. Also 
explained everything they did. 

 Couldn't fault the time we waited or the very efficient and 
professional way they attended to the patient.  An excellent 
service. 

  



  

 

 

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

June 2018 
 

Number of Responses 

Online Surveys (Friends and Family Test) 7 
Total: 119 

Surveys left at homes 112 

Activity   

Number of see and treat patients for the month 8,396 

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  118 99.2% +1.7 

Extremely Likely  112 94.1% +1.6 

Likely  6 5% +0.04 

Neither likely nor unlikely 1 0.8% +0.8 

Unlikely 0 0 -1.7 

Extremely unlikely 0 0 -0.8 

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 % 
Cou
nt 

% 

Relationship 
Themes 

135 59.2                 

1 Emotional 
Support 

42 18.4     
Reassuring/put at ease 1.1 29 12.7     

Caring 1.2 13 5.7     

3 Quality of staff 
/professionalism 

86 37.7     

Knowledgeable 3.1 3 1.3     

Good/Excellent Staff 3.2 45 19.7     

Friendly staff 3.3 16 7.0     

Understanding 3.4 1 0.4     

Helpful staff 3.5 17 7.5     

Attitude 3.6 4 1.8     

5 Kindness and 
compassion 

7 3.1     

Kindness 5.1 5 2.2     

Compassionate 5.2 1 0.4     

Respectful 5.3 1 0.4     

Transactional 
Themes 

93 40.8 3 100             

6 Timeliness and 
access to care 

33 14.5 2 66.6 
Quick response - 
Ambulance 

6.2 33 14.5 2 66.6 

7 information 
communication and 
education 

7 3.1     
Good advice 7.1 4 1.8     

Good explanation 7.2 3 1.3     

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 

42 18.4 1 33.3 

good /excellent service 12.1 12 5.3 1 33.3 

Efficient 12.3 7 3.1     

Reliable/ Trustworthy 12.4 1 0.4     

Good care 12.7 22 9.6     

13 General / Other 10 4.4     

General 13.1 3 1.3     

General Neutral 13.2 2 0.9     

Thanks  13.3 5 2.2     

Totals 228 98.7 3 1.3     228   3   

 

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 1.7% to 99.2% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has decreased by 2.5% to 0 

 Returns have decreased this month by 1 to 119 

 The number of See & Treat cases have decreased by 420 to 8,396 

 98.7% of free text comments were positive. There were 3 main themes: quality of staff and 
professionalism scored 37.7%, The main sub theme was excellent staff. Quality of care & 
Service  18.4%, the main sub themes were excellent service and good care. Emotional 
Support 18.4%,   

  1.3% (3 comment) of all free text comments were negativeDemographics, age: Over 65 
years 74 %, 45-64, 16.1%, 25-44, 5.1% Disabled 68.7%; Gender: Female 63.9%, Ethnicity: 
White 98.3, White irish/Other 0.8%, Black African/Caribbean/British 0.8% Data is only 
collected for sexual orientation and faith online for this survey. Heterosexual 100 %, Christian: 



  

 

85.7%,No religion 14.3%  The number of responses was very low to both questions (7 
responses)  

 National Comparative data for May 2018 indicates we are the highest out of 11 organisations 
for response rates, we collected 51.3%. We are 2rd (6 organisations attained 100%) for the 
number of patients likely or extremely likely to recommend services to friends and family 
(98%), 3% higher than the national average. We are 2nd (6 organisations record 0%)  for the 
percentage of patients said that are unlikely or extremely unlikely to recommend our services 
(3%) the same as the national average. As the response rates nationally are very low we 
should use caution when comparing data. 

 

Free Text Comments 

·        The treatment I had of the ambulance service was excellent. 

·         Extremely professional service yet friendly. Ailment explained very clearly. Even though it was a Saturday 
night, service was speedy and no sense of rushing their help. Really impressive. 

·         They were able to address the patient's medical condition with thought, knowledge and reassurance, 
showing respect to both my family and I. We were left with reassurance and good advice. Thankful for this 
effective support and treatment. 

·         Very fast response and put me at ease in a very stressful point. Well done. 

·         Because the ambulance people were very professional, explained my condition at the time clear to me and 
they let me decide to go or not to go into hospital. They gave me advice on what medication to get from 
chemist and it did help. Many thanks to ambulance personnel. 

·         The two members of the ambulance crew who came to our assistance were very efficient, helpful and polite. 

·         Excellent staff. Amazing time and help first class. 

·         Team of 3 were attentive in every way. What a team. 

·         Because I could not have been treated any better by anyone. The girls were wonderful. 

·         Very patient with [name removed]. Excellent manner. 

·         When my husband had his fall I was totally unable to help him. I spent 20mins in my worst nightmare. These 
3 ambulance men were everything I could wish for; calm, caring and totally professional and I thank them so 
much. 

·         Service was excellent. Came within 10 mins. 

·         The paramedics who attended me today were very professional, friendly and knew what they were doing. 
Really put me at ease. Fortunately I did not need to attend hospital. They arrived within a reasonable amount 
of time. Our NHS and paramedics are the best in the world. 

·         They gave me a thorough examination and explained everything in detail. 

·         We have always found them to be kind and helpful. Very caring people. No problem at all with the service. 

·         The paramedics arrived far quicker than I expected and treated me in a very caring and friendly manner. It 
turned out I was more shaken up than badly hurt but they were kind and patient with me and I really 
appreciated their care. 

·         Good, caring service - provided useful medication and advice. 

·         Because I think you are a vital link for people of my age or of any age. Your service is most valued and 
appreciated, the staff should be proud most sincerely. 

·         Paramedics were first class I received the utmost care. 

·         The patient (my mother) diagnosed a UTI. Symptoms worsened. Call 111 for advice and paramedics arrived 
within 30 minutes. Checked [comment unreadable] and provided reassurance that no hospital admission 
necessary. Very courteous and caring staff. Thank you. 

·         Fast efficient and caring. 

·         Excellent service, can't praise them enough. 

·         Paramedics do a marvellous job and try to understand what you are going through. 

·         Prompt. Thorough. Candid. Friendly. 



  

 

·         The 2 paramedics were extremely professional and arrived within 30mins. Very sympathetic to my needs and 
gave me great confidence. Excellent service, well done. 

·         I am commenting on behalf of my elderly mother who fell out of bed...unable to move her myself and unsure 
whether to. An ambulance was called out... the response to the call was very quick and the two male 
paramedics were excellent in handling the situation with my mother, checking her over and assisting her to a 
comfortable position where a carer was able to continue. Very thorough, caring and left me feeling very 
assured all was well. Thank you. 

·         Had to phone 111 (my wife did) to get advice about my nose bleed. It had gushed for about 20 minutes, the 
ambulance crew came from Morpeth and they checked me over. They were a godsend. 

·         The crew lads were really nice and helpful.  

·         The paramedics were lovely, very prompt and attentive. 

·         Excellent response from ambulance paramedics, checked my heart and blood pressure and reassured me of 
no serious problems. They were very polite and calm and advised me on further check ups, excellent service. 

·         I was very sympathetically dealt with. 

·         I got very good care, I was in pain my neck is still painful and sore. I didn't get myself up, it was people from 
care [comment unreadable] which phoned doctor. 

·         Carer made the call as patient was showing signs of a stroke. Paramedic and ambulance arrived in a very 
short time. The situation was sorted very professionally. 

·         What really pleasant and helpful paramedics attended me when I fainted recently. 

·         Excellent care and consideration because of my condition. 

·         Amazing ambulance crew, most or certainly in our experience do a great job. Friendly and supportive in a 
stressful situation for families. Can't thank them enough. 

·         Ambulance staff extremely friendly. Helpful and caring. Could not ask for anything better. 

·         If you think you have a serious problem there is no alternative. 

·         Very kind, gentle and understanding and well deserved (they are one in a million). They need more respect 
from the Government. 

·         Ambulance came quickly. Staff looked after [name removed] and assessed him after his fall. 

·         Very professional, caring and knowledgeable and stayed with me until I got my doctor's appointment and I 
feel lucky to be alive. 

·         Prompt response, efficient crew. Were very pleasant. Immediately felt relieved and in safe hands, and 
everything was clearly explained. Thank you so much! 

·         Very pleasant and friendly, also reassuring. 

·         They were very helpful and reassuring. They made me feel calm and relaxed and also got the medication I 
needed. 

·         Very good. 

·         The main reason is that [name removed] from North East Ambulance Service came to help us very quickly 2-
3 minutes after calling 999. He was very helpful and calming. His colleagues came quickly as well. Thank you 
very much for your help. 

·         Paramedic was excellent in my opinion. 

·         I've had a lot of health issues since November 2017. Every attendance by crew to my home address have 
been absolutely amazing. Thank you. 

·         I believe the service is a tremendous asset to any [unreadable comment] and it's never really appreciated 
enough. They all deserve medals but unfortunately some people simply abuse both them and the system. 

·         Ambulance crew were considerate, very competent, clear and kindly. 

·         Friendly service, did everything needed to stop my nose bleeding and made me feel comfortable and safe in 
my home. Thank you. 

·         Emergency call and at address within minutes. 

·         The paramedics arrived very quickly and their level of service was top notch. I didn't need to go to hospital 
after all. Very proficient in the treatment given. 

·         Both the ambulance men who came were great, put me at ease the minute they came. 

·         Prompt attention and caring attitude. 

·         The paramedics were wonderful. Way beyond the call of duty. They gave us full info - so appreciated was 
sick [unreadable comment] (87). 



  

 

·         I felt that the paramedic didn’t understand her long standing medical needs and why that may make her 
present differently to other children. I’m not necessarily disagreeing with the outcome but it’s difficult to 
understand how the decision was made without a proper examination or comprehension of her medical 
needs which are rare and therefore are understandably not known by a paramedic. 

As a parent me saying this is not her normal behaviour and how she reponds to pain is atypical and she is non 
verbal should carry some weight in understanding the impact of the accident  

·         Very professional. Very kind, explained everything. 

·         Excellent service. Phoned 111. Paramedic arrived very quick. Called [name removed] she was lovely, 
explained everything to me. 

·         Recent experience (self). 

·         Much time was spent listening to my issues and a full check was made. I didn't feel hurried or a nuisance. 

·         The paramedics were efficient, helpful and pleasant. 

·         Most helpful, Explained a lot. Very professional. 

·         Two pleasant young men attended me at home, came in and sorted me out. I couldn't get to a Pharmacist 
before 8 o'clock. They found me a GP in my area and got me an appointment with them. So I was able to get 
antibiotics for my water infection which made a big difference. (I didn't have to go and wait in A&E). I have 
had sepsis before and it is not nice. 

·         The advice from NHS 111 was exactly right, the paramedics arrived quickly. They were very pleasant and did 
a very thorough check and gave good advice about how to manage the injury. It was very reassuring and 
saved a trip to A&E, which, as it turned out, wouldn't have been necessary. 

·         Prompt and efficient attention. Easy to talk to medical team. 

·         It was the prompt and efficient service when my husband took ill. 

·         The two lads who came to my house were friendly and so down to earth they put me at ease immediately. 

·         Extremely professional, caring, helpful. Arrived very quickly, were reassuring and competent. 

·         The paramedics were prompt - very reassuring and also very thorough - I couldn't fault them. 

·         I was very happy with quick response. I was treated with respect and kindness and thank all the team just 
thanks is not enough. 

·         Because [name removed] was brilliant with my son as he's autistic and has OCD. 

·         Very rapid response and fantastic staff. 

·         The paramedics were very professional and caring and understanding. I don't know why people complain 
about the ambulance service. 

·         Very helpful and polite and put me at ease. 

·         The two people who attended were very professional, polite and friendly. I felt very safe in their care! 

·         They are just as efficient. 

·         Superb service. Thank you. Rapid response to initial 111 triage call, arrived within minutes at 4 am. Very 
professional paramedics, calmed my anxiety immediately. Extremely thorough and reassuring examination, 
careful explanation of results, on the spot. Clean and precise analysis of problem. Pinpointed probably drug 
causing symptoms and offered advice to see my own GP within 24 hours. 

·         I was found collapsed by my wife. They were very quick to respond and reassured both me and my wife 
throughout their assessment. They were kind, caring and I cannot thank them enough for their care. This is 
the first time I have had to call an ambulance. 

·         I had a severe attack of vertigo (BPV) and had a panic attack. The very kind professionals who came helped 
me to calm down and gave me advice. I had a doctor's appointment later had [unreadable comment]. 

·         Immediate help given on a weekend. Everyone from phone call to visit very understanding and polite. 

·         Very helpful and made me feel at ease. Lady who answered 999 call, lovely, made my partner calm and the 
two men who came out to see me very helpful, just great all round! Thank you! 

·         The teams were careful, reassuring and could not have been more helpful. 

·         Arrived quickly very professional and kind. Very reassuring to both patient and family. 

·         Very impressed with the service which my husband received. 

·         Friendly very pleasant and helpful crew. 

·         Excellent team, reassuring and pleasant. 



  

 

·         Was treated with reassuring courtesy by both members of the crew [names removed]. Examination was 
thorough and tactful. Sensible to check me in the house first instead of rushing off straight to hospital. 

·         The ambulance crew responded to the call very quickly and examined me thoroughly and assured I was OK 
before they left. I am truly grateful for their support, cooperation and friendliness. Much appreciated. 

·         Friendly manner of paramedic, put patients at ease. 

·         The two attendants [names removed] who visited me this evening were lovely and comforting. Thank you 
NHS. 

·         Received professional care in an acceptable time. 

·         The response was quick, the girls very knowledgeable and very good with patient and family. They gave me 
good advice for treatment of my husband should the same thing happen again, which it did and we did as 
told with success. 

·         Prompt; professional and knowledgeable service with an accurate diagnosis. Prevented a long journey and 
possible wait at Cramlington A&E. 

·         Prompt and courteous service. 

·         Excellent service. 

·         Had very good, prompt service on the last two occasions that I have used this service. 

·         Yyour paramedics were amazing. They are all angels and deserve the highest credit. 

·         Well, if your service had not been quick and professional I might have been in serious trouble or dead. 

·         The paramedic was efficient and caring - thank you. 

·         Response was fast and efficient. 

·         The staff were absolutely lovely and very helpful and understanding. I admire all the staff NHS. 

·         The paramedic crew were very professional and sympathetic towards me and cared for me very, very well. 

·         Prompt response and very genuine caring attitude of both paramedics. 

·         Ambulance service and urgent care centre service were quick and efficient, did not have to wait long. 
Ambulance team were amazing, kept me calm and all round great care. 

·         The paramedic was lovely, checked everything with my son who is only 17 months and was happy to let him 
look at the stuff she was using on him. 

·         Communication - they informed me and referred mam to the Adult Care Team that night and it was followed 
up asap. 

·         Quick, efficient team came out. Real professional. Took away the feeling of panic and stress. Contacted our 
GP. We had nothing to do - couldn't ask for more. 

·         After a fall had a thorough examination and clear explanation of the probable reason for the fall (faint). Two 
very cheerful young ladies attended. Thank you!   



  

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               June 2018 
 

     94.7% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 100% Negative themes = 0% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timleiness and 
access to services 

Positive     
free text 

Comments 

 Could not be without the service, always meet my needs 
and expectations 

 Very reliable, polite, efficency second to none. well 
organised 

 Excellent service, patient transport. makes our life so much 
easier 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                  June 2018  

Number of Responses 

Online Surveys  20 
Total: 38 

Electronic Tablet Surveys 18 

Activity   

Number of completed journeys for the month 49,381 

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  36 94.7  +2 

Extremely Likely  29 76.3 +10.4 

Likely  7 18.4 -8.4 

Neither likely nor unlikely 1 2.6 -0.2 

Unlikely 0 0 -4.9 

Extremely unlikely 0 0 0 

Don't know 1 2.6 +2.6 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total 

 Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship 
Themes 

36 43.4                 

1 Emotional 
Support 

3  3.6     
Reassuring/put at ease 1.1 2 2.4     

Caring 1.2 1 1.2     

3 Quality of staff 
/professionalism 

27  32.5     

Good/Excellent Staff 3.2 5 6.0     

Friendly staff 3.3 9 10.8     

Helpful staff 3.5 9 10.8     

Attitude 3.6 4 4.8     

5 Kindness and 
compassion 

6  7.2     
Kindness 5.1 5 6.0     

Compassionate 5.2 1 1.2     

Transactional 
Themes 

47 56.6                 

6 Timeliness 
and access to 
care 

12  14.5     

Quick response - Ambulance 6.2 6 7.2     

Booking the Service 6.8 1 1.2     

I need the service to access 
the appointment  

6.11 5 6.0     

11 Physical 
comfort /safety 

2  2.4     
Safety 11.1 1 1.2     

Comfort 11.3 1 1.2     

12 Quality of 
Care / Service 

33  39.8     

Good /excellent service 12.1 26 31.3     

Helpful  12.2 2 2.4     

Efficient 12.3 1 1.2     

Reliable/ Trustworthy 12.4 4 4.8     

Totals 83 100 0 0     83       

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
94.7 an increase of 2% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0%, 4.9% less  
than the previous month 

 We received 38 responses, a decrease of 3 compared to the previous month. We’ve launched a 
new volunteer post had discussions with Health Watch groups regionally about getting support 
from their volunteers 

 Numbers are too low to comment on Geographical representation 

 The number of completed journeys was 49,391an increase of 25 compared to the previous month  

 83 (100%) of free text themes were positive an increase of 9.1% compared with the previous 
month. The main positive themes were quality of care/service and quality of staff/professionalism 
and timeliness and access to care.  

 0 (0%) of free text themes were negative an decrease of 9.1% from the previous month.  

 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: 45.5% Female, 54.5% Male; Age: 66.7% over 65, 27.3% 45-64, 21.2% 
16-44 years old; Disabled: 94.5%; Sexual Orientation: 0% Lesbian, Gay or Bisexual and 97% 
Heterosexual, Faith: 51.5% Christian, 33.3% No faith and 6.1% other non-Chritian faiths ; 
Ethnicity: 94.4% White British, 2.8% BAME. 

 National comparative data for May 2018 indicates we are the 8th out of 13 organisations and 4th in 
the NHS Ambulance sector for response rates. We scored 1% above the national average for 
NHS organisations for the number of people who are likely to recommend us to patients (93%). 
5% of patients would not recommend our service to friends and family which is 1% higher than the 
national average. 

 

Hospitals  

Due to the low numbers of responses from tablets we are unable to provide a breakdown 

Hospital  Number % of responses 

Darlington Memorial   

Freeman Road Newcastle   

Hexham General    

James Cook    

North Tyneside General   

One Life Centre Hartlepool   

Queen Elizabeth Gateshead   

Royal Victoria Infirmary   

South Tyneside General   

Sunderland Royal    

University North Durham   

University North Tees   

Wansbeck General    

Other   

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    

35 Wallsend 6    

36 Pallion    

37 Alnwick    

38 Hexham 8    

39 PTS General    



  

 

40 Blucher    

41 Consett    

52 Consett    

53 Blucher 20    

54 Coulby Newham 18 0 18 

55 Blutcher B    

63 PTS Volunteer    

66 South Church    

66 South Church    

67 Volunteer (light duties    
 

 

Free Text Comments 

Kind and helpful 

Return journey was a smooth and friendly journey, helpful 

Absoultely brilliant and very quick 

Keep up the good work 

Very good service 

could not be without the service, always meet my needs and expectations  

friendly staff, very considerate 

reliable service, always on time 

friendly and helpful staff, make us feel at ease 

transported safely and promptly to my appointments 

very efficent and reliable staff 

cannot find any faults with the service,. very friendly and patient staff 

I really appreciate the service, being able to get transport to all my appointments. I would be lost without the 
service 

kind and helpful staff. I don't like the waiting times, as it can some times make me anxious, but the ambulance 
crew are always on time 

helpful and caring, very supportive staff and very patient 

could not do with out this outstanding service , I have no other means of transport as my daughter works 

very reliable, polite, efficency second to none. well organised 

would not change anything about the service 

very friendly staff, always willing to help 

always polite and on time, very helpful and I have built up a good rapor with all staff 

pleasent staff and not had to wait long to be collected 

excellent service from start to finish, they even take me right to the department 

could not manage without the transport, this meets all my needs and expectations 

very statisfied 

keep up the good work. the whole team is second to none 

excellent service, patient transport. makes our life so much easier 

keep up the good work 

excellent service, second to none. would not change a thing 

happy with everything, would not change a thing 

keep up the good work 

just happy with everything 

keep up the good work 

all very pleasant staff, and enjoyable comfortable experience 

very friendly staff 

always on time, treat me with kindness and compassion every time 



  

 

excellent service from start to finish from all staff, even staff in the hospital 

keep up the good work 

happy with everything 

very pleasantly suprised at how Good the service is 

very friendly informative staff when booking the ambulance 

very helpful and friendly staff, cannot fault the service 

 

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

June 2018  

   90.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 89.1% Negative themes = 10.9% 

Top 3  positive 
themes 

Quality of 
care/service 

Top 3  positive 
themes 

Quality of 
care/service 

Examples 

Positive free text 
comments 

  

 Friendly, efficient and thorough.  Spoke directly to 12 
year-old son and sought clarity from mum. 

 The call handler was very friendly and sorted my 
problem out quickly. 

 I have had to ring 111 on a number of occasions and 
every time I have spoken to someone who has been 
very kind and helpful. 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

June 2018  

Number of Responses 

Postal Surveys  73 

Online Text Surveys 33 

Total 106 

Activity   

Number of 111 calls (answered) 72,891 

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  96 90.6 +6.2 

Extremely Likely  72 67.9 +5.3 % 

Likely  24 22.6 +1% 

Neither likely nor unlikely 3 2.8 -4.4% 

Unlikely 2 1.9 -2.9% 

Extremely unlikely 4 3.8 +0.2% 

Don't know 1 0.9 +0.9% 

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 

68 34.5                 

1 Emotional 
Support 

20 10.2     

Reassuring/put at 
ease 

1.1 12 6.1     

Caring 1.2 8 4.1     

3 Quality of staff 
/professionalism 

46 23.4     

Knowledgeable 3.1 3 1.5     

Good/Excellent Staff 3.2 16 8.1     

Friendly staff 3.3 9 4.6     

Understanding 3.4 1 0.5     

Helpful staff 3.5 17 8.6     

5 Kindness and 
compassion 

2 1     Kindness 5.1 2 1.0     

Transactional 
Themes 

129 65.5 24 100             

6 Timeliness and 
access to care 

19 9.6 7 29.2 

Quick response – 
111  

6.1 13 6.6 2 8.3 

Quick response - 
Ambulance 

6.2 4 2.0     

Ease of use 6.3 1 0.5     

Ease of access 6.4 1 0.5     

Called back  6.10     5 20.8 

7 information 
communication 
and education 

14 7.1 1 4.2 

Good advice 7.1 12 6.1 1 4.2 

Communication with 
patient 

7.5 2 1.0     

9 Co-ordination 
and integration of 
care 

23 11.7 3 12.5 

Links to services 
outside NEAS 

9.1 23 11.7     

Treatment at other 
service 

9.2     3 12.5 

12 Quality of 
Care / Service 

51 25.9 4 16.7 

good /excellent 
service 

12.1 26 13.2 3 12.5 

Helpful  12.2 11 5.6     

Efficient 12.3 8 4.1     

Good outcome 12.5 5 2.5     

Consistency of 
service 

12.6     1 4.2 

Good care 12.7 1 0.5     

13 General / 
Other 

20 10.2 1 4.2 

General 13.1 8 4.1     

Neutral 13.2 7 3.6 1 4.2 

Thanks 13.3 5 2.5     

14 Triage 
Process 

2 1 8 33.3 

Questioning process 14.1 1 0.5 1 4.2 

Relevance of 
questions 

14.2 1 0.5 6 25.0 

Telephone Operator 14.5     1 4.2 

Totals 197 89.1 24 10.9     197   24   

 

 

 
 
 
 
 



  

 

 
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 6.2 % to  90.6% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has decreased by 2.8% to 5.7% 

 There have been 106 responses, (text and postal) which is 23 more than the previous month 

 The number of answered calls has increased from the previous month by 9079 to 72,891 

 197  (89.1% of free text themes were positive, this is a increase of 7.3 % from the previous 
month. Quality of care/service staff scored highly at 25.9% with excellent/good service as the 
highest sub theme at 13.2%, Quality of staff and professionalism 23.4 %  

 24 (10.9%) of free text themes were negative an decrease of 7.3% from the previous month. 
The main themes were the triage process 33.3 % timeliness and access to care 29.2 %, not 
being called back in a timely manner featured highly at 20.8%,  

 Demographics, Age: over 65 – 22.7% 45-64 – 32 %, under 44 years old – 43.3%; Gender: 
81.8% female, Disabled: 41.4%, White British 96% , BAME 2%, Christian 59.6%,  No religion 
25.3%, Heterosexual 87.4%, LGB 5.3%.   

Free Text Comments 

When you ring them they are quick. 

Fabulous information and help given. 

As when I phoned 111 they were very helpful and friendly and gave good advice to me on what to do. 

Very helpful. 

Very helpful and caring. 

Very helpful. 

Quicker to go direct to A&E or walk  in. 

Superb service. Very knowledgeable and reassuring - thank you! 

Call handler was polite and patient. 

Support. Advice. Ability to call for a GP to attend out of hours. 

Good listener when anxious. Caring nature. 

Very caring and swift. 

They were very helpful, informative and very knowledgeable. 

Fast response. 

Helpful staff. 

Reassurance and signposting elsewhere. 

Son cut his foot badly in a river. 

I can generally get the advice elsewhere. 

Very Quick response. 

Very good service. 

Response was rapid. 

It seems to take a long time to get through to someone who can help.  Lots of questions. 

The adviser I spoke to was lovely and very helpful. 

My situation was getting critical and there were lots of questions. 



  

 

It is a brilliant service, helpful and friendly. 

Friendly, efficient and thorough.  Spoke directly to 12 year-old son and sought clarity from mum. 

Clearly asked questions and instructions. 

On this occasion it was promptly referred to Out-of-Hours GP. 

Quick service. 

This service was highly satisfactory for my recent call and helped me very much. 

Very prompt service.  Also phoned back later to see all was well. 

Give good advice. 

They asked the right questions yet had an ambulance despatched very quickly. 

Very efficient. 

Arrived quickly, professional manner, nice and friendly. Put me at ease. 

Paramedics were great. 

Because easy to get through and get help needed. 

I had to make 999 call for my wife. Ambulance man came quickly. 

Call handler very helpful throughout call, 

Seems the best choice in urgent care needs. 

Can be used when GP's are unavailable. 

Got treated quickly. 

Quick and efficient. 

The call handler was very friendly and sorted my problem out quickly. 

Although I had to wait two hours for a return call the caller was polite and reassuring. 

I used 111 recently and I found them very helpful. 

Always helpful. Always feel like they care. 

My problem was dealt with quickly and efficiently. 

Sebaceous Cyst on shoulder, this was very painful. Pain was under my arm and down to my elbow on left 
arm. 

Efficient/instant response, arranging local clinic appointments. 

I have received sound advice. 

Breathing problems. 

I have had to ring 111 on a number of occasions and every time I have spoken to someone who has been 
very kind and helpful. 

Because you were very efficient, very polite and helpful. 

Saturday afternoon doctors closed. No walk in centre open in area ring so next thing to do 111. 

Very helpful. 

Using the service gives reassurance. 

Very happy with the service. 

Attending paramedics remained professional whilst being caring and friendly. Supportive throughout time at 
my home and during journey to hospital. Cannot find any fault in the care I received and I'm very grateful.  

I was unable to see my own doctor. I had an ear infection. I was concerned it may escalate to shingles as it 
did a few years ago.  So I was directed to 111 for emergency care 

Helped me get a appointment but didnt help with treatment 

Got straight through to someone that could help 

I have not used it and have no idea why i received this text what a waste of resources  



  

 

They put me at ease and really calmed me down  

very nice service  

Excellent service  

I couldn't get a GP appointment for my son on a friday after school and he needed antibiotics for an ear 
infection. 111 arramged an evening appointment at another GP so he didn't have to suffer all weekend. 

They where prompt knew exactly what they were doing they saved myblife. 

I usually call 111 because I am sick whilst visiting my family (meaning I am away from my registered doctors). 
There is only that star service in Redcar hospital that offers a non registered patient service, which you need 
an appointment through 111 to go to. But everytime I get told I can't get an appointment, or that it doesn't 
exist. Once I ended up having to check into the walk in minor injuries unit so they could refer me over to the 
star service simply because the 111 operators did not believe me that it existed. Also I was told I needed to 
see a doctor within 2 hours, but that was at 11am and the 111 nurse didn't even call me back until around 
5pm. Moral of the story is don't get sick away from home in redcar because you would just be left to rot. 

The doctor that tang me said I was fine. I told him thst I thought I had an internal infection. As it turns out I 
was taken by ambulance to a hospital and had emergency surgery because I had a mass internal infection 
and now risk losing my genitalia!! Good job I used my gut instinct. 

Contact, for telephone consultation, from out of hours doctor service not received for 6hrs after contacting 
111. 

Told I would get call back soon. Waited 3 hours called again, said I was a priority, waited another hour, then 
went to A&E, really late at night could have gone 4 hours previous. 

Wasn't helped and asked a lot of irrelavant questions that had no bearing on my condition. Didn't tell me 
anything I didn't know . Would have been as well to ring ell to ring the gp rather than go through this rigmaroll.  
That was the advice anyway! 

Could not be faulted very helpful 

it helped guide me in the right direction to recieve the care i need 

Excellent service thank you 

Very helpful people 

Reliable number to call when worried about illness and not sure what to do, and how to handle situation  

The 111 is a really good service when in need of help - The 111 helpline and emergency services were very 
good and we thank you.  

When they arrived crew were fantastic put you at ease immediately and as poorly as you are  

Excellent advice and got a gp appt via 111 straight away  

I have always found staff helpful and efficient. I rang recently as a patient myself but have contacted 
numerous times as a nurse in the community. 

Friendly & helpful 

Because it’s a waste of resources, I new I was il and all I wanted was to be told the nearest doctors surgery to 
go to, but no you need to ask stupid questions, like am I loosing blood have I got a temperature, wasting time 
and money then I had to wait for a call back from a nurse, who then started to ask more questions that 
weren’t relevant, so after all that I got an appointment which overall took about 1 hour, where as in the first 
place, it could have been done in a few minutes, the sooner this system is shut down the better and a system 
in place where you can ring and get an appointment made straight away without all this bureaucracy  

Very friendly, helpful and supportive on the phone. Got me an appointment with an out if hours GP for the 
same evening  

I was unwell for 2 weeks prior to me using 111 that day. I had tried every day to get into my gp but as always 
no appointments. I was seen at bishop auckland urgent care and was given treatment to help.  

They provide advice as to the next steps to take  

They was extremelyhelpfully and sorted my 5 year old daughter out  

I found they give good service, good advice and friendly and took time to listen to me and for me to explain to 
them what was wrong with me. 

The adviser dealt with my call professionally and arranged the suitable appointment within a quick space of 
time. 

Scripts and prompts are too structured.  New service to present at Pharmacy delayed diagnosis and 
treatment-he basicly googled symptoms and agreed with me! Took total of 4 hours to see a doctor. 

Very quick to reply. 



  

 

I was very upset and the attitude of people was very supportive. 

The call handler was useless. 

They are not always fully understanding of specific issues/client groups i.e. mental health. 

The service is brilliant. I was very satisfied with every part of the service. 

Friendly contact, put me at ease. 

Very helpful staff, however the staff member made me an appointment and never told me, meaning I was left 
untold for 2 hours until I called for more advice. 

Helpful advice, referred to out of hours care at local hospital. Very useful service, should be used by everyone 
and more useful for parents and older people. 

The service made an appointment for me at a local hospital which saved me time and was very efficient. 

The advice given was timely and relevant. 

There seemed to be confusion regarding my role as a Health Care Practitioner.  A visitor had suffered an 
accident.  I was not clinically responsible for them but gave support and advice.  Took a few minutes and was 
quickly sorted. 

Adviser was so professional and helped me - she took the time to deal with me as a person (not a statistic) 
and talked me through my panic attack. She booked the appointment for me in order for me to see a health 
care professional that day. I could not suggest any improvement. 

The way the handler dealt with the call and how she efficiently organised appointment at the hospital.  
However, the attitude at the hospital was definitely the opposite and it felt like we had wasted resources. 

See answer to Q.2. 

Prompt onward referral. 

Got daughter in to see doctor at drop-in centre. 

I was particularly satisfied with your operator.  She was very pleasant and professional.  She made an 
appointment for me to see a doctor later that day.  The doctor I saw was extremely kind, helpful and 
reassured me and contacted my GP to follow-up with me and refer me for further treatment. 

Reassuring and confident dealing with enquiry.  Helpful to have out-of-hours service when cannot contact GP 
surgery etc. 

Got through on phone no problem.  They asked questions but dealt with it quickly. 

The handler was able to answer my questions as they were a health visitor. 

No complaints, very professional. 

Dr came quickly and very efficient. 

My four year old had scarlett fever, but an ambulance was called as GP on the end of the phone thought 
appendicitis. It was obvious to the ambulance crew it wasn't so in reality it was a waste of time and services. 
Too hard to diagnose without seeing patient. 

Quick response. 

The help given. 

All OK. 

Fabulous service as so hard to get an appointment with own GP practice lately. 

Within an hour I had been given an appointment at the out of hours area at Durham University Hospital. The 
doctor who I saw gave me antibiotics straight away. 

Sometimes ask questions that are not relevant. 

Got an appointment within one hour and was quickly treated. 

[Name removed] (call handler) was very professional. She booked me in at an urgent care centre closer to my 
home (Durham) as I would be traveling there after work which is where I was calling from (Newcastle). 

The advice given was good but the two hour delay caused anxiety in the meantime I found a drop in centre at 
the nearby hospital which was able to provide an appointment at 11:30pm. The return 111 called said I had 
done the correct thing and was reassuring. 

The operator that I phoned was patient, helpful. 

After calling 111 wasn't sure if i'd wasted his time even though the cyst was really painful it was a bank 
holiday weekend he advised me to see the doctor but felt it was a long weekend until I could see the doctor. 



  

 

All well done. 

In relation to Q.9 some of the questions asked were irrelevant. My call handler did acknowledge prior to 
asking them that they were, but they still had to be asked. Seems time consuming. 

Very efficient. No problems. 

I was advised to go to a Primary Care Centre and 111 made the appointment for me but they couldn't really 
help. I was told I had to see my own doctor (which I understood) but the 111 doctor did put my mind at rest 
that it wasn't something serious. 

Their efficiency. Their kindness. Their politeness. Their concern. And generally their overall helpfulness. 

Was led to believe someone would call me back within a short time, to keep my phone line free, took another 
6 hours for a call back from a doctor, i.e. called about 3.30 pm was about 9.30 pm when received call back. 

Dissatisfied with all of the irrelevant questions asked. This is a waste of time. Satisfied with the friendly staff 
and their manner on the phone. 

Prompt service and guided to the nearest emergency care 

How quickly she was able to get me an appointment 

No clue. Never rang 111 

Really helped me and put me at ease thank you all of you who spoke to me  

very helpful  

Very helpful, understanding and dealt with the matter efficiently and quickly  

They arranged for a medical professional to call me which they did within an hour. 

Good 

When they arrived I was unconscious & had a temperature 39.9 these men really did save my life kept me 
calm, after tests I had sepsis E coli blood poisoning, I'm so grateful for all there help!? 

I spoke to about 4 different people and they all said the same thing "You need to see a doctor immediately, 
but sorry we can't help you see one". All I thought was "Oh well guess I'll just die, have a nice day". (That was 
sarcasm by the way) 

The member of staff that took my call was quite helpful. It was the doctor that was useless 

Length of time taken for follow up telephone assessment by GP. 

No call back.........after that there is nothing to say, total waste of time. 

Waste of time and money. Anyone can read from a script. Could have googled symptoms and got the same 
help  

Everyone I had contact with were very helpful & caring - thank you  

advised on appropriate pain relief  

Had a problem receiving meds from pharmacy 2 you . They got me sorted in no time tanks  

Nothing 

No complaints, staff were very helpful with my concerns with my son  

We were very satisfied with the 111 service and the emergency services and help given - Thank You  

My issue was with an urgent deterioration in my back condition. The call handler had to ask me other 
questions re: circulation, breathing etc that were totally irrelevant. I understand why these are important not to 
miss in some circumstances but it remains frustrating and im sure a source of stress for the operative, as 
some patients get a bit unhappy about having to answer these. 

The advice to speak with my own gp within 2hrs could not be facilitated by my gp practice. 

Appointment made for walk in service that same night (rang approx 7pm, appt arranged for 9.15pm).  

Medication given from that appt. 

The fist interviewer ,works from a prompt  sheet probably on minimum wage, then after you’ve answered the 
questions, he then tells you he will gat a nurse to phone you back, why bother having them get the nurse to 
answer the phone save resources and that money can go elsewhere in the NHS where needed  

Amazing service 

Trying to get into my gp is very difficult and using 111 to get advice and they were able to get me seen and 
treated and help me get back to getting better again. I am very grateful to have been assisted by 111 call 
handler  to get me the best help I needed. Thank you so much  



  

 

Social Media Update (June 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, 18 July, the NEAS Facebook account had 12,218, 
likes, up from 11,770 likes in May.  

 Visitor posts  

Visitors regularly post on our page. Many are organisations, which ‘tag’ us in posts. However, 
occasionally patients post to have their say.  

 No visitor posts received  

Reviews 

At the time of writing, we have 4.6 star rating. Up from 4.5 rating in May. We received the following 
reviews in June:   

 All I can say is thank you to the man who helped my dad last night I respect you so much 
and cant thank you enough people like you are the inspiration pushing me to go to university 
for paramedic course in September we would be nowhere without you!!  

Messages 

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

 I would like to say a massive thank you to the paramedic and ambulance men who came to 
take my husband to hospital they were amazing and my husband would feel the same when 
he realises what has happened you lot are the best thank you again xxxxxxx 

 Hi there. One of your crews were at my place of work today for several hours. One of our 
team was in terrible distress and had been round the loop of paramedic / hospital  / 
discharge several times in recent weeks. Your team were just brilliant, having a very tough 
job to get the crisis team he needed. We saw first-hand the challenges of resources but their 
tenacity hopefully got our colleague the help he needs to save his life. We don’t know their 
names but wanted to say thank you for everything they did to help us.   

Twitter 

At the time of writing, the NEAS Twitter account had 12,235 followers – up from 12,059k followers in 
May.  

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 June: 

 Thank you so much to  @NEAmbulance. Your call handler and paramedics were first class. 
Please pass on our thanks  

 Fantastic service from @NEAmbulance and @NorthumbriaNHS today. Treated like a king, 
nothing was too much, discharged from hospital with a smile.  

 Going to be a long shot but I’ll try. I’ve had two ambulances out within 4/5 months. Both 
times the same EMT attended. He was so caring and incredibly funny. I wanted to thank him 
personally for the positive impact he has had on me but I doubt this is possible 
@NEAmbulance  

 @NEAmbulance thank you to the excellent crew who attended my elderly neighbour in 
Newbiggin-by-the-sea last night. They were kind and efficient and professional. Thank you  

 @NEAmbulance Hi I just wanted to pass on my sincere gratitude and thanks to XX and XX. 
Who responded to a call out. Great with patient and disorderly onlookers. Cheers guys, you 
are appreciated.  

 



  

 

Patient/Community Engagement – Jun 2018  

Date Details Organisation 

02/06/2018 
Promote ourselves as an employer, 
service provider and to volunteer  

Northumberland Pride 

30/06/2018 
Promote ourselves as an employer, 
service provider and to volunteer  

South Tyneside Summer Fair  

05/06/2018 Child Safety Workshop RAF Boulmer 

07/06/2018 Children's Countryside Day Wooler Show Ground  

10/06/2018 Police Family Fun Day Wallsend Police station 

12/06/2018 People who help us Newbottle Primary School 

14/06/2018 People who help us  Benton Dene School 

14/06/2018 First Aid and Heart Start Sunderland Cardiac Group 

15/06/2018 Meet the paramedic South Shields Beaver Scouts 

19/06/2018 General talk about the service  Timothy Hackworth School  

21/06/2018 People who help us  Broadwood Primary 

22/06/2018 General talk about the service  New York Primary School 

25/06/2018 Learning Disability Zone Consultation  Guide Post  

25/06/2018 Alnwick Fire Service RTC Training Alnwick Fire Station 

26/06/2018 First Aid Badge 1st Ferryhill Scouts  

26/06/2018 General talk about the service  Charles Parsons School 

28/06/2018 Hartleppol Schools Conference Hatlepool Sports Dome 

29/06/2018 General talk about job role Newker School 

 

 



  

 

Patient Transport Service (May 2018) National Comparative Data  

 
 
Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-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) 2,834 552,062 92% 4% 1,349 1,253 92 68 50 22 

England (excluding Independent Sector Providers) 2,298 510,995 92% 4% 984 1,138 63 53 44 16 

Selection (excluding suppressed data) 2,834 552,062 92% 4% 1,349 1,253 92 68 50 22 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 898 23,425 97% 3% 17 857 0 24 0 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 487 487 85% 7% 279 135 32 10 24 7 

LONDON AMBULANCE SERVICE NHS TRUST 0 4 NA NA 0 0 0 0 0 0 

UNIVERSITY COLLEGE LONDON HOSPITALS NHS FT 103 8,841 83% 5% 55 30 12 3 2 1 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 80,639 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 41 49,317 93% 5% 27 11 1 2 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 0 16,826 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 20 79,157 85% 15% 15 2 0 2 1 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS TRUST 182 45,469 92% 5% 135 33 5 6 3 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 464 128,398 95% 3% 388 51 8 4 10 3 

ISLE OF WHITE NHS TRUST 0 762 NA NA 0 0 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS LIMITED 103 77,670 84% 6% 68 19 5 2 4 5 

THAMES AMBULANCE SERVICE LTD 499 35,136 89% 4% 331 113 29 14 6 6 

 

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


  

 

Emergency Care Service - See and Treat (May 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) 234 207,965 95% 3% 206 17 0 4 4 3 

England (excluding Independent Sector Providers) 234 207,965 95% 3% 206 17 0 4 4 3 

Selection (excluding suppressed data) 234 207,965 95% 4% 189 17 0 4 4 3 

LONDON AMBULANCE SERVICE NHS TRUST 3 26,962 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 15,596 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  120 8,816 98% 3% 111 6 0 2 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 11 16,466 100% 0% 11 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  7 32,332 100% 0% 6 1 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  21 21,677 100% 0% 19 2 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 44 23,588 82% 11% 29 7 0 2 3 3 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 26,932 100% 0% 8 1 0 0 0 0 

ISLE OF WIGHT NHS TRUST 3 600 * * * * * * * * 

SOUTH EAST COAST AMBULANCE SERVICE NHS  9 14,839 100% 0% * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE NHS  5 20,157 100% 0% 5 0 0 0 0 0 
 

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/

