
 

Friends and Family Test – July 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 

135 98.5 0 

Scheduled Care (PTS) 39 92.3 0 

111 Service 105 92.4 5.7 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

July 2018  

    98.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 100% Negative themes =  0 

Top positive 
theme 

Quality of 
staff/professionalism  

Quality of 
care/service 

Emotional Support 

Positive     
free text 

Comments 

 Very helpful, very kind and understanding. 

 Very professional crew, efficient and kind. Gave a clear 
explanation of everything they did. 

 They were extremely caring and pleasant and did their job 
efficiently. I would put my full trust in them. 

   



  

 

 

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

July 2018 
 

Number of Responses 

Online Surveys (Friends and Family Test) 10 
Total: 135 

Postal Surveys 125 

Activity   

Number of see and treat patients for the month 8,952 

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  133 98.5 -0.7 

Extremely Likely  125 92.6 -1.5 

Likely  8 5.9 +0.9 

Neither likely nor unlikely 1 0.7 -0.1 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

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 % 
Cou
nt 

% 

Relationship 
Themes 

129 56.3                 

1 Emotional Support 44 18.3     
Reassuring/put at ease 1.1 29 12.7     

Caring 1.2 13 5.7     

3 Quality of staff 
/professionalism 

77 33.6     

Knowledgeable 3.1 2 0.9     

Good/Excellent Staff 3.2 48 21.0     

Friendly staff 3.3 8 3.5     

Understanding 3.4 3 1.3     

Helpful staff 3.5 16 7.0     

5 Kindness and 
compassion 

10 4.4     
Kindness 5.1 9 3.9     

Respectful 5.3 1 0.4     

Transactional 
Themes 

100 43.7                 

6 Timeliness and 
access to care 

32 14.0     
Quick response - 
Ambulance 

6.2 32 14.0     

7 information 
communication and 
education 

6 2.6     

Good explanation 7.2 3 1.3     

Communication with 
patient 

7.5 3 1.3     

12 Quality of Care / 
Service 

44 19.2     

good /excellent service 12.1 20 8.7     

Helpful  12.2 4 1.7     

Good outcome 12.5 1 0.4     

Good care 12.7 19 8.3     

13 General / Other 18 7.9     

General 13.1 6 2.6     

General Neutral 13.2 1 0.4     

Thanks  13.3 11 4.8     

Totals 229 100.0         229       

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are  likely or extremely likely to recommend the 
service has decreased by 0.7% to 98.5% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service is static at 0 

 Returns have increased this month by 15 to 135 

 The number of See & Treat cases have increased by 556 to 8,952 

 100% of free text comments were positive. There were 3 main themes: quality of staff and 
professionalism scored 33.6%, The main sub theme was excellent staff. Quality of care & 
Service  19.2%, the main sub themes were excellent service and good care. Emotional 
Support 18.3%,   

  1.3% (3 comment) of all free text comments were negative,  

 Demographics, age: Over 65 years 71.1 %, 45-64, 20.7%, 25-44, 5.2% Disabled 68.8%; 
Gender: Female 61.2%, Ethnicity: White 98.5, White irish/Other 0.8%, Mixed/multiple ethnic 
groups 0.8% Data is only collected for sexual orientation and faith online for this survey. 



  

 

Heterosexual 87.5 %,Bi-sexual 12.5% Christian: 75%,No religion 25%  The number of 
responses was very low to both questions (8 responses)  

 National Comparative data for June 2018 indicates we are the highest out of 11 organisations 
for response rates, we collected 39.4%. We are 2rd (1 organisations attained 100%) for the 
number of patients likely or extremely likely to recommend services to friends and family 
(99%), 10% higher than the national average. We are 1st (3 organisations record 0%)  for the 
percentage of patients said that are unlikely or extremely unlikely to recommend our services 
7% above  the national average. 

 

Free Text Comments 

 Because the look after me good 

 Prompt. Professional and personal. Very calm - talked to me - kept me engaged. 

 Excellent service. Very prompt and helpful. 

 Very helpful, friendly, patient and understanding, patience, listened even when I was confused  he still 
listened and would try to make sense of me. Didn't want me to be alone preferred into hospital. 

 Very helpful, very kind and understanding. 

 Over the last two years, especially 2016, I have had to call the service quite a number of times and all 
the paramedics have been wonderful. This time I didn't go to hospital, because of info given and was 
OK, but still a wee bit worried, but could not fault them. 

 999 call centre asked relevant questions and got the ambulance on its way in minutes - on site in 10 
minutes. 

 The ambulance arrived in time to save my life. The crew were amazing in every way. Thank you for 
their knowledge and support and understanding. Impressed beyond words. 

 Paramedics were very efficient and caring. 

 We were very impressed, by how quickly the ambulance team arrived, of the circumstances 
[unreadable comment] and partner were marvellous and very helpful. [name removed] 

 The paramedics were very professional and did their job too but out of their ability. 

 The treatment and care I was given couldn't have been bettered. Were very thorough and very 
professional. 

 Very professional and very knowledgeable. I cannot remember the name of the medics but the crew 
ID no. is 27077526 they are brilliant medics and are excellent. Thank you, you are all brilliant. 

 Paramedics were called by the Care Home staff for my Dad who had sustained a chin injury following 
a fall in his room. The paramedics were extremely courteous and friendly and thoroughly checked my 
Dad over. During observation, the paramedic detected AF and arranged a call with Dad's GP for a 
home visit. The paramedics took the time to explain what tests they were undertaking and the 
outcomes. Both paramedics put Dad and I at ease during the visit. 

 Very professional crew, efficient and kind. Gave a clear explanation of everything they did. 

 I was grateful for their help. 

 Paramedics were extremely thorough and caring and carried out many tests and put my mind at rest 
as I was very stressed out on their arrival which was very prompt - within 1/2 hour. 

 I was lucky, the ambulance arrived within about 10 minutes, the staff were caring and efficient. 

 The service was very good, the staff very concerned and assisted me. 

 They were very good and kind to me. And they did their best. 

 The treatment was excellent, kind, courteous and helpful. 

 They were very polite and gave me a good examination. I'm very satisfied with their work. 

 The woman who came for me was the most [unreadable comment] person I'd met for a long time, if I 
was to come again I hope the next is like her or is her she's amazing. Job well done. 

 The prompt response by the ambulance crew and their efficient and reassuring manner. 

 Both the ambulance crews who attended last night really helped me as I passed out due to a mega 
panic attack. 

 Friendly, reassuring staff. 

 Very quick, prompt response. Very friendly and calming treatment. 

 Completed on behalf of my elderly mother who had experienced a fall. Ambulance crew were 
exceptional treating her with respect and ensuring her dignity after she fell on route to the toilet. They 
carried out several blood pressure tests, an ECG arranged s falls referral and loaded with our GP for a 
follow up visit. They also reassured my elderly father. Excellent service, thank you. 

 Very friendly yet professional and easily made me relax.  Had a good giggle. 



  

 

 Very reassuring and thorough 

 EVERY ASPECT OF THE TREATMENT WAS FIRST CLASS 

 Very helpful and reassuring. 

 Emergency, I had a TIA, 111 operator excellent, ambulance within 18 minutes. Paramedics excellent - 
delightful, well mannered, knew their stuff, pitched their chat sensible level for one - not always easy to 
a retired dental surgeon! 

 Excellent service by paramedics. 

 I phoned and they were here within 20 minutes, two lovely people. Thank you. 

 Without them I would not have got the paramedics they were very caring people. 

 Extremely helpful service. 

 Very helpful and friendly. 

 Paramedic and staff of the ambulance are very efficient and courteous. 

 Competent, friendly manner, arrived quickly, reassuring our worries. 

 Efficient, friendly. 

 I was dealt with in a very professional manner. I felt in good hands with very helpful people. They 
informed me of my problems and helped me, kept me calm and assessed the situation. 

 Excellent service, professional and considerate crew. 

 Efficient, friendly, professional. 

 All the hospital staff are first class. 

 They were extremely caring and pleasant and did their job efficiently. I would put my full trust in them. 

 Unfortunately we have had to call NEAS four times in the last 3 years, resulting in hospitalisation for 
different household members. Each time, they have been an absolutely fantastic, professional, caring, 
dedicated team . They calmed the situation and made prompt diagnosis and a plan which was 
communicated promptly to the family. Thank you so much, so lucky  to have this service in the north 
east. 

 Felt I was wasting valuable ambulance for minor reason but both ambulance guys reassured me that it 
was better to be safe than sorry. 111 sent the ambulance to me after I rang for advice on multiple 
wasp stings, one of which was swelling very quickly, so they arranged for ambulance to check me. 

 They were good and quick to get here. 

 The were fantastic. Great service. 

 Very good. Nurse practitioner very good. 

 Caring approach and had time to discuss things. 

 The ambulance arrived very quickly. The paramedic was wonderful and performed tests and checks 
calmly and carefully. He put me at ease. He was a great example of the NHS at its best. 

 Speedy availability. 

 Although the service was excellent, I would hope myself or anyone else would not your services. Just 
to know you are there is appreciated and thank you very much, I am grateful. 

 For the service I received. 

 So courteous and helpful. 

 The ambulance arrived quickly and the crew checked my son over thoroughly 

 I had to call for an ambulance for my wife. It was very prompt, the paramedic was excellent. It puts 
your mind at rest knowing that we still have a great service. Thank you. 

 They were calm and reassuring and gave no impression of being rushed or hurried. I felt I was in good 
hands. Answered questions efficiently. 

 Very quick response. Very friendly staff. 

 They were very efficient and very pleasant. 

 The help and assistance from the crew was brilliant, no panic or stress. Professionally handled. 

 Prompt service (here in 20 minutes). Very good response to my complaint. Well aware of my problem 
and was able to help. 

 Staff are so good and kind. Your staff are the best in the world. And do a very good job. Many thanks. 

 Quick response, really good examination. Very friendly. 

 My husband had to call for ambulance for me. The service I received was excellent and the paramedic 
was very kind and brilliant at his job. Thank you very much. 

 The paramedics are lovely, caring people who calmed me down as was in severe pain. They do an 
outstanding job! 

 Very quick response. Two well dressed ambulance officers gave me a good check-up, found nothing 
and asked if I wanted to go to hospital. In view of their results I refused. 



  

 

 We knew how extremely the NHS is busy but with my ailments, cancer COPD and now sciatica and 
you can ring 111 for advice and was extremely happy with the outcome and the paramedics were 
great. 

 [Names removed] attended my husband after a fall at home. They were professional, caring and very 
reassuring as well as having just the right touch of humour. 

 Fast response. Calm and thorough. Reassuring. 

 The guys were fab, made you feel at ease, they were great. 

 The service is fast and efficient. I believe on this occasion my life was saved. 

 I was very impressed with the way the examination was carried out. he stayed with me until an 
appointment was assured at the hospital and even made sure we knew where we were going. Even to 
the extent of taking us there if need be. 

 The service was first class throughout. The paramedics where very thorough, very kind and could not 
fault any part of it. Whatever would we do without them. Brilliant. 

 Very very profesional. Felt so at ease throughout. 

 Because the service acted promptly to our needs, were very reassuring and helpful and did exactly 
everything we needed. Tremendous service, first class. 

 When you come to the house I find you very friendly, helpful and you always out my mind at rest. 
Thank you. 

 Ambulance people were very helpful and friendly. They explained what they were doing and kept me 
at ease all the time. 

 The paramedic was thorough and professional. 

 Excellent service every time. 

 Very thorough and understanding. 

 Thank you to all the brilliant crews who have taken great care of me this last year. Without their help I 
would be lost if not dead. Thank you. 

 Competence and care. 

 I was attended to very quickly and the ambulance service was excellent. 

 Very caring, patient paramedics. 

 They were very efficient - can't speak highly enough on their professionalism and kindness. 

 I was very grateful for the help I was given by the two medics who attended to me. 

 How could we do without this service! I have to thank the ambulance for all their care and support. 

 (Completed by daughter) The two paramedics were very well organised, worked well together - very 
calm and reassuring to both my dad (the patient) and myself. Very thorough examination. 

 Everyone involved was caring and very sympathetic. Couldn't have asked for more. 

 I was involved in a RTA, the paramedic was fantastic calming me down and he was perfect and very 
very funny. 

 Do not know. Lost count of times have filled one of these in. 

 The team who called to give me life saving medication were brilliant. Very kind and also very 
dedicated in their chosen profession. Worth their weight in gold. 

 Quick response so less stress for me. 

 How is it possible to answer the above. I was not aware I had an option when needing an ambulance. 

 Happy with service received. 

 The paramedic [Name removed] who attended was brilliant, he immediately put me at ease when he 
was checking my baby over. He was satisfied no further treatment was needed. Thank you so much! 

 The care I received was wonderful. 

 Had a great response to my call. everyone was so kind and helpful and very reassuring. 

 Because it eased my mind to know someone was on the way who would be able to help me through 
an awful night. 

 Quick to arrive and very efficient and pleasant. 

 Response time was very good. Staff were clear about what they needed to do to help me and the 
checks carried out and advice for my recovery at home was reassuring. 

 I received excellent care and compassion from both of the paramedics, they calmed me down and 
were in no rush to get away until I decided that I was OK to be left. many, many thanks. 

 There is no one else to turn to and thank you for being the best. 

 Pleasant, calm and efficient. 

 Quick response, excellent care and administration of pain relief for my husband. 

 First class attention. 

 Fast and friendly and reassuring. 

 Great service, really thorough. 

 It is an excellent service. 



  

 

 You are brilliant, lovely paramedics! Very helpful. 

 Came quickly, lovely natured and kind. Gave peace of mind. 

 Fast, efficient, friendly service. Symptoms were treated on site, negating visit to hospital. 
Paramedic contacted GP for me, securing an appointment within half an hour. 
Excellent service.  

 Very well mannered and very helpful explaining everything to us staff and caring with the resident. 

 All the crew. 

 The gentleman who came in the ambulance was very helpful and did an admired job in seeing to my 
mother, who had difficulty breathing. He was friendly, professional and explained every step he was 
doing and explained the follow up procedure after his visit. 

 We were advised ambulance would be 18 minutes - arrived  in less than 10 minutes, they were 
extremely helpful - calm and efficient. 

 I received excellent care from paramedics and hospital staff at James Cook, they are caring and 
friendly and very attentive. Thank you. 

 A very efficient service, very kind paramedics reassuring. 

 V. helpful staff. V. kind and sensitive to my needs. Excellent. Thank you. 

 After making the 999 call, an ambulance arrived really quickly and the crew were very kind and put my 
mind at ease that after checking me over there was nothing to worry about. 

 Because the service you provide is excellent at it saves lives. I am writing this on behalf of my elderly 
parents who had to call you out. 

 The reassurance I was given made me confident that I could move again. My daughter was very 
distressed too and he diffused the situation and kept us calm. Thank you. 

 Nice people who put you at ease and very caring. 

 

 

  



  

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               July 2018 
 

     92.3% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = % Negative themes = % 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism 

Timleiness and 
access to services 

Positive     
free text 

Comments 

 This service does not receive enough recognition for the 
excellent work they do. 

 It has never let me down. Couldn't attend appointments 
without patient transport service 

 Good service all was amazing from the crew to volunteer 
porters were amazing from start of  my app  in the RVI  I 
would recommend them for a team award 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                  July 2018  

Number of Responses 

Online Surveys  25 
Total: 39 

Electronic Tablet Surveys 14 

Activity   

Number of completed journeys for the month 48,892 

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 92.3  -2.4 

Extremely Likely  25 64.1  -12.2 

Likely  11 28.2 +9.8 

Neither likely nor unlikely 1 2.6 0 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 2 5.3 +2.7 

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 

28 50.0                 

1 Emotional 
Support 

5 8.9     
Reassuring/put at ease 1.1 1  1.8     

Caring 1.2 4  9.5     

3 Quality of staff 
/professionalism 

23 41.1     

Good/Excellent Staff 3.2 4  9.5     

Friendly staff 3.3 3  5.4     

Helpful staff 3.5 4  9.5     

Attitude 3.6 5  5.4     

Good Volunteer 3.7 7 12.5      

Transactional 
Themes 

28 50.0 1 100             

6 Timeliness and 
access to care 

6 10.7 1 100 

Quick response - 
Ambulance 

6.2 3  5.4     

Ease of use 6.3 1  1.8     

I need the service to 
access the appointment  

6.11 2 3.6     

Time on vehicle 6.13     1  100 

12 Quality of Care 
/ Service 

22 39.3     

Good /excellent service 12.1 16  28.6     

Helpful  12.2 1 1.8     

Efficient 12.3 1  1.8     

Reliable/ Trustworthy 12.4 2  3.6     

Good care 12.7 2  3.6     

Totals 56 98.2 1 1.8     56     1   

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
92.3 an decrease of 2.4% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0%, the same 
as the previous month 

 We received 39 responses, 1 more than the previous month We’ve not yet had any interest in the 
new volunteer post we launched last month. 

 Numbers are too low to comment on Geographical representation 

 The number of completed journeys was 48,892 an decrease of 499 compared to the previous 
month  

 56 (98.2%) of free text themes were positive, 1.8% less 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.  

 1 (1.8%) of free text themes were negative an increase of 1.8%.  

 Comparison with different service provision, we are not able to report as figures for services other 
than those who travelled by an ambulance was too low. 

 Demographics, Gender: 47% Female, 43% Male; Age: 64.7% over 65, 29.3% 45-64, 6% 16-44 
years old; Disabled: 92.7%; Sexual Orientation: 0.7% Lesbian, Gay or Bisexual and 96% 
Heterosexual, Faith: 51.2% Christian, 34.4% No faith and 7.1% other non-Chritian faiths ; 
Ethnicity: 95.4% White British, 2.3% BAME. 



  

 

 National comparative data for June 2018 indicates we are the 6th out of 11 organisations and 4th in 
the NHS Ambulance sector for response rates. We scored 4% above the national average for 
NHS organisations for the number of people who are likely to recommend us to patients (95%). 
0% of patients would not recommend our service to friends and family which is 5% lower 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 

35 Wallsend 9 0 9 

53 Blucher 20 5 0 5 
 

 

Free Text Comments 

It so good  

Plesent and helpful driver 

Very welcoming  

Very helpful and polite staff 

Pleasant people and carring. 

Very quick 

Responsive 

They care 



  

 

I have a Child with addional needs and us the service often 

Child 2 ambulances 

Work way to hard amazing xxxxx 

They were nothing but helpful, looked out for my Dad when panicking 

Mam was having a stroke 

Good staff 

Good service 

Good service 

because it was good 

Great service 

good service 

Fab job :) 

Really good 

Over all good service 

Staff very enthusiastic and comited and feel like a family 

This service does not receive enough recognition for the excellent work they do. 

good service all was amazing from the crew to volunteer porters were amazing from start of  my app  in the  
rvi  I would recommend them for a team award 

Ambulance staff are lovely and go out there way to help . 

G8 guys 

It has never let me down. Couldn't attend appointments without patient transport service.  

Very good journey, friendly and good driver on time and chatty. 

Convenient and flexible. 

Very helpful service 

Picked up promptly. Easy drive home despite rush hour 

Reliable and need help 

First time user and transportwasefficient and on time. Careful polite drivers 

G8 guys 

Friendliness of the drivers as I live alone and enjoy the conversation and the caring. 

Nice service from volunteer porter and driver. 

Drivers are always polite, friendly and helpful. 

Service is absolutely fantastic. 

I really appreciate transport and neas staff but feel i am spending too much time on vehicles. Today my 
 journey from Berwick to Freeman took 3 hours. This has been an eleven hour day but dialysis takes only 
four.  

Sress free door to door service. 

Prompt efficient service. 

Impossible to attend appointment otherwise 
 

 

  



  

 

 

111 Service 

Friends and Family Test Survey 

July 2018  

   92.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 92.2% Negative themes = 7.8% 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of 
staff/professionalism 

Emotional support 

Examples 

Positive free text 
comments 

  

 I found them helpful and concerned about me personally. Honest and 

reassured me at the time. 

 I like the fact my concerns were addressed and I didn’t have to waste 

a doctors time.  
 

 The lady on the telephone was very helpful and put me through to 

the right people she had a calm maner over the telephone  
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

July 2018  

Number of Responses 

Postal Surveys  37 

Online Text Surveys 68 

Total 105 

Activity   

Number of 111 calls (answered) 74,349 

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  97 92.4 +1.8 

Extremely Likely  77 73.3 +5.4 

Likely  20 19.1 -3.6 

Neither likely nor unlikely 2 1.9 -0.9 

Unlikely 4 3.8 +1.9 

Extremely unlikely 2 1.9 -1.9 

Don't know 0 0 -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 33.8                 

1 Emotional Support 25 12.4     

Reassuring/put at 
ease 

1.1 19 9.5     

Caring 1.2 6 3.0     

3 Quality of staff 
/professionalism 
  
  
  
  

42 20.9     

Knowledgeable 3.1 1 0.5     

Good/Excellent Staff 3.2 9 4.5     

Friendly staff 3.3 7 3.5     

Understanding 3.4 3 1.5     

Helpful staff 3.5 22 10.9     

5 Kindness and 
compassion 

1 0.5     Kindness 5.1 1 0.5     

Transactional 
Themes 

133 66.2 17 100             

6 Timeliness and 
access to care 
  

19 9.5 1 5.9 
Quick response – 111  6.1 19 9.5     

Called back  6.10     1 5.9 

7 information 
communication and 
education 
  

14 7     

Good advice 7.1 12 6.0     

Communication with 
patient 

7.5 2 1.0     

9 Co-ordination and 
integration of care 
  

16 8 4 23.5 

Links to services 
outside NEAS 

9.1 14 7.0 1 5.9 

Treatment at other 
service 

9.2 2 1.0 3 17.6 

12 Quality of Care / 
Service 
  
  
  
  

64 31.8 5 29.4 

good /excellent service 12.1 34 16.9 2 11.8 

Helpful  12.2 17 8.5 2 11.8 

Efficient 12.3 4 2.0     

Good outcome 12.5 6 3.0     

Good care 12.7 3 1.5 1 5.9 

13 General / Other 18 9 1 5.9 

General 13.1 12 6.0 1 5.9 

Neutral 13.2 2 1.0     

Thanks 13.3 4 2.0     

14 Triage Process 
  

2 1 6 35.3 

Questioning process 14.1 1 0.5 5 29.4 

Relevance of 
questions 

14.2 1 0.5 1 5.9 

Totals 201 92.2 17 7.8     201   17   

 
 
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 1.8 % to  92.4% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has remained static at  5.7% 

 There have been 105 responses, (37 text and 68 postal) which is same as the previous month 

 The number of answered calls has increased from the previous month by 1,458 to 74,349 

 201 (92.2% of free text themes were positive, this is a increase of 3.1 % from the previous 
month. Quality of care/service staff scored highly at 31.8% with excellent/good service as the 
highest sub theme at 16.9%, Quality of staff and professionalism 20.9 %  



  

 

 17 (7.8%) of free text themes were negative an decrease of 3.1% from the previous month. The 
main themes were the triage process 35.3 % Quality of Care/Service 29.4 %,  

 Demographics, Age: over 65 – 23.4% 45-64 – 39.4 %, under 44 years old – 36.2%; Gender: 
72.8% female, Disabled: 45.7%, White British 97.8% , BAME 2.2%, Christian 61.8%,  No 
religion 28.1%, Heterosexual 96.4%, LGB 1.2%.   

 

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 - July 2018 

Summary 

 No social media update is available for this month, we envisage these will resume next 
month.  

 If you have any specifc queries please send them to public.relations@meas.nhs.uk  

 

 

Patient/Community Engagement – July 2018  

Date Details Organisation 

09/07/2018 Learning Disability Zone Consultation  Guide Post  

12/07/2018 Berwick Ambition Day Berwick Acadamey 

12/07/2018 Hartlepool Junior Inspectors Board  Hartlepool Junior Inspectors  

16/07/2018 Newcastle Chinese Society Brunswick Methodist Church  

17/07/2018 General Talk about the service  Bede Acadamey Blyth 

18/07/2018 General overview of NEAS Billingham South Primary School 

18/07/2018 
African Community Association NE 
(ACANE)  ACANE Byker 

21/07/18 Newcastle Pride Northern Pride 

23/07/18 Young inspector video Hartlepool Young inspectors 

24.07.18 
We invited a range stakeholders from 
NHS, Police, Fire, public, private and 
community sector to a race equality event  

NEAS Workforce Race Equality 
Event with a range of stakeholders 

 

 

mailto:public.relations@meas.nhs.uk


  

 

Patient Transport Service (June 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) 2,574 549,484 91% 5% 1,330 1,010 72 73 58 31 

England (excluding Independent Sector Providers) 2,082 513,716 91% 5% 1,036 860 51 59 48 28 

Selection (excluding suppressed data) 2,574 549,484 91% 5% 1,318 1,006 69 71 49 29 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 818 22,979 93% 5% 153 611 7 33 6 8 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 472 26,476 92% 3% 274 160 21 6 7 4 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 80,964 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 38 49,381 95% 0% 29 7 1 0 0 1 

EAST MIDLANDS AMBULANCE SERVICE TRUST 0 16,188 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 30 76,348 53% 30% * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 164 44,168 89% 5% 125 21 10 3 5 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 473 121,992 93% 5% 397 44 7 8 15 2 

ISLE OF WHITE NHS TRUST 0 813 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE 85 74,407 69% 15% 46 13 2 7 6 11 

ARRIVA TRANSPORT SOLUTIONS 492 35,768 90% 5% 294 150 21 14 10 3 

 

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


  

 

Emergency Care Service - See and Treat (June 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) 302 200,524 89% 7% 241 29 4 8 13 7 

England (excluding Independent Sector Providers) 302 200,524 89% 7% 241 29 4 8 13 7 

Selection (excluding suppressed data) 302 200,524 89% 7% 238 29 4 8 13 7 

LONDON AMBULANCE SERVICE NHS TRUST 2 25,106 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 5 15,131 80% 20% 3 1 0 0 1 0 

NORTH EAST AMBULANCE SERVICE NHS  119 8,396 99% 0% 112 6 1 0 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 13 16,066 77% 15% 9 1 0 1 1 1 

WEST MIDLANDS AMBULANCE SERVICE NHS  1 31,328 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  26 20,587 100% 0% 23 3 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 85 23,043 76% 16% 57 8 1 6 8 5 

SOUTH WESTERN AMBULANCE SERVICE NHS  14 26,514 93% 7% 12 1 0 1 0 0 

ISLE OF WIGHT NHS TRUST 0 585 NA NA 0 0 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  22 14,525 82% 5% 9 9 2 0 1 1 

SOUTH CENTRAL AMBULANCE SERVICE NHS  15 19,243 87% 13% 13 0 0 0 2 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/

