
 

Friends and Family Test – October 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 

140 98.6 0.7 

Scheduled Care (PTS) 44 96.3 0 

111 Service 54 85.2 11.2 

 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

October  2018  

    98.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 99.2% Negative themes =  0.8% 

Top positive 
theme 

Quality of 
staff/professionalism  

Quality of 
care/service 

Emotional 
Support 

Positive     
free text 

Comments 

 Remarkable understanding and compassion given in 
addition to the professional approach to the problem. 

 Their promptness and professionalism, plus being very 
concerned and considerate to my condition was 
comforting.  

 The ambulance came very quickly. Within 10 minutes they 
took care of me and they were very polite. I could not fault 
them. They were a nice crew. 

  



  

 

 

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

October  2018 
 

Number of Responses 

Online Surveys  8 
Total: 140 

Postal Surveys 132 

Activity   

Number of see and treat patients for the month 9,034 

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

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  138 98.6 - 0.1 

Extremely Likely  126 90 -3.4 

Likely  12 8.6 +3.3 

Neither likely nor unlikely 1 0.7 0 

Unlikely 0 0 -0.7 

Extremely unlikely 1 0.7 +0.7 

Don't know 0 0 0 

Trend Graph 

 
 

 



  

 

 

Free Text Summary 

 Free Text 
Comments  

Positive Total Negative Total  Sub Codes 
Description 

Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

143 56.5                 

1 Emotional 
Support 

41 16.2     

Reassuring/put at 
ease 

1.1 26 10.3     

Caring 1.2 15 5.9     

3 Quality of staff 
/professionalism 

87 34.4     

Knowledgeable 3.1 5 2.0     

Good/Excellent 
Staff 

3.2 47 18.6     

Friendly staff 3.3 15 5.9     

Understanding 3.4 2 0.8     

Helpful staff 3.5 16 6.3     

Attitude 3.6 2 0.8     

5 Kindness and 
compassion 

15 5.9     

Kindness 5.1 11 4.3     

Compassionate 5.2 1 0.4     

Respectful 5.3 3 1.2     

Transactional 
Themes 

110 43.5 2 100             

6 Timeliness and 
access to care 

29 11.5 2 100 
Quick response - 
Ambulance 

6.2 29 11.5 2 100 

7 information 
communication 
and education 
  
  

17 6.7     

Good advice 7.1 5 2.0     

Good explanation 7.2 8 3.2     

Communication 
with patient 

7.5 4 1.6     

12 Quality of 
Care / Service 

46 18.2 

  
  
  
  

  
  
  
  

Good /excellent 
service 

12.1 21 8.3     

Helpful  12.2 3 1.2     

Efficient 12.3 1 0.4     

Good care 12.7 21 8.3     

13 General / 
Other 
  

18 7.1 
  
  

  
  

General Neutral 13.2 12 4.7     

Thanks  13.3 6 2.4     

Totals 253 99.2 2 0.8     253   2   

 

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 0.1% to 98.6% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has remained static at  0.7% 

 Returns have decreased this month by 11 to 140 

 The number of See & Treat cases have increased by 1,058 to 9,034 

 99.2% of free text comments were positive. The three main themes were quality of staff and 
professionalism (34.4%), quality of care and service (18.2%) and emotional suport (16.2%) 

 0.8% of free text comments were negative, there was not enough data to provide highlight 
any trends 

 Demographics, age: Over 65 years 64 %, 45-64, 22.3%, 25-44, 10.8% Disabled 71.3%; 
Gender: Female 65.7%, Ethnicity: White 98.6, White Irish/Other 1.4%, Data is only collected 
for sexual orientation and faith online for this survey. Heterosexual 87.5%, Bi-sexual 12.5% 



  

 

Christian: 37.5%,No religion 50%  The number of responses was very low to both questions 
(8 responses)  

 National Comparative data for September  2018 indicates we are the highest out of 11 
organisations for response rates, we collected 53.9% of all responses nationally. We are 2rd 
(2 organisations attained 100%) for the number of patients likely or extremely likely to 
recommend services to friends and family 99%, 5% higher than the national average. We are 
second (2 organisations record 0%)  for the percentage of patients said that are unlikely or 
extremely unlikely to recommend our services 1%, 3% below the national average. 

 
 

Free Text Comments 
 

 

 

Awesome, beautiful caring couple of the team. Just thank you is not enough - blown away how they understood 
and gave me help and advice. 

My husband who is on palliative care insisted on going to bathroom, he had a couple of accidents on the way. 
He then had no strength to get back to bed and [unreadable comment] he would have had to pass the stairwell 
and if he had lost his balance he would have fallen down stairs. Your two people who came to assist him were 
so cheerful, reassuring, humorous and caring. It made the situation feel so much better. I could not have been 
more grateful to your service. They were truly a credit to the NHS. 

Your 2 paramedics who came to a night call to treat my husband were two of the nicest people we have ever 
met. They were very thorough and knowledgeable at the job they had to do. Full marks! 

Telephone operator very nice. Kept her talking until the paramedics arrived. Two great lads who couldn't have 
done any better. First class from start to finish, couldn't be a much better team than these three people. 

Had a rapid response from the paramedic, who carried out numerous tests in a polite and businesslike manner, 
and provided support and friendly encouragement. Excellent service. 

Both paramedics were fantastic. Made me feel at ease, after self harming. I suffer from severe mental health 
issues and currently been a victim of crime since 22nd June to 23rd. [unreadable comment] and left me extra 
dressings too. I felt awful to waste their time, but they reassured to say [unreadable comment] as I didn't leave 
my home for 10 years now. But I felt at ease with them. They wished me well [unreadable comment] said to take 
care too. That was lovely too. Unfortunately, I haven't received the same support and empathy on many 
occasions. But those were a god send. Nothing was too much for them. I hope they keep safe out their. Thank 
them, from my heart and to all paramedics, take care! Thank you. 

Husband worried about me - though my drink had been spiked at a wedding function - called for help. I was told 
people who came were very helpful. 

Response time was fabulous and treatment spot on. 

Brilliant paramedics. Friendly. Professional. Caring. 

Blurred vision and chest pain. 

After a car accident a passing ambulance stopped before the scheduled ambulance arrived. We seemed to wait 
a long time before the ambulance arrived. The paramedics (male and female) were wonderful. 

They arrived quickly and were both professional and friendly. They put me at ease during their observations. 
They remained until they were satisfied that I was able to cope and fully understood their instructions. 

It was because I may have been in A&E for hours and the paramedic checked me and I was able to go home 
with them. 

Ambulance arrived within 10 minutes. Paramedics excellent. Well done. 

Ambulance crew were so friendly kind and professional. Seen quickly and without judgment, credit to the NHS.  

Fast response.  Fantastic staff - very thorough and reassuring. 

I got well look after 

Responded within 10minutes. Professional and empathetic service. 

Helpful advice and immediate treatment give following a thorough health assessment. 

Quick response, very efficient, very polite, very informative. 

Quick, efficient and reassuring in times of stress and making big decisions in the interest of the patient with 
regards to hospital or home care, with advice and respect. 

An absolutely 5 star service from the initial 999 call. I was called back by a paramedic [name removed] who rang 
for more info about my husband, to the paramedic [name removed] who was excellent. I would like to thank 
everyone involved with my husband's care. 

Good interactive skills. 



  

 

Remarkable understanding and compassion given in addition to the professional approach to the problem. 

Paramedics who attended to me were very knowledgeable, professional and genuinely caring; taking time to talk 
to me and offered support and guidance, A+. 

Dad collapsed on his bathroom floor and my brother was unable to pick him up. 

To thank the paramedics for their kind and excellent service to me. They are a credit to your service. 

Good check over, pleasant and helpful paramedics. 

Helpful. Respectful. Treated with dignity. Explained what they were going to do before they did it. 

Paramedic came within the hour and carried out tests thoroughly in a professional but friendly 

manner, discussed symptoms and advised us to see doctor in morning. He also advised to ring emergency 
service if symptoms worsen.We are so grateful for your speedy service and care. 

Thank you. 

The paramedic arrived within 5 mins. He made my son feel at ease and never spoke about him as if he wasn't in 
the room he done a fantastic job and didnt rush  

The paramedic who attended was extremely professional and very knowledgeable about my synptoms. He 
talked me through everything that was happening and explained what he was going to do. He stayed with me 
until my symptoms eased and kept me calm. 

They helped ease the pain in my chest and were very reassuring. 

Treatment was excellent from paramedics. 

Response very good (20 minutes approximately). Excellent help. Thank you. 

The professionals who attended were extremely kind and attentive. They displayed expertise, performed a 
thorough assessment and followed things through. I would highly recommend this service. 

My husband's condition was deteriorating and I was unable to get through to our medical center from 9am until 
12.15pm as the line was continually engaged. So in desperation I rang 111 who were absolutely first class. My 
heartfelt thanks to them all. 

My mother fell and split the back of her head. The paramedics came very quickly and glued the split at home 
saving her a journey to and wait while at the A&E. A huge advantage for a 92 year old. 

Very helpful, polite and reassuring. 

Prompt response. Explained things very clearly. Listened to questions and answered in simple language. Very 
helpful. 

This is the second time I have had a fall, this time in the kitchen. This time a different team came but again great 
care and excellent service. 

I cannot fault the ambulance service. The doctor was lovely he had to walk to House Road; only thing was 5 
hour wait. 

The call was made in 15 minutes. They were wonderful. 

Courteous and competent. 

The crew's attendance was brilliant. 

Ambulance came within 18 minutes. Grandson lips and mouth had swollen and coldsores all over lips, his 
tongue was swelling. Excellent Service. 

Friendly and helpful, due to their recommendation I am now awaiting an appointment to have a camera down my 
throat to find cause of problem. 

The two young ladies were very good. They asked how they could help and did a first class job. The paramedic 
lady checked me out and I was fine. Need more people like these two. 

Their promptness and professionalism, plus being very concerned and considerate to my condition was 
comforting. 

Recently attended to my mum in law aged 890. Arrived on time, polite, courteous, professional, understanding to 
us as her carers. Extremely caring, couldn't fault their visit. Likewise to a previous call 10 days before which 
resulted in admission. 

You answered promptly and were most helpful. 

Feeling unwell. 

Efficient, supportive and reassuring. 

The paramedic was lovely. She made sure my son's needs were met as well as my own. She was kind and 
professional. She answered all questions we had and made sure we were happy and knew who to call if we 
needed any assistance before she left. 

Rapid response, professional conduct, friendly manner. 



  

 

The crew were kind and considerate and helpful. Advice was easily understood. 

You would not hesitate to call these guys if you were in any trouble (medical). Peace of mind. 

Good service but took a while to arrive. 

The two medics who looked after me were very caring to me and took me home to my front door. 

Helpful staff, good job done, went through everything about son's problem. 

Staff very helpful and polite and well qualified. 

Chest pain. I just would like to say that he was great. Probably one of the most kind human beings I have met in 
UK. 

The paramedics that attended to me could not have been kinder, and put me at ease. They were thorough and 
gentle and explained everything tome. Thank you. 

Rapid response, professional conduct and friendly manner. 

The service was very good. 

Extremely helpful when called to assist with an emergency. Very patient, attentive and informative information 
provided by paramedics/ambulance team. 

Paramedics were great. Honestly I could not fault them. However ambulance took over 1 hour to arrive. This was 
really not good enough at all. I felt that if my condition worsened I would have died. 

Caring, friendly, Professional, felt safe in his hands. 

The paramedic treated me with dignity and respect and was very thorough. I have always found this type of 
example throughout the service. Highly competent staff. Highly recommend. 

They were very pleasant and calmed me down. 

The paramedic could not have been kinder, he was very professional and put me at my ease. 

Well satisfied with care shown. 

Arrived in minutes, extremely professional, could not fault them. 

Both members of staff very patient and comforting. 

Came within 15 mins. Excellent service. 

They worked as a team, quietly asking questions, the male taking blood [unreadable comment] had any pain due 
to swelling of legs and ankle, no pain to affect leg and ankle. I am sure he was quality as a doctor acting in a 
very professional manner. The female asking questions requiring nearest relatives to this brother's address and 
phone numbers. 

even though I didn't need an ambulance for my daughter they were here in five mins and they were very nice. 

Very helpful and efficient and always ready to help. 

Prompt assistance and response to 111 call transferred to 999. Very reassuring and competent ambulance staff. 

1st Class, you could not ask for a better service. 

Because of the excellent service from the ambulance men (paramedics). 

Breathing problems. 

V Friendly, calm and helpful. 

Ambulance attended very quickly and gave reassuring treatment. Very caring and helpful. Thank you. 

Excellent service from all involved and got to my grandma within 4 mins. 

Excellent service for my 80 year old grandma. Done her obs several times to make sure were OK and to stay in 
own home. 

The response was prompt and my treatment was professional and efficient. 

Helpful, clear and persuasive advice from the paramedic after a comprehensive check. 

As I have used your emergency service numerous times with my illness, your crews have always been very 
professional and treated me with respect. I wish to thank them all very much. 

The ambulance came very quickly. Within 10 minutes they took care of me and they were very polite. I could not 
fault them. They were a nice crew. 

Thorough. Professional. Friendly. 

Efficient, thorough, kind and patient. 

They put one at ease in a friendly manner. Reassuring yet asked for relevant details pertaining to condition 
[unreadable comment] assessment. I have answered these questions in a truthful and honest ability according to 
my rank and age of 74 years. 

The skill and techniques used to get the patient off the floor and back on the bed were outstanding and the 
ambulance man's temperament was first class. Wonderful service. Wonderful ambulance man. 



  

 

I don't understand how you can ask the above question. When you are ill you would recommend anybody if it 
made you better. However, the crew who attended me today were courteous, efficient and I felt as though I was 
in the hands of a very knowledgeable unit. 

Extremely helpful, knowledgeable and very patient and cheerful considering it was early hours in the morning. 

Professional and caring. Talked to me, not at me. Nothing too much trouble for them. Many thanks. 

I was involved in RTA and the paramedic arrived within minutes of call out. She was friendly and put me at ease 
immediately. She was very thorough with her checks and was attentive and mindful of my comfort and safety 
throughout. 

Brilliant man, very professional. 

[names removed] appeared very promptly with plenty of gas and air. Experienced, helpful, kind and caring in my 
time of need. 

Friendly and explained what they were doing. Really nice to resident, made her feel at ease. Could not have 
been nicer. 

The service was superb. The ambulance came quickly. The paramedic was wonderful, efficient, reassuring, 
knowledgeable and helpful. I was extremely grateful for her expertise, manner and everything to do with the way 
she handled the situation. 

Very thorough. Nice manner, calming and spent time checking health. Ensured I was happy to stay home and 
comfortable before leaving. 

Extremely caring. Nothing too much trouble. Explained everything well. Follow up phone call just like explained. 
Absolutely first class service from everyone involved. 

Staff were professional but also listened to my opinions on the state of my health at the time of the call out. 
Brilliant. 

I was impressed by the professionalism of the ambulance crew. Their in depth examination of the patient, plus 
the consideration given to my wife. A first class performance and my gradeful [unreadable comment]. They are a 
credit to the NHS. 

Paramedic was amazing. So caring and professional. I kept apologizing for wasting time but he was so 
reassuring. Thank you NEAS. 

I cannot fault the ambulance service and crew, they do an amazing job. 

Lovely pair of paramedics, very patient and thorough. My 14 week old son was laughing and playing when they 
arrived. Very helpful and informative. 

Whereas the dental team were exacerbating the situation by panicking and not listening to my limited answers to 
their numerous questions, the paramedics calmly asked and listened while carrying out checks on me which 
confirmed my assertion to everyone that I did not need an ambulance, only to rest and recover quietly. 

You provide a very caring and professional service which is vital to the public. The crew who attended to me 
were brilliant. They really do excellent work. Keep it up. 

They explained everything and very considerate. 

Good service given. 

Paramedics were fantastic with my 16 year old daughter, they put him at ease. 

Was in a lot of pain. 

The service is good and could be crucial in certain circumstances. 

Very helpful and reassuring 

The thorough examination and detailed advice removed the need for me to go to the hospital. 

Your service is sympathetic and efficient. 

Epileptic seizure. 

Calm, efficient, reassuring, professional and with a sense of humour. 

Very, very helpful. Can't thank them enough. Thanks for the NHS. 

The staff were all extremely kind, caring and helpful to me - none of them could have done more for me. 

Prompt response. Paramedics were extremely caring and helpful. Did all they could to find the best source of 
help. Very reassuring support given. Thank you. 

Pleasant and efficient. 

Professional team, made to feel calm and in safe hands. Medical concerns answered. A credit to the NHS. 

Paramedic was very pleasant and [unreadable comment]. 

A fall and unable to get up. This is a recurring problem. 

I had a fall following a dizzy spell. 

Because they were kind, honest, made me feel comfortable. Reassuring and caring, very polite and courteous. 
Always reassuring and sympathetic. 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               October 2018 
 

     96.3% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 86.8% Negative themes = 13.2% 

Top positive 
themes 

Quality of care/service Quality of staff/ professionalism 

Positive     
free text 

Comments 

 Drivers are always polite and helpful 

 Reliable and polite service 

 Great professionalism and kindness demonstrated by staff 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                  October 2018 

Number of Responses 

Online Surveys  20 
Total: 44 

Electronic Tablet Surveys 24 

Activity   

Number of completed journeys for the month 51,652 

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  42 95.5  -1.8 

Extremely Likely  35 79.5  -7.2 

Likely  7 15.9  +5.3 

Neither likely nor unlikely 2 4.5 +4.5 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 0 0 0 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive 
Total 

Negative 
Total 

Count %    Count % Count % Count % 

Relationship 
Themes 

26 56.5                 

1 Emotional 
Support 

1       Caring 1.2 1 2.2     

3 Quality of staff 
/professionalism 

24       

Good/Excellent Staff 3.2 3 6.5     

Friendly staff 3.3 6 13.0     

Helpful staff 3.5 7 15.2     

Attitude 3.6 8 17.4     

5 Kindness and 
compassion 

1       Kindness 5.1 1 2.2     

Transactional 
Themes 

20 43.5                 

6 Timeliness and 
access to care 

9     6  

Quick response - Ambulance 6.2 2 4.3 3 42.9 

Ease of access 6.4 3 6.5     

Late/on time for appointment  6.1     3 42.9 

I need the service to access 
my appointment 

6.11 4 8.7     

12 Quality of Care 
/ Service 

10    Good /excellent service 12.1 7 15.2     

Reliable/ Trustworthy 12.4 3 6.5     

13 General 1     1  General 13 1 2.2 1 14.3 

Total 46 86.8    7 13.2     46   7   

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
95.5% a decrease of 1.8% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0% a decrease 
of 2.7% compared to the previous month 

 We received 44 responses, 33 lessthan the previous month.  

 Numbers are too low to comment on geographical representation 

 The number of completed journeys was 51,652  an increase of 5,967 compared to the previous 
month  

 46 (86.8%) of free text themes were positive, 5% less compared with the previous month. The 
main positive themes were quality of staff/professionalism, quality of care/service and timeliness 
and access to care 

 7 (13.2%) of free text themes were negative an increase of 5%, the main theme was timeliness 
and access to care 

 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: 20.9% Female, 79.1% Male; Age: 38.6% over 65, 32.6% 45-64, 16.3% 
16-44 years old; Disabled: 95.3%; Sexual Orientation: 11.7% Lesbian, Gay or Bisexual and 83.7% 
Heterosexual, Faith: 46.5% Christian, 27.9% No faith and 16.2% other non-Chritian faiths ; 
Ethnicity: 95.3% White British, 4.7% BAME. 

 National comparative data for September 2018 indicates we are the 6th out of 12 organisations 
and 3rd in the NHS Ambulance sector for response rates. We scored 5% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients (97%). 3% of patients would not recommend our service to friends and family which is 1% 
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 

 

Free Text Comments 
 

Very helpful 

very helpful and a must for the disabled 

they help alot 

friendly staff 

Friendly and good service 

Helpful and friendly 

Wait time 

Convenient and polite 

I have mobility limitations and need a barbaric chair. The ambulance is essential. When pickup and 
delivery go smoothly it's brilliant. If it doesnt, it's a nightmare. 

friendly and reliable 

polite staff convenient 

Wouldn't be able to get to appointment otherwise 

Used service for years see staff as friends 

Friendly saves money 

Always on time and understanding 

A well needed service 

Considerate driver and staff useful service 

Helpful polite enthusiastic staff 

good experience of using them 



  

 

Helpful staff good service 

2hour wait time 

Door to clinic to door polite drivers.  

No we are both blind and no way could we go to hospital withiut the help of you guys 

Paitient not happy having to sit in car while waiting for ambulance blocking us in at Cardio block at 
Freeman 

I attend Dialysis 3 times each week and I do not think it is unreasonable for each patient who uses 
the PTS to donate £2.00 for each journey they use being £4.00 each time they attend Dialysis.and 
be taken home. If you calculate the money the NHS or PTS would receive over one year it works 
out at many thousands of pounds.  Each day except Sundays many patients attend Dialysis and 
after asking a few they said they would be willing to pay a small cost for their Journey 

Reliable and polite service 

Usually can be relied on to get to appointments on time and home  

Its a first class service.  

Pleasant drivers and good service. 

Great professionalism and kindness demonstrated by staff. 

**** and ***** were brilliant and out me at ease. Couldn't recommend these two more. Thankyou  

Very good treatment on a long journey to Elgin  

The driver did not arrive in time for my appointment  

I got well look after 

Transport is convenient as i dont drive 

Drivers are always polite and helpfull  

 

  



  

 

 

111 Service 

Friends and Family Test Survey 

October 2018  

    85.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 67.3 % Negative themes = 32.7% 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of 
staff/professionalism 

Timeliness and 
access to care 

Examples 

Positive free text 
comments 

  

 I called and was swiftly answered and put through to 
the right people for what my problem was. 

 Answered very quickly. Very helpful and 
compassionate to my problem. 

 Extremely pleasant and understanding relevant advice 
given. 

 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

October  2018  

Number of Responses 

Postal Surveys  31 

Online Text Surveys 23 

Total 54 

Activity   

Number of 111 calls (answered) 75,693 

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  46 85.2 +3.6 

Extremely Likely  28 51.9 -4.4 

Likely  18 33.3 +8.1 

Neither likely nor unlikely 2 3.7 -1.1 

Unlikely 1 1.9 -4.9 

Extremely unlikely 5 9.3 +3.5 

Don't know 0 0 -1.2 

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 

24 36.4                 

1 Emotional 
Support 

7 10.6     
Reassuring/put at ease 1.1 6 9.1     

Caring 1.2 1 1.5     

3 Quality of staff 
/professionalism 

16 24.2     

Knowledgeable 3.1         

Good/Excellent Staff 3.2 5 7.6     

Friendly staff 3.3 5 7.6     

Understanding 3.4 1 1.5     

Helpful staff 3.5 5 7.6     

5 Kindness and 
compassion 

1 1.5     Compassionate 5.2 1 1.5     

Transactional 
Themes 

42 63.6 32 100             

6 Timeliness 
and access to 
care 

9 13.6 10 31.2 

Quick response – 111  6.1 8 12.1 1 3.1 

Quick response - 
Ambulance 

6.2     1 3.1 

Ease of access 6.4 1 1.5     

Called back  6.10     8 25.0 

7 information 
communication 
and education 

4 6.1 3 9.4 

Good advice 7.1 4 6.1 2 6.3 

Communication with 
patient 

7.5     1 3.1 

9 Co-ordination 
and integration 
of care 

4 6.1 7 21.9 

Links to services outside 
NEAS 

9.1 4 6.1 2 6.3 

Treatment at other 
service 

9.2     5 15.6 

12 Quality of 
Care / Service 

16 24.2 5 15.6 

Good /excellent service 12.1 5 7.6 5 15.6 

Helpful  12.2 5 7.6     

Efficient 12.3 3 4.5     

Good care 12.7 3 4.5     

13 General / 
Other 

  
8 

  
12.1 

  
  

  
  

General 13.1 7 10.6     

Neutral 13.2 1 1.5     

14 Triage 
Process 

1 1.5 7 21.9 
Questioning process 14.1 1 1.5 4 12.5 

Relevance of questions 14.2     3 9.4 

Totals 66 67.3 32 32.7     66   32   

 

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 3.6% to  85.2% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has decreased by 1.4% to 11.2% 

 There have been 54 responses, (8 text and 46 postal) which is 49 less than the previous month 

 The number of answered calls has increased from the previous month by 4,420 to 75,693 

 66 (67.3)% of free text themes were positive, this is a decrease of 14.9% from the previous 
month. The three most popular themese were: quality of care/service (24.2%); Timliness and 
access to service (13.6%) and Quality of staff and professionalism (24.2%)  

 32 (32.7%) of free text themes were negative an increase of 14.9% from the previous month. 
The main themes were:), Timliness and access to care (31.2%) Co-ordination and integration 
of care (21.9%) Triage Process (21.9%)  

 Demographics, Age: over 65 – 19.2% 45-64 – 34%, under 44 years old – 46.8%; Gender: male 
21.3%,  female 78.7%, White British 97.9%, Prefer not to say  2.1%, Disabled: 37.5%, Christian 
56.3%, no religion 27.1%, Heterosexual 89.4%, LGB 2.1%.    



  

 

 

Free Text Comments 

Quick service. 

Prompt service. 

The operator did not seem to understand the problem. 

They were helpful when they came out the other day. 

I needed advice regarding tablet taking and it was late at night. 

Easy way to getting direct medical information. 

My doctor's surgery was closed when I needed advice. 

Very helpful and polite. 

I booked an appointment and still waited over 1 hour to be seen by anyone. 

Bad service. 

No one else. 

I spoke to someone within 10 mins, they said they would ring me back - they rang back 6 hours later. 

I got through immediately and was answered by a call handler. 

I have waited up to 3-4 hours for a call back. 

The operator took down the phone number wrong and I ended up waiting for approximately 2 hours 
for a call back. 

When you cannot get into your own doctors these are the only people to turn to, there isn't anything 
else. 

Very helpful. 

Accessible, although GP surgery should be open longer and be more accessible so you don't have to 
contact 111. 

Night requires district nurse. 

Quick responses from neas  

It’s an excellent tool to reduce workload on A&E 

Very helpful, comforting and friendly 

Cos you ain't got a clue what you lot are talking about the Nhs is rubbish you dnt realise this till your 
ill yourself 

Pathetic service  

Necessity if medical care needed 

Was asking about my hand and call took over 10 mins while they asked me irrelevant questions 
about chest etc. I know they have to follow rules, but unrelated questions is just stupid. I think I'll just 
go to a walk in centre next time. 

They sent me to a walk in centre without gp and they couldn’t help me because I’m pregnant so I 
wasted 1hr in the wrong place before I got directed to a gp at another walk in centre.  

Always helpful friendly staff 

Extremely pleasant and understanding relevant advice given. 

Helpful advice 

Extremely helpful and insightful. The advisors genuinely cares and had compassion. 

Easy to speak to someone outside of GP hours 

Very helpful and appreciate everything they done for me 

Very friendly and proffesional, quick to diagnose and point me to the right place for treatment.   

Followed their advice and referral to Sunderland Eye Infirmary within the hour but sat at eye infirmary 
in pain for over 4 hours whilst watching 3 nurses to one doctor and another walking around!! 

My son had acute appendicitis and couldn’t walk I don’t drive so couldn’t get him to hospital and was 
told that I needed to get him to walk to taxi as he didn’t meet the criteria for a ambiance, as soon as 
we got to our nearest urgent care they got us a ambiance straight away and blue lit us to hospital x 

Helpful, understanding, informative staff 

I rang up for sensible advice and wanted to speak to a nurse or gp and everytime I ring I get asked 
questions about heart attacks etc (I had chest and back pain from constipation I knew this is what I 
had and wanted advice) half way through the call I started panicking you were going to overact and 
send an ambulance! I had a newborn baby and didn’t need the stress I just wanted some telephone 
advice!  

Very helpful and kept me calm at all times. 



  

 

Nobody rang me back for 6.5 hours - it was 2-30 am when I got a call back about my unwell 4 year 
old  

Excellent service  

1st class care & understanding. Great that medication was onboard their vehicle. And such a nice 
pleasant knowledgeable gu.y Expected to wait 6hrs but he came in 2.5 , it was 4 my 94yr old Aunt . 
I'm sure she was chatting him up as he left. 

No problem getting through. Was called back about 60 mins later by doctor. 

You wouldn't come out, told me to contact my gp when surgery opened. I did he came out and called 
an ambulance. 111 is a load of old rubbish. 

I rang for advice about sleeping tablets i had to take between 9-10pm. Was told someone would ring 
back im not saying they didnt ring back but by the time they contacted me i had already taken the 
tablets at the prescribed time 5 hours before i eventually got to call at 3am the next morning 

Although it's the same questions to determine the answer. I imagine it's procedure before you get a 
reply. But once you have spoken to a health professional you are immediately put at ease.  

It good to know you can get medical advice witch to me it exelent as iv had a lot of problems  with my 
health  and haven't to wait 2 or3 week's for appointment at your doctor's and to know yous are there 
to help me it's fantastic  

Someone was supposed to ring back within the hour but it was nearly 2 hours. Also on various 
occasions I was given appointments at minor injuries unit and there were no doctors on duty, only 
nurse practitioners available and so I was referred to A&E. 

I called and was swiftly answered and put through to the right people for what my problem was. 

When the enquirer is distressed, it is difficult to answer all the questions especially when you are in 
your 80's. 

Nothing specific, all satisfactory. 

They were able to get me an appointment at my local urgent care center. 

It seems that the 111 operator is going through a script, could be more personable. 

Answered very quickly. Very helpful and compassionate to my problem. 

Doctor was reassuring and advised me what to do if I was to become worse. 

Takes too long for answers. 

Very efficient. Dealt with very quickly. 

The end of my son's finger was hanging off - I wanted advice if I should go to A&E or urgent care, if 
urgent care could I make an appointment? Call handler unable to give advice, said someone would 
ring me back. It was 6 hours later when someone called me back, by which time we went to urgent 
care and then to A&E and had returned home. He needed an operation the next day to reattach the 
finger. It's a good job we didn't wait for the call or may have had lasting damage. 

I was referred to the local out of hours. I saw a nurse/practitioner who advised that my condition was 
getting better when in fact it was getting worse as my GP confirmed the following day. 

They have to read a lot of problems out instead of asking callers problems and then asking relevant 
questions. 

After the wait we went to A&E not out of hours doctor as advised. My problem was I could not get in 
the family car. After some modification we went to A&E (Ashington) who referred us to A&E at 
Cramlington. 

Very efficient. 

Friendly, accessible and arranged appointment at out of hours centre, timely. Too many algorithms 
which are not appropriate or needed. Wanted to call an ambulance, not required at all, waste. Should 
have been able to access GP, duty or at own surgery as opposed to 111. 

Very efficient. 

English was not the first language of the Doctor I spoke to. This doesn’t normally bother me but when 
I relates to health, having to repeat everything, twice, made it a difficult process 

He was very friendly and put me at ease 

Can not rate this call. Was so annoying that all the questions were irrelevant. Hurt my had, I wasn't 
having a heart attack, stroke!!!!!!!! 

Being sent to a walk in centre without a gp when I’m pregnant was not helpful.  

We were told our case was going to be transferred to a pharmacist where my son could be checked 
over. 

When I took my son for his bad chest she couldn't do anything and couldn't even check his 
temperature which was a waste of time and told me to give him lockets but he is just 4 years old they 
are a choken hazard!!! 



  

 

But the lady who answered our calls was very friendly, helpful and in-depth with her questions 

I was advised to go to doctors. However when I arrived, the doctor said I was highly contagious and 
shouldn’t have been told to come as it was risking passing the illness on and that there was nothing 
they could give me to improve my illness 

I was very satisfied that, even after my case had been closed a senior nurse called me back as she 
reviewed it and wanted to double check some things x 

Compassionate 

The call handler was caring I felt unwell with pain from my bowels under my recent c section 
radiating into my chest and back (my whole family were unwell with bad chests and my husband had 
been sent by ambulance with my poorly daughter to hospital the same evening so I was worried 
about her and the call handler was caring) 

I was disattisfied that the later advice I got was asking me if I’d ever had a heart attack and this made 
me anxious because I was in the house on my own and I had explained what the pain was and the 
last thing I needed was 111 to overreact and ask me to be seen straightaway when I couldn’t drive 
from my c section. I eventually got some phone advice for the problem I had.  

Everything was brilliant and quick apart from the wait time for the ambulance. 

Very thorough  

Putting you at calm & reassuring help was on is way soon , & it was :)  

Would have been helpful to be given idea of time it would take for doctor to call me. It seemed a long 
wait as wasn’t clear how long to expect. I appreciate it was a Saturday evening . One part of advice 
was if I passed out etc to call them back. I live on my own so not sure how I was to follow this advice 
if I passed out! It seems a very strange piece of advice to give especially after adviser has 
assertained I was on my own.  

They were not interested. The "service" stinks 

Other than the call handler is not medically qualified as such they do try and reassure you before a 
doctor or nurse speaks to you.  

They gave me good advise  and they advice me what to do exelent  
 

  



  

 

 

Social Media Update October 2018 

 



  

 

  

 

 



  

 

 

 

 



  

 

 

 

 

 



  

 

Patient/Community Engagement – October 2018  

Date Event Details 

12/10/2018 
Guide Post  

Consult on the development tof the LD zone 
for our website  

16/10/2018 Restart a heart   

30 events across the North East with 
schools, hosipitals and other venues training 
children and adults 

27/10/2018 Locomotion Shildon  

Super Heroes Day - celebrate local 
prefessions that make a difference in the 
community  

30/10/2018 Alnwick Primary  People who help us 

   

 

 

 



  

 

Patient Transport Service (September 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) 2,233 523,013 92% 4% 1,041 1,019 73 51 36 13 

England (excluding Independent Sector Providers) 1,815 479,793 93% 4% 785 904 53 37 27 9 

Selection (excluding suppressed data) 2,233 523,013 92% 4% 1,028 1,014 73 51 34 13 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 797 21,137 94% 1% 68 685 32 10 1 1 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 286 25,973 93% 6% 136 129 4 11 5 1 

LONDON AMBULANCE SERVICE 0 1 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 74,017 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 75 45,683 97% 3% 65 8 0 0 2 0 

EAST MIDLANDS AMBULANCE SERVICE TRUST 0 15,622 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 49 71,469 92% 4% 41 4 1 1 1 1 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 143 41,635 85% 9% 96 26 7 5 8 1 

NORTH WEST AMBULANCE SERVICE NHS TRUST 445 113,970 93% 4% 366 47 9 10 8 5 

ISLE OF WHITE NHS TRUST 7 455 100% 0% * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE 10 69,831 80% 20% * * * * * * 

ARRIVA TRANSPORT SOLUTIONS 395 37,289 88% 6% 236 113 20 13 9 4 

THAMES AMBULANCE SERVICE 23 5,931 96% 4% 20 2 0 1 0 0 

           

 

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


  

 

Emergency Care Service - See and Treat (September 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) 280 196,830 94% 4% 251 13 4 6 6 0 

England (excluding Independent Sector Providers) 280 196,830 94% 4% 251 13 4 6 6 0 

Selection (excluding suppressed data) 280 196,830 94% 4% 248 13 4 6 6 0 

LONDON AMBULANCE SERVICE NHS TRUST 1 24,107 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 14,818 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  151 7,976 99% 1% 141 8 1 1 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 10 16,081 90% 10% 9 0 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  16 30,748 94% 6% 15 0 0 1 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  36 21,609 100% 0% 35 1 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 36 22,319 78% 14% 25 3 3 2 3 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  5 24,850 80% 20% 4 0 0 1 0 0 

ISLE OF WIGHT NHS TRUST 14 15,037 79% 21% 11 0 0 1 2 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  9 19,285 100% 0% 8 1 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  280 196,830 94% 4% 251 13 4 6 6 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/

