
 

Friends and Family Test – September 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 

151 98.7 0.7 

Scheduled Care (PTS) 75 97.3 2.7 

111 Service 103 81.6 12.6 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

September 2018  

    98.7% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.6% Negative themes =  1.4% 

Top positive 
theme 

Quality of 
staff/professionalism  

Quality of 
care/service 

Emotional 
Support 

Positive     
free text 

Comments 

 Prompt service, competent and courteous staff, 
Reassurance and good advice 

 Very quick to attend. Really helpful, nice friendly crew. 
Explained in detail what the procedures would entail, how 
long it could take to get to hospital etc. 

 Paramedic was very friendly and reassured me that 
everything was OK and pointed me in the right direction so 
I could access appropriate care to meet my needs/illness. 

  



  

 

 

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

September 2018 
 

Number of Responses 

Online Surveys  8 
Total: 151 

Postal Surveys 143 

Activity   

Number of see and treat patients for the month 7,976 

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  149 98.7 - 0.7 

Extremely Likely  141 93.4 +0.1 

Likely  8 5.3 -0.7 

Neither likely nor unlikely 1 0.7 0 

Unlikely 1 0.7 +0.7 

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 154 
55.8 2 50             

1 Emotional Support 
42 15.2     

Reassuring/put at 
ease 

1.1 8.3 23     

Caring 1.2 6.9 19     

3 Quality of staff 
/professionalism 

97 35.1 2   

Knowledgeable 3.1 10.9 30     

Good/Excellent Staff 3.2 3.6 10     

Friendly staff 3.3 8.3 23 1 25 

Understanding 3.4 1.8 5     

Helpful staff 3.5 5.8 16     

Attitude 3.6 4.7 13 1 25 

5 Kindness and 
compassion 

15 5.4     
Kindness 5.1 4.3 12     

Compassionate 5.2 0.4 1     

Respectful 5.3 0.7 2     

Transactional Themes 
122 44.2 2 50             

6 Timeliness and access 
to care 

32 10.8 2   Quick response - 
Ambulance 

6.2 11.6 32 2 50 

7 information 
communication and 
education 

13 4.7     
Good advice 7.1 3.6 10     

Good explanation 7.2 1.1 3     

12 Quality of Care / 
Service 

76 27.5     

good /excellent 
service 

12.1 10.9 30     

Helpful  12.2 2.2 6     

Efficient 12.3 6.2 17     

Good outcome 12.5 2.2 6     

Good care 12.7 6.2 17     

13 General / Other 1 0.4     General 13.1 0.4 1     

Totals 276 98.6 4 1.4     276   4   

 

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 98.7% 

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

 Returns have increased this month by 1 to 151 

 The number of See & Treat cases have decreased by 976 to 7,976 

 98.66% of free text comments were positive. The three main themes were quality of staff and 
professionalism (35.1%), quality of care and service (27.5%) and emotional suport (15.2%) 

 1.4% of free text comments were negative, there was not enough data to provide highlight 
any trends 

 Demographics, age: Over 65 years 69.1 %, 45-64, 18.1%, 25-44, 7.5% Disabled 69.4%; 
Gender: Female 62.5%, Ethnicity: White 96.6, White Irish/Other 1.4%, other ethnic groups 2% 
Data is only collected for sexual orientation and faith online for this survey. Heterosexual 
87.5%, Bi-sexual 12.5% Christian: 50%,No religion 50%  The number of responses was very 
low to both questions (8 responses)  



  

 

 National Comparative data for August 2018 indicates we are the highest out of 11 
organisations for response rates, we collected 55.62% of all responses nationally. We are 2rd 
(1 organisations attained 100%) for the number of patients likely or extremely likely to 
recommend services to friends and family (99%), 9% higher than the national average. We 
are joint first (3 organisations record 0%)  for the percentage of patients said that are unlikely 
or extremely unlikely to recommend our services 0%, 6% below the national average. 

 
 

Free Text Comments 
 

 

Prompt service, competent and courteous staff, Reassurance and good advice 

I have AF and had a bit of a wobble as beat was all over place, called 999 and paramedics were in 5 minutes. 
Heartbeat came OK and they all the [unreadable comment]. Team were superb. 

The paramedics were kind, reassuring and helpful. 

Extremely helpful, polite and caring. Explained things well and put our minds at ease. 

Because of how I was treated. First class service. Was told I could possibly have to wait 2 hours for ambulance 
because extremely busy only waited 20 minutes. 

A service that is second to none. What would we do without this first rate service. 

Paramedics very efficient. 

To support the N.E. Ambulance Service. 

The two paramedics attended very quickly. They were very efficient professionals with a friendly manner, giving 
reassuring information and advice, putting me at ease - and giving me confidence to overcome my emergency. 

Couldn't fault the service. 

Totally professional. 

I have felt comfortable in having you to help me and I believe you have my best interests at heart. 

The paramedic was helpful, he doesn't know what was wrong with my concern. 

The staff are very professional and knowledgeable. 

Reassurance of paramedics. 

They were great and knew their job and also prompt in coming to help when required. 

I was treated very well. 

Excellent in all aspects of their service and treatment. 

Brilliant response and very friendly. 

Nice lads seemed to know the job, friendly and most efficient. 

Quick and efficient service. 

[Unreadable comment] I was disorientated but the two paramedics made me feel so relaxed and I just wish to 
thank them. 

Very friendly, calm, professional, didn't make you feel you were wasting their time, even though I was because it 
was my migraine. Then carried out checks, blood pressure, heart etc 

Fast friendly, professional staff 

The gentleman was most kind, helpful and I appreciated that. 

I am so grateful for the treatment I was given. He was a perfect gentleman, I was so pleased for the help I was 
given. 

I found them very friendly, helpful and easy to talk to. 

He was lovely. saved me a 2-4 hours wait in A&E thanks. 

The ambulance staff were amazing, made me feel at ease. Two amazing ladies. 

Friendly and polite, very efficient. 

Very friendly paramedics. Good information given. Appointment made for GP same day. No hospital visit wanted. 

They arrived quickly, they were very professional and were lovely to my Mam. 

Help and assurance form ambulance staff. 

The paramedics were very courteous and patient with me. They took time to make sure they were sure I would be 
able to get around my home before they left me following my fall. They gave me some useful advice and made me 
feel they cared about my welfare rather than me being just another caller. 

Everyone I dealt with, on the phone and the paramedics were brilliant - efficient, caring and friendly. They put me 
and my family at ease. Many many thanks. 

Operative was friendly, professional and informative. 

I was well looked after very helpful and kind. 

When I phoned 111 they were lovely, really took the time to listen to me and help. When the paramedics arrived 
they were kind and professional. They took time to really investigate and get to the root of the problem and give 
the best treatment possible. 

I was pleased with the lady paramedic she was kind and helpful and listened to what i had to say. I need to have 
this service quicker and nearer to where I live, she said she was an hour away about 30 miles. 



  

 

The ambulance crew who came to attend to me arrived quickly and were very efficient in the way they dealt with 
me. they were also very pleasant. 

Very quick to attend. Really helpful, nice friendly crew. Explained in detail what the procedures would entail, how 
long it could take to get to hospital etc. 

It was through telecare that the ambulance service was contacted. From the gentleman on the telephone to the 
paramedics that attended they were all very reassuring, understanding, helpful, kind and I cannot thank them 
enough. 

The two boys I seen were very friendly, took their time to make me feel at ease and very good at their jobs. 

Arrived quickly. Very friendly. Listened and answered questions we had. Weren't in a hurry. 

Very helpful, polite and good at his job. 

Very helpful and reassuring when not feeling well. 

The crew were fast and efficient and their presence was very comforting and assuring. I really can't praise them 
enough. 

Prompt response and advice given both by phone and in person. 

I believe they are the unsung heroes, when they attended to me I was in a terrible state. The 2 ambulance people 
calmed me down, gave me a lot of tests and said to be on the safe side to get checked out at the hospital. I came 
home 4 hours later. I will be eternally grateful to that team. You cannot put a price on peace of mind. Thank you, 
your services was excellent. Thank you again. 

Treated with care and understanding. 

The response people were very professional, thorough and very friendly. Which filled both me and my wife with 
confidence at a difficult time. 

Very caring and prompt attention. 

I didn't think I'd get such a service without going to hospital. Have had a thorough check-up by a very competent 
and pleasant paramedic. Many thanks. [name removed] 

Prompt response and really good staff who arrived at my home. 

The paramedics took tests and, as a result, I was able to make my decision whether to go to hospital A&E or stay 
at home. I decided to stay at home not wasting anyone’s time.  

An excellent caring and knowledgable service. Cannot praise the crew highly enough.  

the staff were friendly and efficient.  

 Very quick response from paramedic team. Wonderful, caring and professional paramedics thank you. 

They did everything they could to help me. Very understanding and kind. 

Paramedics very helpful and courteous. Dealt with the problem very efficiently. 

The paramedic who attended was very polite, knowledgeable and most of all patient. I have the utmost respect 
and admiration for what is a very important profession. 

Paramedic was extremely rude and unfriendly. Really not what you need when you are scared and alone and 
bleeding. 

Empathetic [unreadable comment] not judgemental. Spot-on service. 

They were very quick to arrive. Could not wish for a better service and very helpful. 

Ambulance staff were fantastic. Could not fault them. 

Helpfulness of paramedics. 

Attendants very assuring, helpful. 

You just can't fault any NHS staff at all. 

Very good service. After incurring bad rib injury these two women handled situation extremely well. These men are 
a credit to you. 

Very professional, reassuring staff showing expert knowledge. 

Because they are very friendly. 

The service had a rapid response and it is a more person centred care which reduces anxiety at hospital visits and 
saves hospital/ambulance service for serious incidents. It also reduces expenditure for NHS. 

Care shown for my father during situation. Many thanks. 

Very good service. Excellent care. 

Friendly, efficient, patient, understanding and thorough. The ambulance crew did a perfect job. 

Excellent response and very caring. 

After a fall they made me more comfortable. Dressed my wounds and thoroughly checked me over. 

A very efficient examination. 

The paramedic and his technician were compassionate, efficient, knowledgeable, helpful and reassuring. It was a 
very good experience in worrying circumstances. 

Staff who attended were very caring and supportive, friendly and put mam at ease. 

The crew arrived within 30 minutes of fall within 10 minutes I was off the ground and seated in my armchair. An 
occupational therapist was also in attendance to assess my internal and external environment. This will speed up 
any enhancements to my home. The service I received was excellent, very prompt and freed up a normal 
ambulance for greater emergencies. 



  

 

The paramedics who assisted me were amazing. They arrived as quick as possible and they were so friendly, it 
was like I'd known them all my life. It was a pleasure to welcome them (My on-site carers are unable to help, due 
to company policy). 

Happy with service. 

Brilliant, fast treatment. Such a pleasant, knowledgeable paramedic. 

Paramedic was very friendly and reassured me that everything was OK and pointed me in the right direction so I 
could access appropriate care to meet my needs/illness. 

Very professional. 

The ambulance crew were very kind and helpful, also very professional. 

The team who attended were superb, fast response. Cared about what they ere doing. 11 out of 10. Fantastic. 
Thank you. 

For their kindness and understanding. 

First class service. 

Prompt response after 111 call. Paramedics calm and reassuring. Efficient. 

The people who attended me were very, very good. 

Very caring paramedic and professional. Understanding and listened. 

Service was excellent. 

We had to call 111 service twice over one weekend and on both occasions crews were very fast, efficient and very 
helpful. 

It was brilliant how they got my dad back into bed safely. 

Husband was having diabetic episode and medic knew what was happening and give the right treatment which 
worked well. 

Excellent treatment in every way. 

Very good and friendly and professional care. 

Very quick to respond, very polite, spoke clearly so patient understood what was happening. 

I was very happy with the way your paramedics attended to my call. I would certainly recommend to friends and 
family. 

Very good service, good idea. 

Caring and efficient. 

I was very satisfied with the treatment I received by the 2 ladies with the ambulance. 

We dialled 111 and the ambulance arrived promptly. 

Fantastic team. They were great with my Aunt making her comfortable and taking the time to explain everything to 
her. Well done. 

Very pleasant and understanding man. 

Efficient, caring, professional paramedics who dealt with the situation. 

They were very friendly and efficient. 

Both paramedics were very polite and courteous and explained everything to me. 

The paramedic was friendly, very helpful and thorough. Unfortunately she was held up with us for 3 hours trying to 
get an out of hours appointment with a doctor. 

Very prompt and keen to help. 

Very pleasant, competent and knowledgeable. 

Amazing service - blown away by the care and detail in assessing Dad, without which he undoubtedly have 
resulted in hospitalisation. 

I was very well looked after. 

Prompt arrival and on-the-ball service. 

The two people who called were very caring and considerate. 

Professional, friendly, good examination and explained everything to me. Saved me going into hospital. Great 
service. Put me at ease. 

Very caring, put me at ease and did a good job at everything he did. 

The 2 paramedics were very helpful, they did a marvellous job of looking after me. 

Care given my paramedics outstanding, however wait time too long. 

Everything done in home instead of going to hospital, so I think it is a really good idea. 

Took very good records. Very helpful attitude to me and my son. Respected my age. 

The 2 paramedics were very informative and telling me all that he was going to do to me. 

The ambulance crew arrived quickly. They were reassuring, pleasant, helpful and very thorough. 

Because you all do great work, help any people and don't get enough thank-you's. 

Service was excellent. 

Rapid response vehicle was sent to my 93 year old mum having a diabetic hypo. Mum was greatly put at ease by 
the paramedic and treated accordingly. They left mum feeling safe and well. 

I recently needed to phone 111 for out of hours care. The response to my request was quick. And the attention 
from the paramedic was first class and very thorough. 

Swift response and very thorough checks - heart, blood pressure, etc. 



  

 

Very professional, listened to what I was saying. 

Quick response. Very professional. I was a person, I was put at ease. Very friendly. 

When I required an ambulance, the treatment I received was excellent. 

Very good help. 

Very prompt attention. Friendly and helpful. Was very reassured about my health. 

[Name removed] - paramedic and [name removed] a junior crew member were extremely professional, kind, 
helpful and considerate in their care of me. 

Wonderful, sympathetic, reassuring paramedics. Prompt response. Telephone operator excellent too. 

I felt at ease and was able to calm my breathing down. 
 

 

 

 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               September 2018 
 

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

Free Text Comments 

Positive themes = 91.8% Negative themes = 8.2% 

Top positive 
themes 

Quality of care/service Quality of staff/ professionalism 

Positive     
free text 

Comments 

 Good service and porters outstanding 

 Service was good and care I received was amazing from 
start to finish 

 Right from the start of my journey to my hospital 
appointment was amazing 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                  September 2018 

Number of Responses 

Online Surveys  28 
Total: 75 

Electronic Tablet Surveys 47 

Activity   

Number of completed journeys for the month 45,683 

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  77 97.3  +1 

Extremely Likely  65 86.7 -7.1 

Likely  8 10.7 -8.2 

Neither likely nor unlikely 0 0 -1.2 

Unlikely 0 0 -1.2 

Extremely unlikely 2 2.7 +1.5 

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 

23 41.1                 

1 Emotional 
Support 

3 5.4     Caring 1.2 3 5.4     

3 Quality of staff 
/professionalism 

20 35.7     

Good/Excellent Staff 3.2 4 7.1     

Friendly staff 3.3 5 8.9     

Attitude 3.6 3 5.4     

Good Volunteer 3.7 8 14.3     

Transactional 
Themes 

33  58.9 5 100             

6 Timeliness and 
access to care 

2 3,6 5 100 

Quick response - 
Ambulance 

6.2 1 1.8     

Pick Up Times 6.5     2 40 

Booking the Service 6.8     3 60 

I need the service to 
access my appointment 

6.11 1 1.8     

9 Co-ordination 
and integration of 
care 

1 1.8     
Co-ordination of transport 
resources 

9.3 1 1.8     

12 Quality of Care 
/ Service 

30 53.6     

Good /excellent service 12.1 26 46.4     

Helpful 12.2 1 1.8     

Efficient 12.3 2 3.6     

Reliable/ Trustworthy 12.4 1 1.8     

Total 56 91.8 5 8.2     56   5   

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
97.3 an increase of 1% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 2.7%, an 
increase of 0.3% compared to the previous month 

 We received 75 responses, 7 lessthan the previous month. We will be delivering four volunteer 
roadshows in the run up to Christmas in an attempt to attract new patient survey volunteers 

 Numbers are too low to comment on Geographical representation 

 The number of completed journeys was 45,683 a decrease of 2,879 compared to the previous 
month  

 56 (91.8%) of free text themes were positive, 4% less compared with the previous month. The 
main positive themes were quality of care/service and quality of staff/professionalism 

 5 (8.2%) of free text themes were negative an increase, the same number as last month but an 
increase of 4% 

 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: 44.3% Female, 54.3% Male; Age: 38.6% over 65, 17.1% 45-64, 17.1% 
16-44 years old and 27.1% preferred not to say; Disabled: 84%; Sexual Orientation: 2.8% 
Lesbian, Gay or Bisexual and 59.4% Heterosexual, Faith: 46.4% Christian, 20.3% No faith and 
14.5% other non-Chritian faiths ; Ethnicity: 85.7% White British, 5.7% BAME. 



  

 

 National comparative data for August 2018 indicates we are the 6th out of 12 organisations and 4th 
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 (96%). 
2% of patients would not recommend our service to friends and family which is 2% 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 
 

I  found the service veryhelpful 

good service and porters outstanding 

good service 

service was amazing 

right from the start of my journey to my hospital appointment was amazing 

good portering service 

the driver  was amazing   and the porters  were there to get me to myappointment with the best of  care 
possible 

service was good 

lovely  to know there is volunteers porters on had to help 

good overall 

good 

service is amazing and the service from start to finish was good 

helpful  service  and porters 



  

 

service was good 

service was excellent 

good all round 

waiting for amulance book taxi to take me home  waiting to long would prefer an pts vehicle 

service recivced  was just  amazing 

porters are the best 

good 

service was good and  care I received  was amazing from start to finish 

good overall 

getting to my appointment  with the best of care from the  porters would like to thank the porters are amazing 
Porter's the  team  and can  i pass on my thanksto all of them 

service  I had was so good I would, do reccomed  to friends and family, the service is  must   and  will  give  it  
10 out of 10 

outstanding  service from start to finish 

The care and attention we received from the driver ***** was first class. His enjoyment and pride in what he 
does was very obvious and uplifting. He made the visit to hospital stress-free. 

Very good service drivers very helpfull and pressure is taken off  

Prompt no hassle  

It is an extremley amazing service that gets paients with serouse illness to and from there appiintments ect for 
free all drivers all voluntary been useing this service for over a yr n met so many nice friendly ambulance crew 
drivers who have made us feel as comfortable as possible  

Excellent facilty because unable to drive 

Excellent service 

I am very disappointed that i had to wait nearly two and a half hours to be collected after my appointment. 

Second to none with everything 

Pleasent and nice 

Best and friendly service at hospital and from driver. 

Dependable 

Convenient and friendly. 

Service generally very good. Bit of an inconvenience today as having to wait for another man to come ready 
but not huge problem. 

Friendly staff 

Very good service and on time. 

I couldn't manage without it. 

Very pleasant and helpful and they're good drivers. 

Very good and efficient 

G8 service 

Friendly & efficient 

I am 86, terminally ill, deaf, in constant pain, housebound, unable to walk, unable to use public transport and 
unable to afford taxis.  I recently rang 0300 330 2000.The telephone connection was very poor, and the lady 
who spoke to me spoke very softly and appeared to have a foreign accent.  We struggled with a question and 
answer session for some 15 minutes and I was told I did not qualify for PTS. Why? 

First time used and it went well 



  

 

 

111 Service 

Friends and Family Test Survey 

September 2018  

    81.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = % Negative themes = % 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of 
staff/professionalism 

Co-ordination and 
integration of care 

Examples 

Positive free text 
comments 

  

 Great advice.  Calm professional. Plus I was dealt with 
very quickly and doctor appointment made in 30 min  

 They are very helpful and quality trained staff who 
deal with your problem and send you to the correct 
place to be treated. 

 Good advice given and appointment scheduled quickly 
for myself and baby at urgent care. 

 Every time I have used the service it has been a great 
help and callers have been well spoken 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

September 2018  

Number of Responses 

Postal Surveys  71 

Online Text Surveys 32 

Total 103 

Activity   

Number of 111 calls (answered) 71,273 

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  84 81.6 -11.8 

Extremely Likely  58 56.3 -20.3 

Likely  26 25.2 +5.4 

Neither likely nor unlikely 5 4.8 +3 

Unlikely 7 6.8 +6.8 

Extremely unlikely 6 5.8 +2 

Don't know 1 1 +0.1 

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 

37 30.8                 

1 Emotional Support 15 12.5     

Reassuring/put at 
ease 

1.1 11 9.2     

Caring 1.2 4 3.3     

3 Quality of staff 
/professionalism 

21 17.5     

Knowledgeable 3.1 6 5.0     

Friendly staff 3.3 5 4.2     

Helpful staff 3.5 4 3.3     

Attitude 3.6 6 5.0     

5 Kindness and 
compassion 

1 0.8     Compassionate 5.2 1 0.8     

Transactional 
Themes 

83 69.2 26 100             

6 Timeliness and 
access to care 

24 20.0 6 23.1 

Quick response – 
111  

6.1 19 15.8 5 19.2 

Quick response - 
Ambulance 

6.2     1 3.8 

Ease of access 6.4 5 4.2     

7 information 
communication and 
education 

19 15.8 5 19.2 

Good advice 7.1 15 12.5 5 19.2 

Good explanation 7.2 3 2.5     

Communication 
with patient 

7.5 1 0.8     

9 Co-ordination and 
integration of care 

8 6.7 1 3.8 
Links to services 
outside NEAS 

9.1 8 6.7 1 3.8 

12 Quality of Care / 
Service 

52 43.3 7 26.9 

Good /excellent 
service 

12.1 21 17.5 3 11.5 

Helpful  12.2 23 19.2 4 15.4 

Efficient 12.3 8 6.7   0.0 

13 General / Other 1 0.8 1 3.8 General 13.1 1 0.8 1 3.8 

14 Triage Process     6 23.1 

Questioning 
process 

14.1     4 15.4 

call back 14.6     2 7.7 

Totals 120 82.2 26 17.8     120   26   

 

 

111 Summary  

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family has decreased by 11.8% to  81.6% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has increased by 8.8% to 12.6% 

 There have been 103 responses, (8 text and 95 postal) which is same as the previous month 

 The number of answered calls has decreased from the previous month by 620 to 71,273 

 120 (82.2)% of free text themes were positive, this is a decrease of 10% from the previous 
month. The three most popular themese were: quality of care/service (43.3%); Timliness and 
access to service (24%) and Quality of staff and professionalism (17.5%)  

 26(17.8%) of free text themes were negative an increase of 10% from the previous month. The 
main themes were: quality of care/service (26.9%), the triage process (23.1%), Timliness and 
access to care (23.1%) and information and communication (19.1%).  



  

 

 Demographics, Age: over 65 – 21.1% 45-64 – 28.9%, under 44 years old – 46.7%; Gender: 
male 19.6%,  female 79.4%, White British 96.7%, BAME 3.3%, Disabled: 46.2%, Christian 
52.9%, no religion 38%, Heterosexual 84.1%, LGB 4.5%.   

 

Free Text Comments 

 

I have always been given good advice and have not had to wait too long. 

Very helpful. 

Was told it was a long wait and to go in a car. 

Quick response and very efficient. 

Prompt reply and very helpful. 

Because you get professional help and advice. 

Every time I have used the service it has been a great help and callers have been well spoken. 

Because I find them so caring and helpful. 

Instant response. 

Quick and excellent service. 

Good advice and access to OOH GP. 

I waited 3 hours for a nurse to call me back and she didn't know the answer to me question so I ahd to wait 
another 1.5 hours for a doctor to call me back. 

Cannot get appointments at my doctor's. 

I have been very satisfied with 111. 

Polite and helpful. 

A prompt and helpful reply. 

Took too long, told by doctor if it happens again ring 999. 

Good service. 

Was on time, very friendly and helpful. 

I have used the service many times and always find them extremely helpful. 

Fast response. Lovely people. Caring. 

Their professionalism was good and appointment was made. 

Very helpful when docs are closed. 

Because they are very helpful and do what they can for you. 

I was told ring 999. 

Took away my anxiety and worry as to whether I needed to see a doctor. 

I was deal with straight away, ambulance was sent straight away. 

Prompt and efficient in dealing with my call. 

Not helpful. 

Good advice given and appointment scheduled quickly for myself and baby at urgent care. 

Not very helpful. 

Easy to get through. 

Good when doctors are closed. 

Efficient and considerate. 

Very helpful. 



  

 

Easy to use, good advice. 

Delay in going to ICU 

We were through fairly quickly. 

Long wait 

Helpful 

Prompt and efficient. 

No problems, good service. 

Good explanations of what would happen. 

Very quick response. 

Use this a lot, very good always. 

Told me to got to A&E. 

The lady was very polite and friendly. She talked through our options and made me feel comfortable. 

Quick diagnosis and appointment at local hospital. 

They were very helpful, pleased I rung. 

Very helpful and very good advice. 

Answered promptly and appointment made to be seen as requested. 

Efficient service that was simple to use. 

The wait time was long until someone called us back. 

Very efficient service. 

Very professional, reassuring, kind, felt in safe hands. 

Because we eventually got to see someone when we couldn’t get a dr appointment 

Professional friendly call handler  

They were very nice and helpful 

I was in great pain and told I should stop taking pain relief and wait 3 days...  

Used the service a few times normally excellent not too gòd the last time 

Excellent service  helped me out of a problem  
Thank you.  

Wrong advice. Was sent to primary care centre who could not do tests needed. From there sent to A And E 
paid for parking and was told they could not help me either. Whole evening and night wasted.  

I was sattisfied with the help i recieved 

It was helpful for me. 

They helped me get the correct medical assistance and they guided me through it and makes sure I felt safe 
and reassured  

Because you were brilliant  with my autistic  son a few months ago  

Yous can be very useful and help me when the best you can 

did not help  

Wasn't very helpful 

Good advice and took my options and views on board.  

Very efficient service and arrange an appointment with GP which meant I had antibiotics two days before I 
would have access to them as bank holiday weekend.  

Great advice.  Calm professional. Plus I was dealt with very quickly and doctor appointment made in 30 min  

Helpful and asked relevant questions, which resulted in me being referred to the correct person who could help 
me. 



  

 

Electricity went off worried about how long insulin pen would be ok with fridge being off  

Great response  

The time it took to answer my call was good, so very satisfied. 

Very knowledgeable and spot on advice. 

All satisfied. 

The person I spoke to was very helpful and gave me advice that helped with my problem. 

Can't thank them enough. 

Very helpful in explaining treatment. 

First time had to contact 111 and they listed to me and answers given were to my satisfaction. 

I called to ask if my 6m old baby could have piriton as he was badly suffering with chickenpox. Instead of the 
call handler asking a nurse themselves (which they did on a previous call)  had to wait over 4 hours to get an 
answer, all the while with a screaming poorly baby who needed some medication. 

Some of the questions don't need to be asked if the caller is male. 

Too many questions to answer. 

Polite and helpful. 

The service gave me help and reassurance. 

I rang before 11, at half past nobody had been in touch, patient had improved so rang back to tell them not to 
bother. 

Helpful but had to get doctors advice next day and was sorted. 

You are doing an amazing job. Good to know that I have a professional to hand if ever needed. Thank you! 

Very helpful and allowed me to put them on to my Mum as I was not able to talk much. Got an appointment 
fast. 

They are very helpful and quality trained staff who deal with your problem and send you to the correct place to 
be treated. 

On ringing 999, they organised an emergency triage visit. I think 111 could have done this. 

The service is brilliant, they were very professional and reassuring. 

Friendly and reassuring call handler. Able to schedule urgent care appt within an hour at local hospital. 

Quick appointment made at walk-in centre. 

Delay tactics which resulted in IV. Horrible. 

They made me feel reassured but I was also able to know I could call you again and things to look out for and 
symptoms that were serious. 

Quick, efficient response. Very caring and attentive. Excellent service. 

Just very pleased with service received. 

It is a good service, we would be lost without it. Excellent. 

Polite, extremely nice, helpful, a credit to our NHS. 

Very reassuring and helpful with peace of mind. 

It was the first time that I have used and I was highly satisfied. 

The call handler was helpful and caring. The ambulance men were superb. We are lucky to have such a 
service. 

As my father only had a sore on his foot but he is diabetic I didn’t think it necessary to ask about his breathing 
or if he had been unwell etc as I thought these questions to be irrelevant  

People can on work within the system... Even though I was in Great pain I do understand... The NHS might be 
great but the dental side is shocking.... I don't want fancy new teeth on the NHS but if somebody is in pain they 
should be helped  

I got what I phoned for Thanks  



  

 

I was told to go to the wrong place. 

It would be better if we don't have to answer to so many questions, I think it's  a waste of time some of them, 
should be more straight to the point, problem. 

I was satisfied with everything the service was great the staff was amazing and helped me a lot  

Everything  was good 

Yous are really good 

Happy overall, but maybe underestimated the pain and discomfort I was in. 

Helpful and asked the right questions and reassured me.  

Satisfied: Clear Kind Listened Dissatisfied: Irrelevant questions  

How quickly my call was dealt with 

10/10 
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Patient/Community Engagement – September 2018  

 

Date Event Details 

01/09/2018 Wolsingham Agricultural Show wolsingham show ground 10 till 4 

01/09/2018 New Hartley AED/CPR Awareness 

02/09/2018 Etal Show Etal show ground 10 till 4 

03/09/2018 Northumberland Cancer Support Raise awareness of services 

07/09/2018 
ACANE – African Community 
Organisation NE 

Session to raise awareness of services and 
job opportunities  

11/09/2018 NE Futures UTC AED/CPR Awareness 

15/09/2018 Eggleston Agricultural Show  Eggleston show ground 10 till 4 

21/09/2018 Guide Post  
Development of LD zone for our website 
and promotion of services 

23/09/2018 Sunderland Pride 
Promote ourselves as a service provider 
and employer, colelct patient feedback and  
recruit FT members and volunteers 

24/09/2018 Bellingham First School People who help us 

24/09/2018 Embleton Vincent Edwards Primary AED/CPR Awareness 

25/09/2018 Crook Golf Club AED/CPR Awareness 

25/09/2018 Stainton & Streatham village hall AED/CPR Awareness 

25-
26/09/2018 

North East Skills Event   
2 day training and apprentice recruitment 
event 

29/09/2018 
Saudi Arabia Day  

Engagement with 71 students on Saudi 
Arabia day @ Durham University  

 

 



  

 

Patient Transport Service (August 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) 2,648 558,044 91% 3% 1,259 1,161 117 50 39 22 

England (excluding Independent Sector Providers) 2,133 512,654 91% 4% 937 1,009 95 42 34 16 

Selection (excluding suppressed data) 2,648 558,044 91% 3% 1,259 1,161 117 50 39 22 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 876 21,359 93% 2% 123 696 40 14 3 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 387 27,549 90% 5% 154 196 14 11 9 3 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 79,012 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 81 48,562 96% 2% 76 2 1 1 1 0 

EAST MIDLANDS AMBULANCE SERVICE TRUST 0 16,571 NA NA 0 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 96 75,586 75% 9% 38 34 11 7 2 4 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 171 44,614 95% 4% 136 26 3 3 3 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 460 123,319 92% 3% 374 47 20 5 8 6 

ISLE OF WHITE NHS TRUST 0 824 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE 62 75,258 71% 15% 36 8 6 1 8 3 

ARRIVA TRANSPORT SOLUTIONS 488 39,459 92% 3% 297 151 21 8 5 6 

THAMES AMBULANCE SERVICE 27 5,931 96% 0% 25 1 1 0 0 0 

 2,648 558,044 91% 3% 1,259 1,161 117 50 39 22 

 

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


  

 

Emergency Care Service - See and Treat (August 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) 279 201,242 90% 6% 234 17 6 5 13 4 

England (excluding Independent Sector Providers) 279 201,242 90% 6% 234 17 6 5 13 4 

Selection (excluding suppressed data) 279 201,242 91% 6% 214 17 5 4 10 4 

LONDON AMBULANCE SERVICE NHS TRUST 4 25,541 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 15,292 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  150 8,353 99% 0% 140 9 1 0 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS TRUST 7 16,045 86% 14% 6 0 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  3 30,587 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  27 21,609 100% 0% 26 1 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 38 22,290 61% 29% 18 5 3 2 9 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  15 26,730 87% 0% 12 1 0 0 0 2 

ISLE OF WIGHT NHS TRUST 1 586 * * * * * * * * 

SOUTH EAST COAST AMBULANCE SERVICE NHS  15 14,921 87% 13% * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE NHS  17 19,288 76% 12% 12 1 1 2 0 1 
 

 

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/

