
 

Friends and Family Test – December 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 

128 99.2 0 

Scheduled Care (PTS) 47 97.9 2.1 

111 Service 87 82.8 11.5 

 



  

 

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

December  2018  

    99.2% 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 

 The two lads that came to my home gave me a good 

examination. They were friendly and helpful and had a 

great attitude. Big thank you to them. 

 The paramedic was caring, sympathetic and thorough in 

her checks and treatment. 

 They provided an excellent and professional service  

  



  

 

 

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

December  2018 
 

Number of Responses 

Online Surveys  7 
Total: 128 

Postal Surveys 121 

Activity   

Number of see and treat patients for the month 9,554 

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  127 99.2 +1.5 

Extremely Likely  119 93 +1.7 

Likely  8 6.3 -0.2 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 -0.6 

Extremely unlikely 0 0 -1.2 

Don't know 1 0.8 +0.2 

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 

126   59.4  1 33.3              

1 Emotional 
Support 

45 21.2     

Reassuring/put at 
ease 

1.1 29 13.7     

Caring 1.2 16 7.5     

3 Quality of staff 
/professionalism 

72 28.3  1 33.3 

Knowledgeable 3.1 12 5.7     

Good/Excellent Staff 3.2 16 7.5     

Friendly staff 3.3 13 6.1     

Understanding 3.4 2 0.9     

Helpful staff 3.5 10 4.7     

Attitude 3.6 19 9.0 1 33.3 

5 Kindness and 
compassion 

9 4.2      
Kindness 5.1 8 3.8     

Respectful 5.3 1 0.5     

Transactional 
Themes 

86  40.6  2  66.6              

6 Timeliness and 
access to care 

28  13.2 1 33.3 
Quick response - 
Ambulance 

6.2 28 13.2 1 33.3 

7 information 
communication 
and education 

14 6.6      

Good advice 7.1 7 3.3     

Good explanation 7.2 7 3.3     

12 Quality of 
Care / Service 

43 20.3  1 33.3 

good /excellent service 12.1 24 11.3     

Helpful  12.2 6 2.8 1 33.3 

Efficient 12.3 13 6.1     

13 General / 
Other 

1 0.5      General 13.2 1 0.5     

Totals 212 98.6 3 1.4     212   3   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are  likely or extremely likely to recommend the 
service has increased by 1.5% to 99.2% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has decreased by 1.2% to 0% 

 Returns have decreased this month by 43 to 128 

 The number of see and treat cases have increased by 746 to 9,554 

 98.6% of free text comments were positive. The three main themes were quality of staff and 
professionalism (41.5%), quality of care and service (20.3%) and emotional suport (21.2%) 

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

 Demographics, age: Over 65 years 66.41 %, 45-64, 22.1%, 25-44, 8.4% Disabled 66.9%; 
Gender: Female 48.1%, Ethnicity: White 95.2, White Irish/Other 1.6%, Data is only collected 
for sexual orientation and faith online for this survey. Heterosexual 100%, Christian: 50%,No 
religion 33.3%  The number of responses was very low to both questions (6 responses)  

 National Comparative data for November 2018 indicates we are the highest out of 11 
organisations for response rates, we collected 59.1% of all responses nationally. We are 2rd 
(4 organisations attained 100%) for the number of patients likely or extremely likely to 
recommend services to friends and family (98%), 5% higher than the national average. We 



  

 

are joint second (4 organisations record 0%)  for the percentage of patients said that are 
unlikely or extremely unlikely to recommend our services 2%, 3% below the national average. 

 
 

Free Text Comments 
 

 

Very helpful. Patient and thorough  

At first all the questions appear frustrating but I totally understand why they are necessary. The team who visited 
were excellent, ultimate pros who reassured us that all was OK even though the patient was unwell. 

The paramedics were extremely good with my disabled daughter, they understood what was wrong with her and 
realized that I was the best person to follow on their care rather than going into hospital. 

FRRS, very helpful and polite. They helped straight away and made full checks on health. They reassured us and 
provided information for further support. Please keep this service going, it saved me from going into hospital. 

Excellent response time. Kind and knowledgeable ambulance team. 

Paramedics completed all relevant checks in our home and reassured us that al was ok 

Two very professional paramedics arrived promptly. Very reassuring during a stressful situation. The exterminator 
was polite with clear explanations of what they were doing and why. An excellent service. Complete and coherent 
advice offered at the end. 

The service from the two paramedics was first class. Lovely and caring, shame it took 1.5 hours for them to come 
but that was obviously not their fault. They were amazing. 

It is a good service, very handy to have people that really care about the public. 

FRRS. The paramedic team responded quite quickly and had equipment which helped to get me off the floor 
where I had slipped down and was wedged between two single beds. They checked me over and reassured me 
that I had not done further damage to a fractured humerus which had been operated on 5 weeks previously as I 
had just recently returned home from hospital where I had been for 4 weeks having suffered a stroke in November 
2017 which affected the area of the brain which controlled balance so I was very unsteady on my feet hence I fell 
when getting out of bed when trying to go to the toilet. I thought that the care given to me was excellent and I 
cannot praise them enough. 

To help the NHS to back up dates and records, also a very splendid service. 

Very helpful, lovely and cheerful personalities. Nothing seems to bother then and they do a good job. 

They provided an excellent and professional service  

Rapid response car arrived very prompt. The lad who came was very helpful friendly and calming.  

My partner has been very ill with a chest infection for a few days and this led to her being very confused. She also 
has MS and also had a fall and was extremely tired all day. The paramedics were extremely helpful, calm and their 
relaxed attitude really helped to put our minds at rest as to what the best course of action was for my partners 
wellbeing. This was the first time I have had to use the service but I really cant thank them enough 

Quick response and very knowledgable 

Excellent service from both paramedics. Can't thank them enough. Very thorough in their job. 

Very quick and efficient service. Very friendly, couldn't do without them. 

The paramedic was caring, sympathetic and thorough in her checks and treatment. 

The paramedics were very professional, caring and extremely thorough. They were considerate and apologetic for 
the time delay and couldn't have done more. They listened to me and responded in an appropriate and reassuring 
manner. 

The crew were very courteous and professional. 

The two lads that came to my home gave me a good examination. They were friendly and helpful and had a great 
attitude. Big thank you to them. 

You have always been there and been good when I had to have your help, thanks. 

The paramedic who attended to me was most kind and understanding. He treated me and remained until I was 
feeling comfortable. A very nice gentleman. 

The paramedic handled my son with compassion. He is alcohol dependent and has seizures. She was very helpful 
to us in out state of shock. 

Found staff professional, calm and friendly. She was comfortable with both ambulance staff. 

Extremely pleased and caring. 



  

 

Paramedic was fantastic, explained everything. What was going on. No bad remarks about him. Fantastic 
paramedic. Well done. 

Swift and saw to patient's needs very promptly. 

Prompt and efficient. 

Help and reassurance. 

Prompt and courteous service. 

Very helpful and filled me with confidence. Very caring. 

Very professional, caring, and empathy very good. Showed care and compassion. Very educated staff. 

They really supported me and made me feel at ease as I was feeling panicky and unwell. I felt that they 
understood my problems and they comforted me. 

The 2 gentlemen that came to my help were nothing short of marvellous in every way. I had a TIA and they helped 
me in every way they were brilliant with my wife who was in a quite a state and I would like to thank all of yo for 
your time expertise and professionalism. 

Paramedic understanding, courteous. 

Depends on how urgently help is needed. We waited a few hours but I was fairly comfortable on the floor. Couldn't 
get up. 

Efficient and overworked staff, waited 5 hours for ambulance to arrive, did everything in their power to alleviate my 
pain, support me and gave expert advice. Friendly and professional staff, thank you! 

Was very lucky didn't have to wait long. Paramedic was fantastic, very thorough with examination, explained why 
he did everything. Felt at ease with him, he was amazing, need to let people know after they get it right and say 
thank you. 

The ambulance crew were very good. They gave good advice and did a service. we were very grateful for their 
help. 

Care and kindness when you need it most. 

A good response time and very care from the paramedics. 

Quick, efficient service. Staff very knowledgeable. 

Ambulance arrived at 2 p.m. in the night. The 2 healthcare workers were efficient, friendly, and were professional. 

They will be able to help, hopefully. The crew that came to me were helpful but the woman paramedic was vert 
sarcastic. 

Came out to see my Granddad within care home. Amazing staff, Granddad well assessed within his room while 
requesting antibiotics and further care. Very happy with service. 

Prompt, good service, very polite. 

Gives me the greatest pleasure to have the opportunity to express my experience whilst in the care  of the 
paramedic who attended me. I just cannot say enough to express my whole hearted gratitude. 

Arrival was so quick. Your two ambulance men were very thorough with their examinations, test and explanations. 
Friendly and very caring and reassuring. 

The crew were quick to respond and were very helpful, informative, and efficient and really friendly. 

The paramedics who came to see me were kind, caring, and professional I cannot thank them enough. They 
stayed with me until I was well enough to be left. 

Brilliant service and continuous monitoring by 111 who then sent paramedics but continued monitoring until they 
came. 

The ambulance team were very efficient and caring. 

The paramedics were great, so king, understanding, and helpful. 

Very helpful. 

The paramedics responded as quickly as they could. They were very thorough in their assessment of me and 
gave good advice. 

The gentleman was thorough, took his time to treat and observe him. He explained what was the situation and 
how he is going to treat him, giving him full confidence. 

Arrival was very quick. Paramedics friendly, helpful, caring and honest. Nothing was a problem. 

Paramedics were extremely thorough and very kind and thoughtful, made me feel at ease. 



  

 

Assurance that there is a service which is available when we need it most and especially when in pain during the 
night. 

The crew were very kind and thorough and made sure everything was fine before they left. 

I've had very good care and helpful advice. 

They explained everything and talked me through it. 

Because the staff and paramedics were really helpful when I fell. 

The paramedic was here within 5 minutes, she was very calm, understanding and very thorough, checking me 
constantly and remained with me until she could get me an appointment with a doctor. Feeling as I did, she 
calmed me down and made me feel very safe. She was fantastic. 

The service was called after I collapsed, the care I received was excellent. 

It provided a very good and reassuring service. Solved the problem without having to go to hospital. Patient had a 
bad nose bleed. 

Very quick response. Excellent paramedic. 

Arrived in the time that was estimated. The two paramedics were really friendly and knew their jobs. 

Always found them to be friendly and knowledgeable. 

Fairly prompt response. Very professional and cheerful approach. 

I was feeling very unwell so my family dialled 111. An ambulance was sent and the paramedic team checked me 
fully to ensure nothing was seriously wrong, leaving advice for my GP - very friendly and professional. 

Paramedics arrived very promptly. The crew of three were kind, courteous and very thorough. 

From the minute I dialled 999, everybody was extremely helpful and polite. The two paramedics who attended 
were very efficient, polite and knew exactly what they were doing. Extremely impressed. 

Could not fault the paramedics. 

The ambulance men were very calm and did not make me feel I was wasting their time. 

The two paramedics weren't so helpful but had a lovely caring manner. 

Did all necessary heart checks, blood pressure etc. very professional. 

You are doing a good job. Where will we be without you. I am very pleased with what you are all doing. 

Paramedic was considerate, kind and very professional. 

I felt confident as soon as I saw them. They were great. 

The crew were considerate, helpful, understood my concern. 

The crew were very reassuring and proficient. I must commend them to you. 

Fast response and effective treatment. 

Doctor was thorough, friendly and kept patient dignity at all times. Made you feel comfortable and explained 
everything he was going to do. 

The paramedics quickly and efficiently assessed the situation, with great skill and confidence. This enables me to 
relax and get over the shock of my fall. 

A very professional approach by paramedics. First class treatment and thorough exam carried out by crew. 

Ambulance crew were kind, courteous and reassuring. 

Very experienced service. 

They did everything they could to keep me at home. 

Arrived quickly and were very professional and humorous, put me at ease. 

Because I was feeling really awful and as soon as they arrived, which was faster than I was expecting, I felt as 
though I was in safe hands. They did a thorough investigation and explained things to me in a way that I could 
understand. They do a terrific job, thank you. 

Found crew quite helpful. 

I took ill in Iceland was delighted with my care. 

The paramedics came very quickly and were very thorough in checking vital stats. Very pleasant and efficient. 

Prompt arrival with help, very friendly, put me at ease straight away. 

Lovely and reassuring paramedic. 

I was made to feel so relaxed as I am a very nervous person. 

Very professional, put us at ease, could not fault. 

Very professional crew and courteous. 



  

 

The service was good and quick. 

Excellent service. 

Service mint, paramedic fantastic. 

A first class professional service. 

Explained what they were testing for and outcome of results. 

Very helpful and great at their job, putting my daughter at ease. Nothing was too much trouble, a credit to the 
service. 

Excellent care and service. 

Paramedics extremely pleasant, prompt attendance. Detailed examination. Reassurance. 

Responded well, talk all the time to the patient, explained what he was doing. 

Response was very good - treatment excellent. 

Prompt and efficient attention. 
 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

         December 2018 
 

     97.9% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 100% Negative themes = 0% 

Top positive 
themes 

Quality of 
care/service 

Timliness and 
Access to Care 

Quality of staff / 
professionalism 

Positive     
free text 

Comments 

 Great service that always gets me there on time 

 Always went above and beyond to get me to my 
appointment on time and the staff who transport me there 
are always friendly 

 Great service that I will continue to use. I cannot thank this 
service enough for the help it's provided for me. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             December 2018 

Number of Responses 

Online Surveys  16 
Total: 47 

Electronic Tablet Surveys 31 

Activity   

Number of completed journeys for the month 44,749 

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 97.9 +9.5 

Extremely Likely  33 70.2 +44.2 

Likely  13 27.7 -34.3 

Neither likely nor unlikely 0 0 -4 

Unlikely 1 2.1 -0.9 

Extremely unlikely 0 0 -2 

Don't know 0 0 -3 

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 

20 28.6               

1 Emotional 
Support 

6 8.6   Caring 1.2 6    

3 Quality of staff 
/professionalism 

13 18.6   

Good/Excellent Staff 3.2 2    

Friendly staff 3.3 3    

Helpful staff 3.5 1    

Attitude 3.6 7    

5 Kindness and 
compassion 

1 1.4   Kindness 5.1 1    

Transactional 
Themes 

50 71.4           

6 Timeliness and 
access to care 

19 27.2   

Late/on time for appointment  6.1 10    

I need the service to access 
my appointment 

6.11 9    

8 Facilities 3 4.3   Transport meets my needs  8.2 3    

9 Co-ordination 
and integration of 
care 

2 2.9   ACS Driver 9.6 2    

12 Quality of Care 
/ Service 

25 35.7   
Good /excellent service 12.1 24    

Reliable/ Trustworthy 12.4 1    

13 General 1 1.4   General 13.1 1    

Total 70 100       70    

 

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
97.9% an increase of 9.9% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 2.1% an 
decrease of 2.9% compared to the previous month 

 We received 47 responses, 53 less than the previous month.   

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 44,749,  6,892 less compared to the previous month  

 70 (100%) of free text themes were positive, 6.93 more compared with the previous month. The 
main positive themes were quality of care/service, timeliness and access to care and quality of 
staff/professionalism 

 0 (0%) of free text themes were negative an decrease of 3.1%. 

 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: 50% Female, 45.7% Male; Age: 62.2% over 65, 15.5% 45-64, 2.2% 16-
44 years old; Disabled: 80.5%; Sexual Orientation: 2.4% Lesbian, Gay or Bisexual and 51.2% 
Heterosexual, 46.3% prefer not to say, Faith: 39.1% Christian, 13% No faith and 8.7% other non-
Christian faiths and 39.1% prefer not to say; Ethnicity: 80% White British, 20% prefer not to say. 



  

 

 National comparative data for November 2018 indicates we are the 7th out of 11 organisations and 
4th in the NHS Ambulance sector for response rates. We scored 3% below the national average 
for NHS organisations for the number of people who are likely to recommend us to patients (88%). 
5% of patients would not recommend our service to friends and family which is the same as 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   

 

Free Text Comments 
 

No other way to get home 

Crucial for my appointments 

Great service that always gets me there on time for my appointments for my eyes. 

Fantastic service everytime I use the ambulance. The staff who take me to my appointment always go above 
and beyond to get me seen to quicker and get there on time and take always remember me when I am picked 
up. 

Essential to get to hospital 

didn't have key to get in hou 

have to use it to get to appointments 

In wheelchair so need a ambulance 

valuable service 

can't drive need the service 

Exceptional service that provide great care for me whenever I use the ambulance. 

Always went above and beyond to get me to my appointment on time and the staff who transport me there are 
always friendly. 

Great service that has always got me in for radiotherapy on time and I have a good laugh getting to know the 
staff that take me there. 



  

 

If it wasn't for the ambulance service it would be costing me a fortune to get to my appointments. Also the staff 
who transport me always treat me with the upmost respect and care, and always treat me in a professional 
manner at all times whilst having a good laugh on the way to my appointment. 

Great service that gets me to hospital on time.  With my disability I cannot walk far, so the ambulance staff carry 
me in a wheelchair. Also saves me a lot of money with this service being free. 

only way to get to hospital 

wheelchair friendly 

caring understanding service 

Wearing neck brace so need ambulance 

Came when a and e sent them 

Need the tail lift 

1st time using the ambulance to get to my appointment and I can say it's a good service to use. It saves me a 
lot of money for travelling and the staff who took me in where very helpful in explaining what to do when I finish 
my appointment for booking the ambulance back up for me. 

Good service 

No other way of getting home 

Reliable, etc 

Lovely service 

Friendly kind 

Took me home from hospital alot 

Excellent service 

Great service which gets me there on time and if it wasn't for it being free I would be spending a fortune. Only 
criticism is for booking the ambulance the staff on the phone can be quite rude at times. 

good service 

Great service that I will continue to use. I cannot thank this service enough for the help it's provided for me. 

Other than it's a great service there has been times where I have been later for my appointment which is 
understandable with the NHS being underfunded. Haven't said that the staff always try their best to get me seen 
to. 

Fantastic service that has treat me very well. Only criticism is sometimes I do get late to my appointments which 
is understandable with the  NHS under financial pressure. 

Came as not a blue light emergancy 

They are a very good service 

Very good 

Very convenient service 

Good service. Punctural service 

Extremly good service 

On time. Driver seats me in car and takes me department 

Extremely comfortable cars 

Staff very helpful, Comfortable vehicle, Arrived on time 

Brilliant professional caring staff 

Great service 

XXXXXX was wonderful, offering careful attention, good advice and general good cheer. Thank you! 

They are a very good service 

Very good 

Very convenient service 

Good service. Punctural service 



  

 

 

111 Service 

Friends and Family Test Survey 

December 2018  

    82.8% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 83.3 % Negative themes = 16.7 % 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of 
staff/professionalism 

Co-ordination and 
integration of care 

Examples 

Positive free text 
comments 

  

 We were given the help we required quickly and 
professionally. 

 I've used 111 service a few times and am always 
happy with the service. I get the right advice and they 
make an appointment with the doctor or hospital if 
required. 

 It quickly reduces fears and gives professional and 
relevant advice. 

 
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

December  2018  

Number of Responses 

Postal Surveys  44 

Online Text Surveys 43 

Total 87 

Activity   

Number of 111 calls (answered) 88,942 

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  72 82.8 -3.7 

Extremely Likely  55 63.2 -3.5 

Likely  17 19.5 -0.3 

Neither likely nor unlikely 5 5.8 -0.5 

Unlikely 8 9.2 +6.1 

Extremely unlikely 2 2.3 -1.9 

Don't know 0 0 0 

Trend Graph  
 

 



  

 

Free Text Comment Summary  

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

37 26.4 3 10.7             

1 Emotional Support 10 7.1 1 3.6 
Reassuring/put at ease 1.1 6 4.3 1 3.6 

Caring 1.2 4 2.9     

3 Quality of staff 
/professionalism 

25 17.9 2 7.1 

Knowledgeable 3.1 5 3.6 1 3.6 

Good/Excellent Staff 3.2 4 2.9     

Friendly staff 3.3 3 2.1     

Understanding 3.4 3 2.1     

Helpful staff 3.5 10 7.1     

Attitude 3.6     1 3.6 

5 Kindness and 
compassion 

2 1.4     Compassionate 5.2 2 1.4     

Transactional 
Themes 

103 73.6 25 89.3             

6 Timeliness and 
access to care 11 7.9 6 21.4 

Quick response – 111  6.1 10 7.1     

  Called back  6.10 1 0.7 6 21.4 

7 information 
communication and 
education 

14 

  

8 

  Good advice 7.1 11 7.9 4 14.3 

10 28.6 
Communication with 
patient 

7.5 3 2.1 3 10.7 

    
Communication with 
Control 

7.6     1 3.6 

9 Co-ordination and 
integration of care 

17 12.1 2 7.1 

Links to services outside 
NEAS 

9.1 15 10.7 1 3.6 

Treatment at other service 9.2 2 1.4 1 3.6 

12 Quality of Care / 
Service 

47 33.6 4 14.3 

good /excellent service 12.1 28 20.0 3 10.7 

Helpful  12.2 7 5.0 1 3.6 

Efficient 12.3 6 4.3     

Reliable/ Trustworthy 12.4 1 0.7     

Good outcome 12.5 3 2.1     

Good care 12.7 2 1.4     

13 General / Other 14 10     

General 13.1 12 8.6     

Neutral 13.2 1 0.7     

Thanks 13.3 1 0.7     

14 Triage Process     5 17.9 
Questioning process 14.1     1 3.6 

Relevance of questions 14.2     4 14.3 

Totals 140 83.3 28 16.7     140   28   

 

 

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 3.7% to  82.8% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has increased by 4.2% to 11.5% 

 There have been 87 responses, (43 text and 44 postal) which is 9 less than the previous month 

 The number of answered calls has increased from the previous month by 11,958 to 88,942 

 140 (83.3)% of free text themes were positive, this is a decrease of 2.7% from the previous 
month. The three most popular themese were: quality of care/service (33.6%); Quality of staff 
and professionalism (17.9%) and Co-ordination and integration of care (12.1%) 



  

 

 28 (16.7%) of free text themes were negative an increase of 2.7% from the previous month. 
The main themes were:), Timliness and access to care (21.4%) Information, communication 
and education (28.6%) Tiage Process (17.9%) 

 Demographics, Age: over 65 – 23.4% 45-64 – 27.3%, under 44 years old – 48.1%; Gender: 
male 28.6%,  female 71.4%, White British 94.8%, Asian/Asian British 1.3% Prefer not to say  
1.3%, Disabled: 41.6%, Christian 58.4%, no religion 24.7%, Heterosexual 90.7%, LGB 2.7%.   

 

Free Text Comments 

 

Thorough and knowledgeable  

Did not listen to what i had to say. Information for call came from a third party from hearsay yet still believed i 
needed a referral for further assessment. 

Very clear and to the point service. Calmed me down when I was worried about my child who was ill 

Excellent service. 

Compassionate telephone staff, arranged an appointment for me at an out of hours local GP surgery within the 
hour. 

The operator didn’t actually help with my issue  

The call handlers were difficult to speak to and I didn’t feel they were listening to me 

Superb service. Fast and efficient had my child booked in ASAP for emergency dental treatment.  
Thanks  

I ended up getting someone else to take me to hospital as ambulance still didn't arrive after over an hour of 
waiting. I understand they are extremely busy and short staffed  

Doctors are 9 -5 people these days and the ' walk in ' clinics barely exist. 
 There is a 4 hour plus wait in A @ E now, so what are the options ? 

It was very efficient. The GP we saw was excellent. We were able to wait, at home, for the appointment rather 
than in a waiting room.  

Very helpful information to try with my son 

Each member of staff within the service  

Managed to get through to someone quickly, the person who i spoke was friendly and professional was able 
get through things quickly but correctly and pointed me in turn right direction  

Difficult to understand some of the staff, Time consuming, Deal with one person then have to wait for someone 
to get back to you 

Helpful staff and put my mind at ease 

The call handler was absolutely brilliant. She was very empathetic and really listened to me which meant she 
understood what was happening. I was distressed and in pain and I can’t thank her enough for helping me  

Waste of time this service is pointless for accidents can’t assess over the phone. 

Person on phone was practical and understanding, asking relevant questions. She booked me a very quick 
and nearby appt at emerg. Care centre. 

First time I have been and found it to be a first class experience. Absolutely no problem at all. Thank you  

The caller was helpful  

Because the majority of the NHS staff are there to help you get better 

That call handler had no empathy whatsoever. My poor autistic son rang on my behalf and I was very worried 
the lady would hang up the call in my greatest need. 

Very efficient and caring service good to talk to very nice staff 

Having to wait over 2 hours for a call back for a child. 

Helpful and intelligent staff. 

It is a good service. 

Very helpful. 

Brilliant service received. Staff were understanding and dealt with health issues quickly and efficiently. 

Dealt with quickly. 

Good service when it isn't an emergency, frees up 999 for actual emergencies. 

I got a district nurse to attend to my problem. 

Very pleasant and thorough. 

Helpful doctor. 

Quick, fast and great advice. 

The person listened to what I had to say and managed to get me an appointment at the walk in centre. 



  

 

Very helpful. 

This service puts you in touch with the right people without having to go to A&E if the doctor's is closed. 

Good service. 

It was for my poorly daughter and I had to wait nearly 6 hours for a call back.  

Very helpful, got me to ring GP.  

The advice I was given was ‘make my own judgement call, maybe try giving some Calpol and wait and see’...I 
decided to take my 2 year old to hospital and he actually had a perforated appendix! 

Excellent advice  

Helpful advice and fast appointment when needed 

Very punctual and helpful always do their very best to make sure you get the correct help 

Very friendly efficient staff  

Couldn’t get ambulances so arranged for a taxi. 

I was promised a call back within an hour and waited over 4, then the person who rang back firstly aaked to 
speak to the wrong person then had a different problem that was originally called about. Very bad 
communication between staff members 

I called 111 around lunch time, it wasn’t an emergency but my 23 month old son was poorly so I wanted some 
advise and to know if I should take him to been seen somewhere. I answered all the questions and was told 
someone would call me back soon with further advise. I didn’t receive a call back until 2:30 AM! Which by then 
I had given up on thinking we would be receiving a call back and switched my phone on silent so we weren’t 
disturbed when we were both asleep. I did end up having to take my son to see a doctor as he was getting 
worse, they gave him some medication and he improved over the coming days.  

Because they got me seen in evening to see a dentist after a lot of triaging  

I was directed to the wrong place so ended up wasting nearly an hour. 

Very good service. 

I was seen in a timely manner and was satisfied with the treatment I received. 

Replaced blocked catheter within 3 hours at my home. 

Really helpful. Arranged out of hours appointment straightway. 

Excellent service. 

Very reliable. 

Very quick and efficient. 

Book appointment to change dressing on my foot. 

If you need help out of hours this is a good service. Thank you. 

Very helpful. 

I had a really bad sore throat, couldn't speak properly. 

I was dealt with efficiently and appropriately. 

I wanted to see a doctor in the walk in centre. 

Professionalism throughout the encounter. 

I was very pleased of the attention I received for my case. 

I got a lot of advice over the phone. 

It quickly reduces fears and gives professional and relevant advice. 

It's efficiency and support are superb. On every occasion we have used the service, we have seen a doctor 
and began treatment. 

I always get through and get advice. 

The last two recent calls were very helpful. 

It was an easy and faultless call. 

Previously covered 

They were friendly to speak to 

Staff seemed very concerned for me. 

Compassionate call handler, timescale of seeing a health professional 

The person I was speaking to asked me the same question three of four times even though I explained that I 
can’t give an appropriate answer to the question. With wisdom tooth pain, she was asking me if it hurt when I 
tapped lightly on the tooth but I told her I couldn’t tap lightly on the tooth because the gums around it are 
swollen over it but rather than alter the question or move on she just asked me the same thing a few more 
times, and my answer was the same every time. It was very frustrating 

Questions were irrelevant 
Felt like call for an ambulance as would only help me to see someone if it was life/death situation 
Did not help me get the right treatment. They sent me to pharmacy who could not help. Left all weekend then 
a whole week after until I could see gp, I had to pay private  

Made an emergency app for me within a few hours  



  

 

I required a ventolin inhaler and was contacted by a nurse practitioner who advised me that a prescription had 
been sent to the chemist for me to pick up. This was completed within 2hours  

Efficiency. Knowledge.  

With the advice given and reassurance  

Very satisfied lovley staff caring people  

Whilst I agree its a service provided to prevent A and E being bombarded with a lot of unnecessary patients. I 
think it is sometimes difficult to diagnose something over the phone. I would not really use this service if I was 
able to actually get appointments at the Doctors. The advice I was given on this occasion, I already knew, so I 
gained nothing from my call. The reason I go through the process of calling 111 is that if you did eventually 
have to go to a&e they ask if you have contacted 111 ( so at least you have gone through the procedure). 

I very much appreciated the call handler listening to me and taking a common sense approach to my problem 
not just ticking boxes etc. We’re all human  

Didn’t give any advice asked pointless questions  

Got through fast and got to see a doctor same day. Although Dr couldn't fix problem (I'm under hospital 
surgeon now) at least he was able to recommend alternative meds and examine me. 

111 service was fine the stages after this weren’t.  

Call handler showed no care that I was in Cronic pain confused and had an autistic son that I could leave at 
home alone or rely on to call a cab. She seemed annoyed that I couldn’t go to the A&E without help. I have 
nobody here and I never ask for help yet the one time I really needed it I was let down and made to fall apart 
in a sheer panic with pain that was awful.  

To go back to the old way of how things were and to reopen Bishop Hospital to how it was before the new 
hospital was built. 

Realized my health concerns and arranged an appointment for me for the same day. 

I had breathing problems due to long standing heart problems prone to chest infections. After speaking 111 
services I was put through to NP and a doctor was out in less than 30 minutes. 

All the questions are not relevant to all callers. Caller should be able to explain their condition before a lot of 
some of the questions are asked to avoid wasting time. 

I felt that the advisor was just going through a series of questions with me and didn't actually have any medical 
knowledge and so the advice given was very much 'the computer says go to the hospital'. I have since found 
out that my symptoms are an expected side effect of an MRI brain scan, so I feel that the advisor should have 
known this. 

I had a problem with a wound from an operation. The wound was weeping. I required a district nurse to see to 
the problem. 

Sometimes asked totally irrelevant questions. 

Fast and great timing for answering calls. 

I had tried to get a doctor's appointment for a week. The gentleman who handled my call got me an 
appointment withing 2 hours of my call. Please accept my thanks. 

Very satisfied with the service. 

Very satisfied with this service. My husband has had MND for 13 years and in the past before 111 we have 
struggled and spent many hours in A&E. This is a wonderful service and gives us peace of mind if anything 
goes wrong. 

The transmission made to A&E. 

Absolutely shocking waiting times to be called back.  

Very understanding, and helpful.  

I have used 111 previously and been satisfied but this time I didn’t think that the advice was very helpful and 
felt no more reassured having made the call.  

Happy with service 

Fast and effective exactly what the service needs to be!  

Everything went ok thank you  

Good service, quicker than my time in hospital  

I was told a call within an hour and waited over 4.  
The person who rang back was no help and wanted a doctor to call within an hour and waited nearly 2. The 
doctor who rang back had none of my details infront of her, no information had been passed on. I suffer with a 
life threatening condition and she did not even know what medication i should be on which concerned me 

Satisfied I got to se an emergency dentist however she removed the nerve in the root and said I should be out 
of pain . ..... I wasn’t woke up With huge swelling and black eye.  This time I seem my dentist at which point it 
was so bad it took 4 lots of abx.  I feel the dentist underestimated how bad it was. 

Very helpful. 

Prompt answer. Advice on where to get the right answer. Appointment made for me at the local walk in centre. 

Easy to understand advice. Pleasant and helpful. 

Everything. 

Reassuring and helpful. Great service. 



  

 

I would like to be able to ring 111 and on giving correct ID be able to get a prescription, people can run out of 
scripts at any time, people don't just get ill from Monday to Friday. 

Well I was ill and wanted help. They told me to contact my GP within 24 hours which I tried to do but getting 
through was hard but I managed and I am not having cancer tests done. 

The call handler was very helpful. Really understanding, patient, reassuring, very knowledgeable and cheerful. 

Sometimes you are fully aware they are reading from a script and it feels quite lengthy to establish the exact 
assistance you require. It feels like we are prolonging the results and holding up your advisor to assist 
someone else. 

I thought the service was first class. 

I had 3 call backs to make sure I was sent to the right place as I had taken too many paracetamols. 

We were given the help we required quickly and professionally. 

Referral to A&E. The department was effective. The injury was identified and treatment started. 

I've used 111 service a few times and am always happy with the service. I get the right advice and they make 
an appointment with the doctor or hospital if required. 

Helpful service. 

They were professional and helpful. I was put in contact with a healthcare assistant who went above and 
beyond their duty. 
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Patient/Community Engagement – December 2018  

Date Event Details 

03/12/2018  Teesside Hospice Macmillan Services 

04/12/2018 Sunderland Strollers AED/CPR Awareness 

05/12/2018  Freeman Hospital  Macmillan Services  

06/12/2018 Hartlepool Young inspectors  Young inspectors Website launch  

07/12/2018 St Mary’s and St Peters AED/CPR Awareness 

07/12/2018 Kingston Park Primary  Inspiring the Future 

08/12/2018 The Ship Inn Wylam AED/CPR Awareness 

10/12/2018 Elsmore School Durham General show and tell 

10/12/2018 Blackwell Tennis Club AED/CPR Awareness 

11/12/2018  A&E at James Cook  Macmillan Services 

11/12/2018 Belle Vue Estates AED/CPR Awareness 

12/12/2018 St Leonard's School General show and tell 

12/12/2018 
Kimblesworth & Plawsworth 
Community centre 

AED/CPR Awareness 

13/12/2018 SP Energy networks AED/CPR Awareness 

13/12/2018 Charity Boxing night at the Hilton Macmillan Services 

18/12/2018 North Ormesby Primary Academy General show and tell 

20/12/2018  Freeman discharge team  Macmillan Services 

 

 



  

 

Patient Transport Service (November 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) 1,999 553,138 91% 5% 1,156 673 63 53 43 11 

England (excluding Independent Sector Providers) 1,621 513,844 91% 5% 892 582 51 48 38 10 

Selection (excluding suppressed data) 1,999 553,138 92% 4% 1,079 514 56 43 30 8 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 382 24,240 95% 1% 112 252 14 2 1 1 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 267 27,018 88% 8% * * * * * * 

LONDON AMBULANCE SERVICE 2 2 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 79,827 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 100 51,641 88% 5% 26 62 4 3 2 3 

EAST MIDLANDS AMBULANCE SERVICE TRUST 214 78,628 87% 8% 149 38 10 16 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 168 47,134 92% 5% 130 25 4 5 4 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 379 128,054 94% 4% 322 33 8 5 9 2 

NORTH WEST AMBULANCE SERVICE NHS TRUST 14 826 100% 0% 12 2 0 0 0 0 

ISLE OF WHITE NHS TRUST 95 76,474 79% 16% 64 11 4 7 8 1 

SOUTH CENTRAL AMBULANCE SERVICE 378 39,294 94% 3% 264 91 12 5 5 1 

ARRIVA TRANSPORT SOLUTIONS 1,999 553,138 91% 5% 1,156 673 63 53 43 11 

 

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


  

 

Emergency Care Service - See and Treat (November 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) 289 178,413 93% 5% 254 16 3 6 9 1 

England (excluding Independent Sector Providers) 289 178,413 93% 5% 254 16 3 6 9 1 

Selection (excluding suppressed data) 289 178,413 94% 5% 248 16 2 6 9 1 

LONDON AMBULANCE SERVICE NHS TRUST 4 15,380 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 15,389 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  171 8,808 98% 2% 156 11 0 1 2 1 

WEST MIDLANDS AMBULANCE SERVICE NHS  12 31,283 100% 0% 12 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  23 22,361 100% 0% 22 1 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 44 23,846 77% 18% 31 3 2 5 3 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 25,700 100% 0% 8 1 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  13 15,684 69% 31% 9 0 0 0 4 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  10 19,962 100% 0% 10 0 0 0 0 0 
 

 

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

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

