Responses

%
Recommended

% Not
Recommended

Unscheduled Care See & Treat

171

97.6

1.8

Scheduled Care (PTS)

100

88

5

96

86.5

7.3

Service

Friends and Family Test – November 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

111 Service

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

November 2018

97.6%

Likely or extremely likely to
recommend us to friends or family

Free Text Comments
Positive themes = 99.2%
Top positive
theme

Quality of
staff/professionalism

Negative themes = 0.8%
Quality of
care/service

Emotional
Support

 Paramedics were polite, considerate and knowledgeable.
They arrived promptly within estimated times.
Positive
free text
Comments

 Both paramedics were both helpful and explained
everything precisely and very courteous.
 I think they do a brilliant job. They are very good at what
they do and are very friendly.

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

November 2018
Number of Responses
Online Surveys

3

Postal Surveys

168

Total: 171

Activity

8,808

Number of see and treat patients for the month
Number

Percentage

% Variance
from previous
month

167

97.6

- 0.9

156

91.2

+1.2

11

6.4

-2.1

Neither likely nor unlikely

0

0

-0.7

Unlikely

1

0.6

+0.6

Extremely unlikely

2

1.2

+0.5

Don't know

1

0.6

+0.6

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

Extremely Likely and Likely
Extremely Likely
Likely

Trend Graph

Free Text Summary
Free Text
Comments

Positive Total

Relationship
Themes
1 Emotional
Support

Count

%

143

56.5

41

3 Quality of staff
/professionalism

5 Kindness and
compassion
Transactional
Themes
6 Timeliness and
access to care
7 information
communication
and education

87

15

Negative Total
Count

%

Reassuring/put at
ease
Caring
Knowledgeable
Good/Excellent
Staff
Friendly staff
Understanding
Helpful staff
Attitude
Kindness
Compassionate
Respectful

16.2

34.4

5.9

110

43.5

2

100

29

11.5

2

100

17

6.7

good /excellent
service
Helpful
Efficient
Good care
General Neutral

18.2

13 General /
Other

18

7.1

Totals

253

99.2

Quick response Ambulance
Good advice
Good explanation
Communication
with patient

12 Quality of
Care / Service
46

Sub Codes
Description

Thanks
2

0.8

Sub
Code

Positive Total
Count

%

1.1

26

10.3

1.2
3.1

15
5

5.9
2.0

3.2

47

18.6

3.3

5.3

15
2
16
2
11
1
3

5.9
0.8
6.3
0.8
4.3
0.4
1.2

6.2

29

11.5

7.1
7.2

5
8

2.0
3.2

7.5

4

1.6

12.1

21

8.3

12.2
12.3
13.2

3
1
21
12

1.2
0.4
8.3
4.7

13.3

6

2.4

3.4
3.5
3.6
5.1
5.2

12.7

253

Negative Total
Count

%

2

100

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 0.9% to 97.7%



The FFT score for the number of patients who are likely or extremely likely to not recommend
the service has increased by 0.5% to 1.2%



Returns have increased this month by 32 to 172



The number of See & Treat cases have decreased by 226 to 8,808



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 73.1 %, 45-64, 18.6%, 25-44, 7.2% Disabled 73.2%;
Gender: Female 51.5%, Ethnicity: White 98.2, White Irish/Other 0.6%, Data is only collected

for sexual orientation and faith online for this survey. Heterosexual 100%, Christian:
33.3%,No religion 66.7% The number of responses was very low to both questions (3
responses)


National Comparative data for October 2018 indicates we are the highest out of 11
organisations for response rates, we collected 55.4% 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%), 6% 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%, 4% below the national average.

Free Text Comments
Professional and brilliant service. Very quick response and the paramedics were wonderful and helped me to feel
very well taken care of through a very stressful experience. They were friendly and easy to talk to and their
experience showed. They had a young trainee with them but she was also very nice and I had no problems with
her helping out. Overall I had no complaints and I received an excellent level of service from *** and ***
We had two call outs in two days. The first visit was very good and the outcome was satisfactory but the next day
with the same paramedic it was not good. She was very dismissive of my daughter’s complaint and very moody.
Very patient and understanding, our 6 month old daughter was struggling to breath and although not enough to
take her to hospital via ambulance both paramedics and trainee put our minds at rest that she was ok. Advice was
left for us.
Smile, and get down to the patient's level. Very patient and phoned up [unreadable comment] for advice what
further could be done. Waited for response from GP, made sure patient okay before leaving.
Ambulance crew were very friendly and helpful. Arrived within 20 minutes of calling.
A very fast and efficient service. All involved were friendly and professional. A brilliant all round service we are
lucky to have.
Paramedics were polite, considerate and knowledgeable. They arrived promptly within estimated times.
The two ambulance who attended my call out were very friendly, sympathetic and carried out an examination very
professionally and efficiently and reassured my wife as well. Two gentlemen to the core, well done.
Falls Rapid Response Service. Care and service was first class. Very happy.
Quick response. Professional treatment.
Ambulance called, shortage of breath. They were caring, considerate and made us feel at ease. Did everything
they could and sent me to the doctor for an appointment.
FRRS. Very friendly, helpful and caring.
North East Ambulance Service is very good, on time and do all they can.
People who attended to me were very good, they made me feel calm 10/10.
Early hours of 12th to 13th October. Most unsympathetic ambulance men from Cleveland Sunly attitude. I was
responsible for my granddaughter, I am age 83 and they were unkind.
FRRS. Enthusiastic, kind and caring. Unfortunately the paramedic was also clumsy and messy, left medical waste
upstairs and down which was unhygienic. He could have asked for a bin for disposal for discarded waste including
broken glass. Both left the patient unattended to collect prescription [unreadable comment]. Patient had a further 2
falls while they were away and I had no means of [unreadable comment] help from them. Did I have to ring to get
them back again?
Pleasant manner with patients and very efficient.
I was so relieved and pleased to see them. Felt much better and relaxed. More confident and reassured when they
left. They both were wonderful. I wish them and the service all the best.
Very helpful and reassuring. I was with my 2 children and the paramedic made my children feel calm.
As are very quick coming out as well as the advise and support.
Quick response [unreadable comment].
Very helpful and kind.
Speed of response, professionalism and courtesy.
Prompt arrival. Very nice medic, gave easily understood instructions to [unreadable comment] explained about
what he did and stayed until condition had stabilized. Gave advice and arranged telephone call from the GP.

My husband is a diabetic and has heart failure. He became unwell with a hypo about 2 am. I phoned 999 everyone
was very helpful which was a [unreadable comment] and ambulance came really quick. Looked after my husband
by 2 ambulance crew. Brilliant.
A delay in original call to actual help. Although not [unreadable comment] the staff were excellent, helpful and
caring.
Called 111 and subsequent visit by paramedic after having chest pains (had heart 2 years ago). Turned out to be
gastric problem.
Both paramedics were both helpful and explained everything precisely and very courteous.
Extremely grateful to be escorted home after day surgery. Then after follow up treatment and late night discharge
from A&E following complications.
They were quick to arrive. Extremely polite, listened to the problem. Covered all possibilities of pain. Gave good
advice and saved a trip to A&E.
We have had you out a few times from January 18 with my dad. Every time you have been great with him.
I am very pleased with your service.
Unfailingly excellent in my experience.
Cheerful and efficient ambulance crew.
I have every respect for this service. I have always had the help quickly. The sympathy and respect from all is so
heart warming.
Pretty quick response. Likeable male paramedic. Gave me a good check over. Advised me to go to A&E James
Cook as I had high blood pressure 190.
I am a difficult and grumpy patient to deal with. I was treated with dignity and efficiency. Prompt and quick solution
to my hypo.
My husband had chest pain after having chemo 4 days ago, he took GTN but fell on the way to the toilet and got
stuck in the doorway unit. The disability worker called Care Connect who called 999. Medics were fantastic with
him and myself. Thank you to all.
Very good personal care from paramedic and quick to respond.
The ambulance arrived very quickly and the two paramedics were extremely good and very caring.
Professional care and kindness. Berwick Ambulance.
Polite attitude. Put me at ease. Gave very professional treatment to the extent where I could continue my journey
to home and I made it home with comfort.
FRRS. The nurses were extremely helpful, full of care and very well trained.
Very satisfied with the treatment I received.
Pleased with the service I received.
Excellent paramedics, very thorough service, professional and friendly manner. Very quick response time, the
ambulance arrived within approximately 3 minutes. Answered our questions well, giving comprehensive advice.
Very impressed with NHS.
I was very grateful for the advice they gave me.
It was a bad day but they were very nice.
FRRS. The immediate problem caused by a fall was dealt with quickly and the follow up by the occupational
therapist may help to prevent accidents in the future. [unreadable comment].
As always, I find the ambulance service people are extremely good. The salt of the earth.
The service was exceptional.
The paramedic was very good in explaining everything.
Very helpful. In a panic state. Quick question answering having breathing problems.
Very helpful, supportive and caring crew.
Both the male and female staff were knowledgeable and able to correct my hypoglycemia. A credit to the NHS.
FRRS. The team have been so helpful and efficient, so he doesn't need to go to hospital. Also, they have given us
peace of mind as far as the home is concerned.
We had excellent care and kindness (rare today).
I have severe allergies and may need urgent medical attention. Ambulance service is amazing, it has saved my
life a number of times.
Fast response. General care was very good.
Friendly and reassuring, made me feel at ease.
Really professional at their job and kind.

When you're in need of emergency treatment and have to call 999, they turn up, assess the situation and act
accordingly. That's what you want them to do.
Prompt, efficient, pleasant and professional.
Fantastic response and excellent crew. Everything great.
Very pleasant, thorough and came up with solutions.
They were very thorough in their actions, also very concerned and respectful towards me.
Well mannered and caring.
Was well looked after and everything explained well.
She gave my husband excellent care. She was kind to us both. Many thanks.
Very helpful and pleasant people.
We would be at risk without the service paramedic who attended. She was very professional, friendly and very
competent at her job and put me at ease and reassured me.
The paramedic was competent and caring and dealt with my hypo swiftly and without having to go to hospital.
FRRS. This is answered on behalf of my mum.
The 2 medics that came to see my wife were very good and kind men. Thank you.
The ambulance service was fantastic, caring and professional.
Hope it helps. To improve things, also I hope, help yourselves.
FRRS. Impressive and professional personnel [unreadable comment] by the disappointing response to the
[unreadable comment] for assistance.
A prompt and helpful response.
The people were friendly, very caring and explained everything.
The paramedics were really great. Good bedside manner, very discreet and very helpful to myself and my partner
who has learning disabilities.
I had an asthma attack, I tried to manage it alone but I was not able. 2 paramedics came with the ambulance and
assessed my condition. They were very reassuring, helpful and gave advice that calmed me down. I recovered in
my own home. Very well trained, friendly, quick and expert service. Thank you.
They were wonderful, really kind and caring.
My teenage daughter had a seizure. The lady on the phone was very calm and thorough. The ambulance arrived
within minutes. The staff were great, I valued their expertise and their manner was reassuring and warmly
supportive. They double checked everything we asked for help with. A brilliant service. Thank God for such
amazing people. Excellent follow up advice given.
Good service. Friendly and efficient.
Excellent staff.
Very helpful and friendly.
Very efficient and friendly. Everything was explained as they were doing the procedure.
Great response from paramedics. Friendly, good advice and not rushed.
The paramedics that visited us were very kind, professional and reassuring.
The 2 ambulance medics couldn't have been more helpful, understanding and supportive. First class
professionals.
Very nice and helpful.
My experience today was very efficient, helpful and caring. Very nice people. Very different from a week ago which
was all the opposite.
It delivers the support needed with pleasant and efficient staff.
Very patient and good.
Friendly and professional paramedics.
Excellent rapid response and sympathetic thorough attention from the paramedics. Ambulance crew arrived
shortly after.
The 2 paramedics who came were very professional, they listened to everything that was said to them, were very
kind and helpful.
Treatment was excellent.
The rapid response paramedic was excellent with my little boy. She put him at ease and used age appropriate
tactics. My son (4 years) even gave her a kitkat and a cuddle to say thank you.
I think they do a brilliant job. They are very good at what they do and are very friendly.

FRRS. Quick response. Exceptional service. Paramedic and outpatient provided exceptional care. Carried out a
thorough examination. Provided good advice on aftercare. Good information given if any further treatment was
needed if any changes occurred.
The response time was adhered to and both ambulance crew members were helpful, polite, friendly and
courteous.
Compassionate and caring staff with time and patience to meet the requirements.
Operatives are friendly and very knowledgeable.
The ambulance crew were very friendly, compassionate, understanding and reassuring. Although my condition
didn't turn out to be serious, I was still given a thorough check-up and examination, as they responded to my past
health problems. For all their care and consideration I thank them very much.
Professional, experienced, caring, reassuring.
To the point, down to earth and reassurance.
1st class service.
Paramedic was very kind and helpful, thank you.
I was really very grateful to be looked after the way I was. Everyone was very helpful and was put at ease. Thank
you.
Very helpful made me at ease and got an appointment at doctor's for me in a couple of hours.
Paramedics best I have ever encountered. They ensured my anaphylaxis was controlled even though I was
allergic to the dressings, the used bandages for the needle in my hand.
Very professional, helpful ambulance team. Both very courteous throughout.
All ambulance crews are professional and very caring and friendly.
Ambulance came really quickly, they were 2 lovely ladies who helped me so much. They deserve an award those
2 kind ladies. Thank you.
There was only a 15 minute response time and the paramedics were very thorough in their examination of my
mother-in-law.
Quick, polite and friendly, reassuring service from operator and paramedics.
My partner ([name removed]) suffers from mental health issues and the treatment she gets from the ambulance
crews and hospital staff have a lot to be desired as myself and members of the family have witnessed. We are
now going to take this matter further if something is not done about this.
Quick and very thorough care.
FRRS. A lady and gentleman arrives as I was very dizzy; they gave me a thorough examination and diagnosed
vertigo. The doctor confirmed it was vertigo.
I found them very friendly and helpful and reassuring, and felt very much better from their visit.
Extremely professional care and [unreadable comment].
After an extreme adverse reaction to medication the three paramedics who attended very professionally sought
the advice of the GP who attended and treated me. All done in a very kindly and friendly way, encouraging trust.
Help when you need it.
FRRS. This service is really good, very efficient, done all the necessary checks and assessments that would have
been done in hospital. Staff very friendly and helpful. A really good idea having the occupational therapist there.
This saved a trip to hospital. Great service.
A wonderful service, thanks a lot (self inflicted [unreadable comment]).
FRRS. Friendly, professional, very patient with client. Thoroughly explained everything to client. As home manager
at Rosewood House I have never experienced such nice people in the way they approached our resident she was
reassured and felt safe at all times. Thank you so much.
Very efficient, very professional, probably saved my life.
Because they only took 10 minutes to get to me and were very good at seeing I was alright.
I was treated immensely well, 18 minutes waited, great. Got treated at home without having to go to hospital. Well
done.
Very pleasant lady checked me out. Was happy with her diagnosis.
Very good service, polite and explained what was going on.
Crew Number ***. We phoned ambulance crew, they came out to us in 18 minutes. They were very nice to mam.
They checked her over, were happy with her.
A polite, prompt service.
Quick response, lovely, caring team. Took time out to make sure everything was right.

FRRS. Polite, friendly and very professional.
Were absolutely brilliant and spent a lot of time making sure he was OK. Phoned home hospital to arrange a home
visit. Couldn't ask for better service.
They were here promptly, and were courteous, very helpful and made me feel at ease.
First class treatment.
I could not fault the service. Very friendly and tested everything.
Very helpful.
I had to call 111 as I was experiencing pain in my chest. I have COPD. I had a doctor's appointment later that day.
I had gastroenteritis.
I am the caller of the service, not the recipient, but I was so impressed with the thoroughness with which checks
were carried out, particularly as my friend's wounds were essentially self inflicted due to excessive alcohol
consumption. The rest is completed on his behalf.
Very helpful and reassuring, they helped me to sort out my breathing after a black-out and panic attack and gave
very good advice.
I was unable to breathe.
Excellent care received in a courteous manner.
On their quick response to our emergency 999 call, the crew members carried out many tests efficiently with great
sympathy, caring and understanding. I can't thank them enough.
They might need medical assistance.
The time the paramedics spent with me examining and discussing my problem was very useful. I appreciated
them not taking me to A&E as they explained the reasons for not doing so. They left me in a much more
comfortable situation. Professional team service.
Arrived within 20 minutes. Thorough assessment, clear plan. Professional and calm manner.

Scheduled Care
Friends and Family Test Survey

November 2018
Likely or extremely likely to
recommend us to friends or
family

88%

Free Text Comments
Positive themes = 93.7%
Top positive
themes

Quality of staff/
professionalism

Negative themes = 6.3%
Quality of
care/service

Emotional Support

 Staff were fantastic always there for you kind friendly good
manners
Positive
free text
Comments

 think the service is excellent as I would never get to my
appointment, friendly kind professional caring
 Always a hand to help me and look after me. would not
cope without ambulance and staff thank you.

Scheduled Care
Friends and Family Test Survey

November 2018
Number of Responses
Online Surveys

13

Electronic Tablet Surveys

87

Total: 100

Activity

51,641

Number of completed journeys for the month
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

88

88

-7.5

Extremely Likely

26

26

-53.5

Likely

62

62

+46.1

Neither likely nor unlikely

4

4

-0.5

Unlikely

3

3

+3

Extremely unlikely

2

2

+2

Don't know

3

3

+3

Trend Graph

Free Text Summary
Free Text
Comments

Positive Total

Count

%

Relationship
Themes

89

53.9

1 Emotional
Support

14

8.5

3 Quality of staff
/professionalism

69

6

3.6

Transactional
Themes

76

46.1

8 Facilities
9 Co-ordination
and integration of
care
12 Quality of Care
/ Service
13 General
Total

10

1

Count

6.1

11

9

1.8

165

93.7

11

Positive Total

Negative
Total

Code

Count

%

Count

%

6.5

2

18.2

Reassuring /put at ease

1.1

1

0.6

Caring

1.2

13

7.9

Good/Excellent Staff

3.2

25

15.2

Friendly staff

3.3

15

9.1

Helpful staff

3.5

18

10.9

Attitude

3.6

11

6.7

Kindness

5.1

6

3.6

Quick response - Ambulance
Pick Up times post
appointment
Booking process

6.2

1

0.6

6.8

5

45.5

Late/on time for appointment
I need the service to access
my appointment
Transport meets my needs

6.1

2

18.2

6.11

9

5.5

8.2

1

0.6

ACS Driver

9.6

2

18.2

Good /excellent service

12.1

55

33.3

Helpful

12.2

5

3.0

Efficient

12.3

1

0.6

Reliable/ Trustworthy

12.4

1

0.6

General

13.1

3

1.8

100

81.8

18.2

39.4

3

Sub

%

0.6
2

62

Sub Codes Description

41.8

5 Kindness and
compassion

6 Timeliness and
access to care

Negative
Total

6.3

165

11

Narrative
 The FFT score for the number of patients likely or extremely likely to recommend the service is
88% a decrease of 7.5% compared to the previous month
 The FFT score for patients unlikely or extremely unlikely to recommend services is 5 an increase
of 5% compared to the previous month
 We received 100 responses, 56 more than the previous month. Most responses came through a
colleague supporting collection at the QE hospital
 Numbers are too low to comment on geographical representation
 The number of completed journeys was 51,641, 11 less compared to the previous month
 165 (93.7%) of free text themes were positive, 6.9% more compared with the previous month. The
main positive themes were quality of staff/professionalism, quality of care/service and timeliness
and access to care

 11 (6.3%) of free text themes were negative an increase of 3.1%, 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: 51.7% Female, 48.3% Male; Age: 67.8% over 65, 19.5% 45-64, 111.6%
16-44 years old; Disabled: 80.5%; Sexual Orientation: 8.1% Lesbian, Gay or Bisexual and 83.9%
Heterosexual, Faith: 40.2% Christian, 13.8% No faith and 28.7% other non-Christian faiths ;
Ethnicity: 94.3% White British, 5.7% BAME.
 National comparative data for October 2018 indicates we are the 7th out of 11 organisations and
4th in the NHS Ambulance sector for response rates. We scored 3% above the national average
for NHS organisations for the number of people who are likely to recommend us to patients (95%).
0% of patients would not recommend our service to friends and family which is 3% 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
Free Text Comments
Great service
They have always been good for me and my family
I use the pts service they look after me kind polite cheerful. If this service was not available I would really
struggle to get to hospital.
I would recommend to everyone
I tell everyone
Excellent
Always recommend service as used for a long time
All the time great
Great care so always tell family
I recommend the service to my friend and they now use the ambulance they all so it great
Driver great friendly happy willing to do anything

Very disappointed with booking side but everything else is wonderful
Always look after you and nice to speak to someone on my appointment
Excellent service
Late and always making excuses
I need to have this transport and I have old family and would recommend them as it is great
I would be lost with out this service I would recommend this to my family and friends
Free service to hospital great care and always helpful
Happy all the time always recommend family friends it great
I think the service is excellent as I would never get to my appointment friendly kind professional caring
The car driver was not happy as my brother could hardly get in the car he said next time get ambulance he
was not helpful at all
I always tell family and friends about the care I recieve
Great ideal to get family to hospital
The ambulance service has always looked after me on and off the vehicle care always friendly never
complain
Very grateful and always recommend family friend
I don't have a answer as always excellent
Very likely as always help me
Because I get well looked after
They were very polite and helpfull and put me at ease
Don't care if on time are not always have excuses traffic booking office never your fault
Def would recommend to family friends
Good thank you
Great staff everyone helpful
Always helpful
Because good please the staff can't help enough
Booking side very hard
I have used the pts service for months. I would never be able to get to my appointments if I never had this
service. The two lady crews that brought me were very friendly caring. It is nice to speak to them on my way
to hospital.
OK
Very good kind efficient
Good service
If desperate to get to hospital I would recommend
Great I have used this pts for years I have recommend this to my family and friends if they need your help
V good free service
Fantastic be lost without the help
Polite well manered and fantastic job
Def recommend to family and friends
Need big chair to get to hospital which the ambulance has
No other way of getting good there
friendly staff save a lot of money
Excellent reliable service
App not booked prior
Helped and off and chatty
Staff v good friendly and professional
Great job well done keep up the good work
Always help with a smile
Staff are so friendly and helpful
Staff are brill always helpful
Staff were fantastic always there for you kind friendly good manners
Excellent staff
Staff brilliant
Be lost with out them
The staff are brilliant helpful caring friendly
Staff brilliant
Brilliant and very helpful I can't believe anyone can say any different
Very good staff

Excellent staff would be lost without them
The staff are brilliant thank you
Thank you for your help
The staff are fabulous thank you
OK thank you
Service OK but need to inprove on pick up and waiting time
Excellent service and everyone is kind and happy
Very helpful
Free taxi
Very friendly and helpful always take you to book in and take good care of you thanks
Staff are very good happy smiling all the time
Great lads who collected me and transferd me to the freeman thank you
The drive really looked after me
Staff friendly and helpful it's the only people I see all week lovely people thank you
The staff were brilliant as normal thanks
Ambulance staff are great
Excellent thank you
We made sure we got ambulance back as driver was rude
V good
Overall the service have been excellent to me and my family thank you
The ambulance staff were excellent. You can tell they love there role thank you
The staff look after you all the time great thank you
The crew ***** from gateshead are outstanding kind friendly always smiling
Excellent service always happy to help
The staff look after me all the time thank you
OK as only just used the ambulance first time
The girls were outstanding everyone trained perfect great service
Very good always a arm to help are chair very good thank you
Always a hand to help me and look after me. would not cope without ambulance and staff thank you
Keep up the good work
They are brilliant always helpful and caring can't help you enough
Get your house in order
Very good used service about 4 years
Staff very helpful all ways could not get to hospital if did not have this service thank you
Help me and link on arm to take to appointment very friendly and helpful thank you
Brilliant service 100%
Attitude brilliant great thank you
Very good friendly always smiling
Excellent staff thank you
Good service
The service I received overall was excellent they look after you all the way to your appointment fantastic
Staff always willing to help you
The service i received was fantastic well looked after crew always helping you and friendly
Great staff thank you
Excellent service
All the staff very friendly thank you
fab service from everyone at NEAS
Such good service no problems.
Pleasant polite and careful drivers.
Drivers are usually pleasant and get to appointments on tine
my mother 83 rang to book a ambulance taxi for my 84 year old father to go from chester-le -street to the
freeman newcastle only to met by a less than sympathetic call assistant who left her upset my father(84)
needs heart surgery soon and may need assistance (wheelchair) at arrival and nobody in the family are able
to assist and a taxi and public transport could not provide such assistant could common sense not be
employed they do not ask for any other help despite their age thankyou for your attention .
Pleasing experience but sometimes long waiting times.
It is a very good service
Nice transport experience but no lifts at bishop Auckland hospital. Had to walk down three flight s.

111 Service
Friends and Family Test Survey
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86.5%

Likely or extremely likely to
recommend us to friends or family

Free Text Comments
Positive themes = 86%
Top 3 positive
themes

Quality of
care/service


Examples
Positive free text
comments

Negative themes = 14%
Quality of
staff/professionalism

Timeliness and
access to care

I was very satisfied with all help on offer from start to
finish. Couldn't fault anything or anyone. Well done to
all involved. Thank you

 Prompt professional response, urgent care when A&E
would have been inappropriate
 Very very helpful and put my mind at ease after talking
to them.

111 Service
Friends and Family Test Survey

November 2018
Number of Responses
Postal Surveys

33

Online Text Surveys

63

Total

96

Activity
Number of 111 calls (answered)

76,984
Number

Percentage

% Variance
from previous
month

Extremely Likely and Likely

83

86.5

+1.3

Extremely Likely

64

66.7

+14.8

Likely

19

19.8

-13.5

Neither likely nor unlikely

6

6.3

+2.6

Unlikely

3

3.1

+1.3

Extremely unlikely

4

4.2

-5.1

Don't know

0

0

0

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

Trend Graph

Free Text Comments
Free Text
Comments

Positive Total
Count

%

Relationship Themes
1 Emotional Support

36
14

23.5
9.2

3 Quality of staff
/professionalism

24

15.7

Transactional Themes

117

76.5

6 Timeliness and
access to care

22

14.4

Negative
Total
Count

25
7

%

Sub
Code

Negative
Total

Positive Total
Count

%

Reassuring/put at ease
Knowledgeable
Good/Excellent Staff
Friendly staff
Understanding
Helpful staff
Attitude

1.1
3.1
3.2
3.3
3.4
3.5
3.6

14
1
10
4
4
4
1

9.2
0.7
6.5
2.6
2.6
2.6
0.7

Quick response – 111
Quick response - Ambulance
Called back
Good advice
Good explanation
Communication with patient
Links to services outside NEAS
Treatment at other service
good /excellent service
Helpful
Efficient
Good outcome
Good care
General
Neutral
Thanks
Questioning process
Relevance of questions

6.1
6.2
6.10
7.1
7.2
7.5
9.1
9.2
12.1
12.2
12.3
12.5
12.7
13.1
13.2
13.3
14.1
14.2

21
1

13.7
0.7

14
1
1
12
1
18
17
6
2
3
5
10
2
1

9.2
0.7
0.7
7.8
0.7
11.8
11.1
3.9
1.3
2.0
3.3
6.5
1.3
0.7

Count

%

2

8.0

5
5
1
1
3
4
1

20.0
20.0
4.0
4.0
12.0
16.0
4.0

1
2
25

4.0
8.0

100
28

7 information
communication and
education

16

10.5

7

28

9 Co-ordination and
integration of care

13

8.5

7

28

12 Quality of Care /
Service

46

30.1

1

4

13 General / Other

17

11.1

14 Triage Process

1

0.7

3

12

153

86

25

14

Totals

Sub Codes Description

153

111 Summary


The FFT score for the number of patients likely or extremely likely to recommend the service to
friends and family has increased by 1.3% to 86.5%



The number of patients unlikely or extremely unlikely to recommend the service to friends and
family has decreased by 3.8% to 7.3%



There have been 96 responses, (33 text and 63 postal) which is 42 more than the previous
month



The number of answered calls has increased from the previous month by 1291 to 76,984



153 (86)% of free text themes were positive, this is an increase of 18.7% from the previous
month. The three most popular themese were: quality of care/service (30.1%); Timliness and
access to service (14.4%) and Quality of staff and professionalism (15.7%)



25(14%) of free text themes were negative a decrease of 18.7% from the previous month. The
main themes were:), Timliness and access to care (28%) Co-ordination and integration of care
(28%) Information, communication and education (28%)



Demographics, Age: over 65 – 21.1% 45-64 – 25.6%, under 44 years old – 50%; Gender: male
22.2%, female 72.2%, White British 91%, Asian/Asian British 2.3% Prefer not to say 3.4%,
Disabled: 25.8%, Christian 49.4%, no religion 28.1%, Heterosexual 77.9%, LGB 3.5%.

Free Text Comments
I was advised to go to the correct place to get the help I needed after doubting whether to go or not.
Quick, efficient and courteous in all departments.
Efficient service.
Quick response and helpful.
I had a prompt and professional response.
They were very helpful to me.
You need to phone 111 to go through to go to your walk in center for an appointment.
It was really quick.
Very helpful.
Back pain, couldn't move.
Polite, friendly and knowledgeable staff.
Quick response, professional and helpful.
The 111 service is great, taken the burden away from 999 calls.
On the telephone, they did not give me the correct information about Rake Lane Hospital, where to go and
what time it opened. Then staff off hand with use.
Very very helpful and put my mind at ease after talking to them.
Good and clear information.
Giving good advice, giving confidence and telling us exactly what to do.
Help was given.
Tonsillitis on a Sunday.
Seen quickly. Doctor was thorough.
The lady on the phone dealt with my questions very well and was polite. She explained it all so I understood
fully and got help.
Professional, efficient and useful.
In the end, I took it upon myself to go to the eye emergency at RUI.
Always give good advice and service.
We have always received the best advice and help possible.
Got all the help we needed.
Had an appointment within a few hours.
I felt that I was listened to and given good advice. I could not get an appointment with the GP that day.
Satisfied with the service.
The call handlers were very quick to answer the phones.
Prompt attention. Clear questioning.
Very helpful.
All questions were answered and illness was treated, very helpful service.
Quick to get through to but advice and follow up was not so good.
Was put on hold for some time.
Fast answer. Professional and friendly staff.
They put me in touch with the nurse.
Phoned this number because we needed to get an emergency prescription.
Child had a blockage in the throat.
Impossible to get an appointment with my GP unless I ring the surgery at 08.30.
Told me to see GP who told me to go to A&E for an x-ray.
Prompt and efficient attention and treatment.
I was referred back to the GP which was my initial response to seek advice.
The phone call was very helpful. I got through quickly and afterwards the doctor I was referred to got in contact
very quickly and I was able to get seen at hospital very quickly.
The service is something you use only if needed.
Very supportive and helpful, gave good advice.
It is the only option for out of hours.
I have used this service in the past and wasn't that impressed however, this time as better.
Fast response.
Quick response and very helpful.
My son got the treatment that he needed if it wasent for 111
Very helpful, booked me an appointment straight away
Gave good print advice

Very efficient experienced staff
Very efficient
Got an appointment straight away and was seen with no delays.
Excellent responsive service
I am pregnant and was experiencing alot of pain ... I didnt go to A&E as no bleeding so called... I was unable to
drive as also very dizzy...I was told to go to a pharmacy... i had to get a friend to take me ... got there and was
told dont know what they want me to do ... u need to see a doctor...called back 111 and was told or well they
need to refer you... ended up back home with a call back arranged with in the hour which came 2 hrs later ...
will never bother again your operators or lovely but your processes are disgusting
It’s ok but drs better
Very quickly sorted appointment and help hubby
The service was friendly. Advised me of what I should do.. reassuring
Very helpful and spoke my daughter lovely x
If in doubt about how urgent your needs are, these are the people who will guide you through the process
The person I spoke to what absolutely brilliant.
Polite and professional, got to root of problem and sorted.
Quick response and felt looked after
Very helpful
The woman was very friendly and gave good advice
Prompt professional response, urgent care when A&E would have been inappropriate.
Advises are very satisfying and reliable
They give good advice
I find the staff very understanding, non judgemental and friendly. Especially in the last call As a full time
working mum, it is a fast and efficient service which always delivers exceptional service to my family. The call I
made seconded this opinion. It doesn't matter how small the gripe or big the problem, you always direct us to
the correct source of support we need from the NHS, if any. For someone who suffers from anxiety, this is
perfect and the call handler took this into account for me. The waiting time on the phone was practically non
existent, again another reason why I rate this service.
Because they can't get some one to see quick enough
Ambulance men very efficient trainee was excellent my wife and myself were well looked after well
Rang regarding my daughter at 18.55 got a phone call following day at 2.30am. Toddler with a temp
If you need out of hours medical care, calling 111 is the most efficient and quickest way to get it.
The operator was very helpful and understanding
Understanding, quick, convenient, put mind at rest
I called after pains in my stomach and back. The advisor asked plenty of questions, then advised me to go the
walk in within the next few hours. I went along and was admitted into the hospital for one night with suspected
appendicitis.
I was very satisfied with all help on offer from start to finish. Couldn't fault anything or anyone. Well done to all
involved. Thank you.
Good advice and efficient service.
Very professional, problem was resolved in a timely manner.
My daughter told me you have to phone 111, you can't just walk in to the centre, you need an appointment
which has changed. Use walk in centre a few years ago and just walked in and got sorted. Thank you.
At how quickly we were dealt with and had an appointment organised.
N/A.
Giving me an appointment at the local walk-in centre.
The 111 health adviser was great. She was very clear and very helpful, I was very satisfied. I was seen at
Pallion Health Walk in Centre within 1 hour on arrival. Thank you.
I was misinformed by the staff while on the phone. We waited for 1 hour before finding out where were were to
go, only to be told that they do not open till 08.00. Then when we were seen by the nurse, she was very off
hand, very rough and the computer was not even on, then we were told to go to the exam. The x-ray and the
doctor we saw was great though the rest were not.
I am 82 years old and my husband is 83. He has had a number of strokes and I am his carer, 111 service is a
blessing.
Having to be right by the child as sometimes phone not in [unreadable comment].
Fist time to use this service. The help and advice was good, I wouldn't hesitate to use it in the future.
On some occasions, they ask to speak to the resident which is not acceptable when they have dementia and
even so they are unable to answer.
The person seemed to realize how I urgently needed help.

The lady who took my call was very patient with me. I have mental health problems and she took time to
reassure me and made sure I understood everything. I was happy with the advise she gave me.
Call handler was polite. The nurse was lovely, very helpful and easy to talk to.
When my daughter passed out they asked what colour she was, it was the way they said, I did not understand
what they were asking.
It took a while to call me back, I was advised to go miles to walk in where no appointment was made. Walk in
made things worse so I went to eye emergency at RVI. 111 advisers are great but appointments need to be
made and closer home as I am disabled and have massive mobility problems.
We have always had helpful and considerate people on the phone who did their best to help with the problem.
Saw a nurse who gave me a good examination. Very friendly and reassuring.
Some questions asked by call handler seem irrelevant to the situation, questions need adoption to the
situation.
Advice given gave me a peace of mind. I was directed to the appropriate services. Tests ongoing.
The call handler tried as much as they could but it took nearly 2 hours for a doctor to get back in touch with me
and I had to call 111 back at least 3 times before a doctor finally got in touch with me.
Satisfied with the service.
On the second occasion of contacting 111 I was advised to see the GP the next day. This was never going to
work due to work commitments. The first time I rang with serious problems and in pain in face off it was put
through to a dentist which was no help at all.
On hold, not helpful. Nurse useful in confirming we received an ambulance as he made the 999 call.
Satisfied with the service as I understand how under pressure the 111 call takers are. Fab team.
Able to speak to someone when the need arises. Able to get medical attention when the need arises.
Hartlepool Urgent Care Centre staff were very understanding and helpful.
Prompt and efficient attention and treatment.
I was advised by the GP receptionist to call 111 for my daughter as they couldn't offer her an appointment
within 24 hours. We waited 6 hours to be called back by 111 paramedics who then wanted me to wake my
daughter up, only to be told that she needed to see her own GP within 24 hours. The system isn't working. I
tried to make an appointment at the GPs at first.
Satisfied with how everything was dealt with quickly and a wide range of issues were ruled out. This was
reassuring. Not satisfied with service in the hospital afterwards. Things were a bit rushed and the pain
afterwards has made me consider there may be something wrong that they haven't found.
I contacted 111 on behalf of my 3 year old child late evening between 20.00-21.00. I received a call back
between 04.00-05.00. Disgusting time to wait for a small child.
Advised to go to the local walk in centre.
Call handlers are reading from a script which proves the insincerity of the person.
I was given an appt but still waited 1.5hrs to see the GP. I could have went to walk in and sat and waited.
Every time I've used 111 for either myself, my partner or my children, it's been great.
The whole experience was good and put me at ease
Was advised to attend local hospital but the hospital thought this was not necessary at all
All good,
Agent was very helpful.
Quick and comprehensive advice given with options offered
Nothing
Very reassuring
Can’t fault a thing, a very professional service.
She was really nice and friendly
Helped settle my nerves
Answered all my questions
Told me the opening hours of my GP so that I could call them first thing the next morning
The intervention of the complaint or problem was advised
The only problem I face was that when I got to the urgent care apt that the nurse said I needed to be seen by a
GP but there wasnt a GP available until midnight (apt at 6pm) however this was not 111 fault and when I called
back you acted on this straight away and managed to secure me an apt for the next day, which was perfect,
thank you.
Was not happy. Waited hours for a phone call back. Never got to speak to doctor
My 6 year old is asthmatic and we had called 111 because he was coughing a lot following a chest infection for
which he had recently finished a round of antibiotics. The call handler initially suggested sending an ambulance
but we established that my husband could bring him to the nearest urgent care centre in the car and we were
seen within an hour.

Social Media Update November 2018

Patient/Community Engagement – November 2018
Date

Event

Details
West End women and Girls

07/11/2018

West End women and Girls Coffee morning awareness and
Q&A session

12/11/2018

Junior Careers

St Stephen's Primary

14/11/2018

Defib training

Copley Village Hall

19/11/2018

General talk about service

Stamfordham Primary

19/11/2018

Volunteer information day

Newcastle City Library

19/11/2018

Recruitment Fair

Newcastle City Library

20/11/2018

Defib training

EOC 111/999

21/11/2018

Defib training

St Augustines Parish Centre

22/11/2018

Defib training

Featherstone Village Hall

22/11/2018

People who help us

Benton Lane Nursery

26/11/2018

Norham Parish Council Meetings

Norham Parich

27/11/2018

Working for NEAS

Gateshead College

Patient Transport Service (October 2018) National Comparative Data
Total
Responses

Total
Eligible

%
Recomm
ended

% Not
Recomm
ended

2,488
2,083
2,488
756

566,619
527,796
566,619
24,014

92%
93%
92%
95%

386

28,021

LONDON AMBULANCE SERVICE

0

YORKSHIRE AMBULANCE SERVICE NHS TRUST

Organisation Name

Breakdown of Responses
Extremely
Likely

Likely

Neither

Unlikely

Extremely
Unlikely

Don't
Know

3%
3%
3%
1%

1,273
1,030
1,267
184

1,024
901
1,024
535

91
70
90
27

45
35
45
5

38
32
37
3

17
15
17
2

92%

4%

140

215

11

7

10

3

1

NA

NA

0

0

0

0

0

0

EAST MIDLANDS AMBULANCE SERVICE TRUST

6
44
0

83,380
51,652
NA

83%
95%
NA

0%
0%
NA

*
35
0

*
7
0

*
2
0

*
0
0

*
0
0

*
0
0

WEST MIDLANDS AMBULANCE SERVICE NHS FT

244

80,323

84%

8%

148

56

16

14

5

5

EAST OF ENGLAND AMBULANCE SERVICE TRUST

167
478
1
1
405

47,078
131,614
826
80,887
38,823

89%
95%
*
*
90%

5%
3%
*
*
4%

112
405
*
*
243

37
51
*
*
123

7
6
*
*
21

4
5
*
*
10

5
8
*
*
6

2
3
*
*
2

England (including Independent Sector Providers)
England (excluding Independent Sector Providers)
Selection (excluding suppressed data)
GUY'S AND ST THOMAS' NHS FOUNDATION TRUST
IMPERIAL COLLEGE HEALTHCARE NHS TRUST

NORTH EAST AMBULANCE SERVICE NHS FT

NORTH WEST AMBULANCE SERVICE NHS TRUST
ISLE OF WHITE NHS TRUST
SOUTH CENTRAL AMBULANCE SERVICE
ARRIVA TRANSPORT SOLUTIONS

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

Emergency Care Service - See and Treat (October 2018) National Comparative Data
Breakdown of Responses

Total
Responses

Total
Eligible

%
Recomm
ended

% Not
Recomm
ended

Extremely
Likely

Likely

Neither

Unlikely

Extremely
Unlikely

Don't
Know

England (including Independent Sector Providers)

253

187,340

93%

5%

219

17

3

3

10

1

England (excluding Independent Sector Providers)

253

187,340

93%

5%

219

17

3

3

10

1

Selection (excluding suppressed data)

253

187,340

94%

5%

214

17

3

2

10

1

LONDON AMBULANCE SERVICE NHS TRUST

2

25,776

*

*

*

*

*

*

*

*

YORKSHIRE AMBULANCE SERVICE NHS TRUST

1

15,192

*

*

*

*

*

*

*

*

140

9,034

99%

1%

126

12

1

0

1

0

WEST MIDLANDS AMBULANCE SERVICE NHS

3

31,239

*

*

*

*

*

*

*

*

EAST OF ENGLAND AMBULANCE SERVICE NHS

33

22,120

97%

0%

31

1

1

0

0

0

NORTH WEST AMBULANCE SERVICE NHS TRUST

39

23,828

74%

21%

26

3

1

1

7

1

SOUTH WESTERN AMBULANCE SERVICE NHS

13

25,455

92%

8%

11

1

0

1

0

0

SOUTH EAST COAST AMBULANCE SERVICE NHS

12

15,362

83%

17%

10

0

0

0

2

0

SOUTH CENTRAL AMBULANCE SERVICE NHS

10

19,334

100%

0%

10

0

0

0

0

0

Organisation Name

NORTH EAST AMBULANCE SERVICE NHS

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

