Responses

%
Recommended

% Not
Recommended

Unscheduled Care See & Treat

173

98.8

1.2

Scheduled Care (PTS)

118

96.6

0

111 Service

101

89.1

7

Service

Friends and Family Test – January 2019
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

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

January 2019

98.8%

Likely or extremely likely to
recommend us to friends or family

Free Text Comments
Positive themes = 98.9%
Top positive
theme

Quality of
staff/professionalism

Negative themes = 1.1 %
Quality of
care/service

Emotional
Support

 I could not have helped my husband without the help of the
ambulance crew for which I am grateful.
Positive
free text
Comments

 Efficient and fast to respond. Impressed with the degree of
care and tests carried out.
 Ambulance service arrived promptly. The crew members
were professional and gave all the help they could.

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

January 2019
Number of Responses
Online Surveys

9

Postal Surveys

164

Total: 173

Activity

9,488

Number of see and treat patients for the month
Number

Percentage

% Variance
from previous
month

171

98.8

+1.3

161

93.1

+0.1

10

5.8

-0.5

Neither likely nor unlikely

0

0

0

Unlikely

2

1.2

+1.2

Extremely unlikely

0

0

0

Don't know

0

0

-0.8

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

5 Kindness and
compassion
Transactional
Themes
6 Timeliness
and access to
care
7 information
communication
and education
9 Co-ordination
and integration
of care

12 Quality of
Care / Service

Count

%

Count

%

143

51.4

1

33.3

41

3 Quality of staff
/professionalism

Negative Total

88

14

14.7

31.7

1

33.3

5.0

135

48.6

2

66.6

31

11.2

2

66.6

15

5.4

1

0.4

78

10

3.6

Totals

278

98.9

3

Sub

Positive Total

Code

Count

%

1.1

30

10.8

1.2

5.3

11
4
53
8
2
18
3
9
2
3

4.0
1.4
19.1
2.9
0.7
6.5
1.1
3.2
0.7
1.1

6.2

31

11.2

7.1

10

3.6

Good explanation

7.2

5

1.8

Links to services
outside NEAS

9.1

1

0.4

12.1

31

11.2

12.2
12.3

3
11
1
32
2
2
6
278

1.1
4.0
0.4
11.5
0.7
0.7
2.2

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

Quick response Ambulance
Ease of use
Good advice

good /excellent
service
Helpful
Efficient
Good outcome
Good care
General
General Neutral
Thanks

28.1

13 General /
Other

Sub Codes
Description

1.1

3.1
3.2
3.3
3.4
3.5
3.6
5.1
5.2

6.3

12.5
12.7
13.1
13.2
13.3

Negative Total
Count

%

1

33.3

1

33.3

1

33.3

3

ECS See and Treat Narrative


FFT score for the number of patients who are likely or extremely likely to recommend the
service has decreased slightly by 0.4% to 98.8%



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



Returns have increased this month by 42 to 173



The number of See & Treat cases have decreased by 66 to 9,488



98.9% of free text comments were positive. The three main themes were quality of staff and
professionalism (31.7%), quality of care and service (28.1%) and emotional suport (14.7%)



1.1% of free text comments were negative, there was not enough data to provide highlight
any trends



Demographics, age: Over 65 years 66.9 %, 45-64, 20.8%, 25-44, 6.2% Disabled 62.4%;
Gender: Female 57.9%, Ethnicity: White 98.3% White Irish/Other 1.2%,Asain/Asain British
0.6% Data is only collected for sexual orientation and faith online for this survey.

Heterosexual 100%, Christian: 44.4%,No religion 44.4% The number of responses was very
low to both questions (9 responses)


National Comparative data for December 2018 indicates we are the highest out of 11
organisations for response rates, we collected 54.5% of all responses nationally. We are 2rd
(2 organisations attained 100%) for the number of patients likely or extremely likely to
recommend services to friends and family (99%), 5% higher than the national average. We
are joint first (4 organisations record 0%) for the percentage of patients said that are unlikely
or extremely unlikely to recommend our services 0%, 4% below the national average.

Free Text Comments
The caring professional manner of the drivers
My healthcare professional explained everything to me in such a way that put my mind to rest. I now know what to
expect and she brightened my day which made this whole thing more bearable.
Because your staff are well trained and polite and they know more about the human body than me.
The first paramedic was very efficient and reassuring, keeping me comfortable until the team arrived to lift me off
the floor where I had blacked out after a recent hip replacement. Everyone involved was very impressive and knew
exactly what to do.
Paramedic ID number 448, incident number 18438663. This paramedic was superb, I cannot commend her
professionalism, calm and encouraging enough. I was so ill but within minutes I was feeling better. She stayed
until I came back fully. Compliments.
Fast and effective.
Paramedics were friendly and polite, even when we told them we had cancelled the ambulance once we had
gained entry to patient's property and ensure they were safe. They did a full observation of patient (who had head
injury from night before) and explained what we should do if patient starts to feel dizzy or unwell. They put us, as
family of the patient, at ease and were really helpful.
I was recently attended by an ambulance crew. The paramedic was very thorough and professional. The driver
kept my moral up and gave me confidence. They get my vote every time.
The paramedics were friendly and looked after my little one and helped him overcome his problem.
Very efficient and caring service.
FRRS. Staff were knowledgeable, very helpful and took time to explain everything.
Paramedics were compassionate and professional, true life savers who are there 24/7, even on Christmas day.
Thank you.
Good services.
I could not have helped my husband without the help of the ambulance crew for which I am grateful.
I was well taken care of and appropriately reassured.
Good information regarding leaving the home address to check all meds and other needs. Friendly staff from
home to hospital admission. Very good wheelchair access. It was a cold day but the heating in the ambulance was
increased during the journey. Advised wait for the ambulance was 30 minutes but it arrived in 10.
Made me feel calmer and they were very attentive.
I found the ambulance service very helpful and efficient.
Everything from the paramedic to all the hospital staff were really professional and caring at all times.
Paramedics were extremely good with everything, they looked after me very well and made sure I was up and
about before they left. Offered to take me to hospital but it was not necessary due to all their attention and help.
Paramedics are overly professional, empathetic and have very good clinical and people skills. No stone is left
unturned and every tool is used and all avenues explored till they are in firm control of your health and well being.
Fast pleasant service.
Found the service to be very good quality, only complaint is that I was cold most of the time.
Ambulance men very helpful and courteous.
Prompt, reassuring, compassionate, polite and knowledgeable.
Found the service excellent.
I could not get through to 111 and was out of my medication. I told 999 I was not going to RVI because I have a
virus which keeps coming back. I am not a malingerer and I signed a form which has not been signed by the
ambulance crew. I was in the army for 7.5 years and now I am over the worst of it. I got no help and worked till I
was 65 years.
The 2 ambulance ladies combined calm professional medical assistance with nicely judged chat which lightened
the situation, cheered everyone up and distracted from the pain. They were excellent and very efficient.
Couldn't fault the service. Quick, efficient and pleasant.
You get a response ASAP from courteous and polite staff who treated me well under the work load and stress they
must have been working under.

FRRS. Glad paramedic and occupational health person called to make sure I was not injured and could continue
to live at home with the living aids I have been given already.
Stomach pains and vomiting.
Efficient and fast to respond. Impressed with the degree of care and tests carried out.
Without this great service, a very large number of people's lives would be in danger. An efficient and friendly
service. Thank God.
Very speedy attention and pleasant attitude.
We found [name removed] and [unreadable comment] to be very efficient, kind and sympathetic.
Ambulance team were really helpful and reassuring - even made me breakfast and cup of tea.
The care shown by the ambulance medics and understanding of my situation. The time they took in assuring me I
would be fine.
Friendly, efficient staff.
FRRS. Care and attention shown to my husband after nasty fall.
The response to our 111 call was excellent as was the ambulance to hospital. Good work!
The ambulance paramedics were very kind and efficient, helped my husband and were very good to me too (his
carer).
Ambulance service arrived promptly. The crew members were professional and gave all the help they could.
Very prompt and attentive.
I had to have help, my husband came home from local town ill and chose to lie on the hall floor because of
dizziness. I didn't know the number my daughter told me, as I am partially deaf and didn't understand what I
needed to press so I found it challenging but got through it in the end.
Marvelous. Rapid response. Excellent care. Patient and understanding.
Your ambulance crew was so kind and considerate of my wife's condition that it was an experience to see them in
action. A 5 star rating.
Ambulance staff were very helpful and caring.
Arrived in the timescale given. Professional but friendly. Explained what they were doing.
Experienced, curious, respectful, professional and well trained.
I was in need of medical assistance and the paramedic who came was reassuring, courteous and I felt completely
confident with his care.
Ambulance services came to my house unaware to me they were [unreadable comment] concerned about my well
being. Well done NHS. Where would we be without them.
Quick service. Efficient but very careful.
The 2 paramedics were helpful and considerate.
FFRS. My father had a fall at home (2 days after breaking shoulder) and I was unable to lift him. The team arrived
- got my dad up and comfortable and then the occupational therapist did assessment. Organised the equipment
service to come with aids and then contacted social services. My dad being 88 and main carer for my mum. This
kept them at home and together. A fantastic service.
Did not wait long for the paramedic to arrive and he was very professional and he resolved my fears that I wasn’t
suffering from a heart problem quickly.
The crew were totally professional.
They were calm and supportive, pleasant and friendly.
They listened to the patient and carried out a full examination.
They exuded confidence.
Although it was a response to a 111 call, and not an emergency, they gave time to help and advise the patient,
who did not then need to go to hospital.
well done in every way - polite, efficient, thorough and friendly
The crew who arrived to assist my elderly father (89) went beyond the call of duty by giving him a wash as I had
concerns he was not maintaining his basic hygiene. This was not the reason for the call, via 111 service, which
that he had been lying on the sofa for the afternoon and could not move his legs. The staff acted in a most caring
and professional manner along with good humour which helped the situation.
The ambulance people were kind and considerate. Very helpful and understanding. They responded very quickly
especially considering it's New Year. Thank you to all who helped.
We asked for advice and within 15 minutes the service was at the door. 2 very professional which was very good
for my hospital.
I'm an 86 year old lady, I have never had so much care and attention in all my life and I thank you all. God bless.
They were a great comfort to me, nothing [unreadable comment]. A big thank you.
Quick, respectful response - tests done and reassurance given. Couldn't ask for better treatment and care.
An excellent service.
Both staff were very helpful and very thorough during their visit to my home.
I was well looked after and told everything that was happening.
Excellent service, very professional and kind. 10/10 always.

Very quick and excellent service.
Excellent attention. First class service.
The ambulance men were kind, considerate and reassuring.
Prompt attention when called for. It's the best in the world. Kind, caring, humane staff with great knowledge,
experience and ability to deal with all that life hands out to them. Greatest respect to all of them.
The people you employ are very good at what they do. They really care about doing the best they can. They
involve the family and listen to what they say. I support and care for my husband, they are one of the few
professionals who listen to me and treat me with respect instead of like an idiot. Thank you.
Rapid response, very thorough and courteous examination and helpful advice.
Told by the 111 service that it may take up to 2hrs for an ambulance to arrive. The team arrived in about 30 mins.
The staff were very efficient and gave my wife a thorough examination. They were both helpful and courteous.
Very professional, actually listened. Here at my address within 5 minutes of the call. Gave excellent advice.
Generally caring. Excellent team.
I had fallen out of the bath on the Friday night and on Sunday I was very dizzy and affected. The ambulance crew
were very kind and didn't rush me. They were funny too but also very efficient as they assessed my symptoms.
Gave me reassurance and kept me calm.
Prompt arrival of the ambulance. Paramedics could not do more to help.
The medics were first class. They made me feel comfortable, reassured me and gave a good examination.
Vert helpful, calm and reassuring staff. Efficient and fast response. Spoke to patient with learning difficulties with
respect.
Everyone was so helpful and kind, we couldn't have any better help and advice.
Professional and excellent service.
My family tell me I was very ill and think all medical staff and all who work for the NHS do a very good job. Well
done to you all.
Fast, efficient, quality service - good advice and aftercare information. Ambulance crew made us feel totally at
ease and could not have been more helpful. We felt extremely happy that our daughter was safe in their hands.
Professional and respectful. Nursing home.
Dedication to the patient.
Extremely efficient and friendly service.
Very good and thorough patient care.
Excellent service.
Efficient.
The family rang 111 for advise. After taking details, an ambulance was recommended. The ambulance arrived
within the given timescale. The crew were professional and caring. They gave good advise.
The ambulance man was really helpful. He checked me over and arranged for a district nurse to visit.
The ambulance crew was very good.
Get on well with them.
Very pleasant and helpful pair.
Both paramedics were kind in manner and proficient in the care given to me. Helpful advice. Very pleasant, putting
me at ease.
The person who answered the 999 call was helpful. Rapid response. The 2 paramedics were excellent.
The service given was extremely efficient, the paramedics were both helpful and courteous.
First class response. The staff were very good. Good examination given.
They were pleasant, professional and helpful. They were very good and caring. My wife and I were very grateful to
them.
Very helpful and very nice.
Gave me a full examination and fully explained everything to me what was wrong, which gave me peace of mind.
2 lovely girls and I thank them so much for their help.
The 2 paramedics did tests on my heart pulse etc. They were very cautious and friendly. I could not fault it at all.
The people who came were excellent and we were delighted with them.
My mom fainted and banged her head. The team did a thorough examination of her and made me feel at ease. A
fantastic job and I cannot thank them enough. Thank you.
The service was excellent - providing Zimmer frames, commodes, chair, bed rail etc. for my mother after her fall.
This equipment has not only enabled my mother to move around better but has also speeded up her recovery. We
are very grateful for the fast efficient and excellent service.
Very polite and professional. felt safe and well looked after.
Well done in every way. Polite, efficient, thorough, friendly.
Polite, concerned.
FRRS. It was a rapid response and an excellent care team explaining everything clearly and putting me at ease.
The service from the medics was fantastic, just getting myself sorted.

FRRS - excellent service
Staff were excellent very professional very caring and gave us reassurance
Rang for advice, 111 sent ambulance which I knew I didn’t need, however thankful for his visit and advice
Very attentive, pleasant and caring.
The team arrived very quickly and did everything they could to diagnose and solve Mam's problem. Everything
was explained fully and they were professional and caring.
The NEAS service is top class. They have wonderful paramedics who are very dedicated and do a fabulous job.
Excellent and sympathetic drivers, very thorough in their jobs.
Excellent service, great people who put me at ease.
Ambulance response was delayed, other priorities but once it arrived, the 2 crew were nothing short of excellent.
Helpful, cheerful, reassuring, competent and thorough, they dealt with the situation most professionally.
They were really good and I couldn't wish for better treatment.
Helpful and reassuring.
Very good and prompt service.
Excellent service.
The young man who took my call was patient and helpful and acted urgently on my behalf. The 2 lady ambulance
drivers were kind and friendly. Also they were helpful to my disabled husband who is totally dependent on myself.
Came very quickly when I needed help.
Paramedics gave me a good examination, very satisfied with them.
I would strongly recommend your service to family and friends. I work on a busy ward and we rely on your
services, no complaints whatsoever, good job well done.
Very efficient care, quick and with understanding. Sorted problem without any fuss. Came to carry on at home.
We are so lucky to have talented and caring people from ambulance staff. Thank you.
Being of the older generation with several medical conditions, I have been in hospital several times plus daily
appointments and have full confidence and appreciation of paramedics and drivers for their professional and
caring manner.
Arrived quickly and looked after me well.
I was there when the team attended due my mother falling and I was very impressed both with the paramedics
and the occupational therapist. It's an excellent idea to have both attend instances such as this to ensure a more
adequate action is taken as well as relieving the strain on hospitals.
I was totally stressed by my condition. The paramedic knew exactly what to do and just asked questions calmly
and got on with the treatment.
Paramedic who called to my home was very polite. He was very reassuring. Even though I didn't need to go to
hospital, he told me I did not waste the emergencies time.
The paramedic was friendly and gave my Dad a good going over, very helpful.
Excellent service allowing my mum to remain in her home.
Professional and caring staff.
We have had this service before, everyone was kind and helpful. Patients are treated with dignity and patience.
Prompt attention and thorough examination.
On arrival treatment was first class.
Because the crew that came to me were thorough, reassuring, patient and very cheerful. Thank you to them both.
Response time to the incident and the manner in which every step of the examination was explained clearly and
professionally with an excellent bedside manner.
Ambulance took over 2 hours to arrive.
Personal excellent, caring, pleasant, helpful and reassuring not only to patient but also those caring for the patient.
The paramedics were great, very helpful, explained everything, phones for the doctor.
Friendly and did the job properly.
Very reassuring. Explained everything, very kind to an old woman. Very professional.
Staff member was helpful and informative.
So helpful and attentive. Nothing was too much trouble. Couldn't fault the service we received.
Very good at job, also putting people at ease.
Because I received excellent treatment from the paramedics who attended.
The three paramedics who came to see me were excellent, they did what they had to do, explained everything to
me. They were all lovely.
Brilliant service as always. Reassuring, polite and respectful. Very understanding. The information and care given
second to none.
Two female paramedics came to my place of work, I was suffering from chronic back pain and unable to walk. One
of them was lovely. She was calming, helpful and understanding. The other one was awful to me. She was rude,
abrupt, uncaring and unsympathetic. This was noted by the other people who were there and not just me. She
needs a career change!

Scheduled Care
Friends and Family Test Survey

January 2019

96.6%

Likely or extremely likely to
recommend us to friends or
family

Free Text Comments
Positive themes = 94.2%
Top positive
themes

Timliness and
Access to Care

Negative themes = 5.8%
Quality of
care/service

Quality of staff /
professionalism

 Would reccomened this friendly caring service to everyone
team of professionals
Positive
free text
Comments

 very good service I got from all voluteer porters from start
to finish
 Door to door transport.PTS staff are extremely caring and
helpful and it makes a worrying time for patients much
easier to cope with

Scheduled Care
Friends and Family Test Survey

January 2018
Number of Responses
Online Surveys

27

Electronic Tablet Surveys

91

Total: 118

Activity

52,407

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

114

96.6

-1.3

Extremely Likely

82

69.5

-0.7

Likely

32

27.1

-0.6

Neither likely nor unlikely

1

0.9

+0.9

Unlikely

0

0

-2.1

Extremely unlikely

0

0

0

Don't know

3

2.5

+2.5

Extremely Likely and Likely

Trend Graph

Free Text Summary
Free Text
Comments
Relationship
Themes
1 Emotional
Support
3 Quality of staff
/professionalism
Transactional
Themes

6 Timeliness and
access to care

8 Facilities

Positive Total

Count

%

22

22.7

4

4.1

18

75

36

4

Negative
Total
Count

37.1

6

4

11 physical
Comfort & safety

1

1

12 Quality of Care
/ Service

27

27.8

13 General

7

7.2

Total

97

94.2

6

Positive Total

Negative
Total

Code

Count

%

Count

%

Caring

1.2

4

4.1

Good/Excellent Staff

3.2

10

10.3

Friendly staff

3.3

3

3.1

Helpful staff

3.5

3

3.1

Good volunteer

3.7

2

2.1

Late/on time for appointment

6.1

3

3.1

Quick Response Ambulance

6.2

1

16.7

Collection times post appt
I need the service to access
my appointment
Transport meets my needs

6.6

3

50.0

6.11

33

34.0

8.2

4

4.1

Not able to have an escort

9.4

1

16.7

Taxi provision

9.5

1

16.7

Comfort

11.3

1

1.0

Good /excellent service

12.1

24

24.7

Reliable/ Trustworthy

12.4

3

3.1

General

13.1

7

7.2

97

100

100

66.7

4.1
2

Sub

%

18.6

77.3

Sub Codes Description

33.4

5.8

6

Narrative
 The FFT score for the number of patients likely or extremely likely to recommend the service is
96.6% a decrease of 1.3% compared to the previous month
 The FFT score for patients unlikely or extremely unlikely to recommend services is 0, a decrease
of 2.1% compared to the previous month
 We received 118 responses, 71 more than the previous month.
 Numbers are too low to comment on geographical representation
 The number of completed journeys was 52,407, 7,658 more compared to the previous month
 97 (94.2%) of free text themes were positive, 5.8 more compared with the previous month. The
main positive themes were qtimeliness and access to care, quality of care/service and quality of
staff/professionalism
 6 (5.8%) of free text themes were negative an increase of 5.8%.
 Demographics, Gender: 50% Female, 45.7% Male; Age: 62.2% over 65, 15.5% 45-64, 2.2% 1644 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 nonChristian faiths and 39.1% prefer not to say; Ethnicity: 80% White British, 20% prefer not to say.
 National comparative data for December 2018 indicates we are the 7th out of 11 organisations and
3rd in the NHS Ambulance sector for response rates. We scored 98%, 6% above the national

average for NHS organisations for the number of people who are likely to recommend us to
patients. 2% of patients would not recommend our service to friends and family which is 1% below
the national average.

Free Text Comments
Good staff clean vehicle
Use regular no other way to get to hospital
Don't drive so can't get to hospital otherwise
needed for cancer treatment
Felt really ill on transport staff comforted me
Great free service that gets me in all the time for dialysis. I get to know the staff and they provide great care
and treatment.
Good service that always get me in on time for warfarin
Firsthe time been out in a while
No busses running so needed transport
No other forms of transport
In wheelchair need service
can't see so need pts
Transfered hospitals
Would reccomened this friendly caring service to everyone team of professionals
Need ambulance as in bariatric chair
Need pts for physiotherapy regular
Cost effective
one off appointment
Can't wait bare
95 year old need transport
got parkinsonsome can't drive
Transfered from hospital to home
Amputee so need pts
Dialysis patient need transport
Routine appointment
Need it for dialysis 3 times a week
amputee
Need for regular hospital visits
Had to wait 3 hours but no other way of getting here
Regular user for physiotherapy
Broken leg need transport
Amputee
Dementia patient
Discharged from a ward
Regular user for chemotherapy
Wheelchair user
Have cancer need transport
Need for cancer treatment
Lovely staff
service recivce today was good
service was excellent
good
service out of this world
service I got today was good would rate it 10 out of 10
I was told by a voluteer porter that I need the chemist and told me to book y trasport when I was fished in
phamcy they were very helpful
Friendly
Severely disabled
walker just can't drive one off appointment

Amputee need pts
Disabled no family to take me
Servery disabled wonderful crews
Used while banned from driving on medical grounds
Yearly checkup wonderfully crew
Don't know if need another appointment as just needed xray
Severely disabled need transport
severely disabled
Friendly staff take mind of appointment
No other way of getting to hospital great service also
Need for dialysis 3x a week
Good day out for cancer treatment
Wheel chair user. Excellent service
on time always
good service provided
Valuable service
good driver
Couldn't thank staff enough for taking care of me
Only criticism I can say is sometimes I can wait upto an hour to get picked back up after my appointment,
which am only in for 10 minutes max.
great reliable service
service is a credit to the service
no just the service was good that I received
very good service I got from all voluteer porters from start to finish
keep it up
Staff are good. Communication regarding home collection poor. Waiting time to go home appalling. You seem
to go anywhere but Blyth first. I see ambulances and cars sitting waiting for ages and leave with no-one in or
only one. I was also advised my wife could not come but on 4 separate occasions have been in the
ambulance with married couples!!!!!
Very good treatment on a long journey to Elgin
I recently need Dialysis treatment 3 times per week. A taxi from the company Phoenix comes to take me to
the Freeman Hospital. I wait for the driver to come to the door to let me know ha has arrived. My last
occasion I went out to see if the taxi was coming and it was sitting outside my yard gate. I asked the driver
how long he had been sitting there with his engine running, he replied 15 minutes. I asked why he had not
come and knocked on the door or rung the doorbell. He told me "it was not his job" I explained to him that
other drivers when they arrived came to the door and let me know they were here. Again he said "it was not
his Job". He told me he was not allowed to open the yard door and walk into the yard to my entrance door of
the house. I told him I needed assistance with my eyes not being good. He was not sympathetic and said
again "it was not his job" I told the driver I was not prepared to stand outside to wait if he was coming. If it
was raining I would get wet so he should come into the yard and knock or ring the doorbell. He told me that I
was telling him what to do and I should be quiet. He told me when I was not outside he phoned is office who
would give me a ring after he had waited for 15 minutes. I did not get a phone call. I just went out to open the
yard door on chance of the driver may be coming. He was sitting there with his engine running. None of the
drivers offered me assistance to get in or out of the cars each time I was picked up. I struggled to put on the
seat belt and again no assistance was given. I do not like using this company with the drivers not being very
helpful.
Very good service for patients who live a long distance from the hospitals. Occassional waits but not too long.
Usually get to appointments on time
It is a good service but sometimes long waits for the car home
Door to door transport.PTS staff are extremely caring and helpful and it makes a worrying time for patients
much easier to cope with
For people in rural areas far from hospitals the service is very good and reliable
Very good ervuce which is much appreciated
It provides a service fo patients from rural areas with no bus service
I have never beenlet down by the service the times i have used it. Always gotto appointments on time
A good service
Excellent service and helpful in every way.
Good service
The ambulance taxis is vital when you live so far from tbe hospitals.
It has been very reliable

111 Service
Friends and Family Test Survey

January 2019

89.1%

Likely or extremely likely to
recommend us to friends or family

Free Text Comments
Positive themes = 90.1%
Top 3 positive
themes

Quality of
care/service

Negative themes = 9.9 %
Quality of
staff/professionalism

Timeliness and
access to care

 The service was immediately available. The questions
were clear and appropriate and positive advice was
provided.
Examples
Positive free text
comments

 The service from your call handler was second to
none. Gave me such good advice on how to handle
pain and contact hospital straight away.
 They are really nice, my English not very good they
always explain all the questions for me.

111 Service
Friends and Family Test Survey

January 2019
Number of Responses
Postal Surveys

56

Online Text Surveys

45

Total

101

Activity
Number of 111 calls (answered)

84,662
Number

Percentage

% Variance
from previous
month

Extremely Likely and Likely

90

89.1

+6.4

Extremely Likely

68

67.3

4.1

Likely

22

21.8

2.2

Neither likely nor unlikely

2

2

-3.8

Unlikely

3

3

-6.2

Extremely unlikely

4

4

+1.7

Don't know

2

2

2

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

Negative Total

Count

%

Count

%

47

28.7

1

5.6

16

9.8

Relationship
Themes
1 Emotional
Support

3 Quality of staff
/professionalism

5 Kindness and
compassion
Transactional
Themes
6 Timeliness and
access to care

7 information
communication
and education
8. Facilities
9 Co-ordination
and integration of
care

12 Quality of
Care / Service

30

18.3

1

0.6

117

71.3

17

8

12

60

10.4

4.9

7.3

1

17

4

4

5.6

Sub Codes Description

Sub
Code

Positive Total
Count

%

Count

%

7.3
2.4
1.2
4.3
3.7
1.2
6.7
1.2

1

5.6

1

5.6

1

5.6

2
3

11.1
16.7

1

5.6

1

5.6

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

1.1

3.6

12
4
2
7
6
2
11
2

Compassionate

5.2

1

0.6

Quick response – 111
Quick response Ambulance
Ease of use
Called back
Good advice
Good explanation
Inconsistent info
Communication with
patient
Transport Provided
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

14

8.5

1.2
3.1
3.2
3.3
3.4
3.5

Negative Total

94.4

22.2

22.2

1

5.6

4

22.2

36.6

13 General /
Other

16

14 Triage
Process

4

2.4

4

22.2

164

90.1

18

9.9

9.8

6.2
6.3

3

1.8

6
1

3.7
0.6

6.10
7.1
7.2
7.3
7.5

1

0.6

8.1
9.1

11

6.7

2

11.1

9.2

1
29
11
13
6
1
12
2
2

0.6
17.7
6.7
7.9
3.7
0.6
7.3
1.2
1.2

2

11.1

1
3
18

5.6
16.7

12.1
12.2
12.3
12.5
12.7
13.1
13.2
13.3
14.1
14.2

4
164

2.4

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 6.4% to 89.1%



The number of patients unlikely or extremely unlikely to recommend the service to friends and
family has decreased by 4.6% to 7%



There have been 101 responses, (56 text and 45 postal) which is 13 more than the previous
month



The number of answered calls has decreased from the previous month by 4,280 to 84,662



164 (90.1)% of free text themes were positive, this is an increase of 6.8% from the previous
month. The three most popular themese were: quality of care/service (36.6%); Quality of staff
and professionalism (18.3%) and Timeliness and acces to care (10.4%)



18 (9.9%) of free text themes were a decrease of 6.8% from the previous month. The main
themes were:), Timliness and access to care (22.2%) Information, communication and
education (22.2%) Tiage Process (22.2%) Co-ordination and integration of care



Demographics, Age: over 65 – 32.4% 45-64 – 26.9%, under 44 years old – 38.7%; Gender:
male 33.3%, female 64.5%, White British 96.7%, Asian/Asian British 2.2% Prefer not to say
1.1%, Disabled: 33%, Christian 55.7%, no religion 27.3%, Heterosexual 83%, LGB 3.4%.

Free Text Comments
The call handler was very confident and reassuring.
Person on the phone was polite and asked appropriate questions and was able to book an appointment with a
GP straight away .
The GP who attended to me as well was very professional and knew exactly what he was talking about .
Staff are rude and very abrupt she also put the phone down on my and had a attitude problem from the word
go no need for her attitude to ppl that are not well and suffer with ment health problems
They were quick, efficient and got me the help I needed
I was treated on the same day and did indeed need an antibiotic. Staff were proactive and friendly. However,
would have been much more efficient to be able to collect meds from hospital.
Helpful
I had a water infection that was causing extreme pain after ringing 111 they booked me an appointment at
Houghton health centre which the service was fantastic the 111 service I have found to be extremely helpful to
my self and have friend and family that the service has been equally very helpful too
It's an ok service but because of my complex needs ever time I call I'm told I need an ambulance
friendly fast helpful
Excellent service
Brilliant with everything have excellent advice and help
Fabulous service, quick and easy to use resulting in getting treatment within a few hours. Already
recommended to mum. Most of the time I ring my surgery I am 5 in queue taking 40 mins to even answer the
phone and don’t even get an appointment that day sadly.
They have helped me and my family in the past .
Matter deslt with quickly and efficiently
efficient and pleasant and calming xx
It was my first time to use this site so did not know what to expect but it was staigt forwarder and good
The questions I was asked were irrelevant to my condition (pregnancy vomiting, being asked about alcohol and
poisons, then given advice on how to prevent others in my family catching it)! The staff member recommended
seeing a pharmacist. I subsequently went to urgent care and was admitted for iv fluids.
Excellent service
Professional staff
The staff are always friendly and so helpful and sympathetic to your needs! Very well trained!!
Reassurance during my panic attack really helped
It’s the only out of hours to ring in not an emergency
Because they got my daughter straight in for a doctors appointment on the night when my doctors was closed,
quick, easy and very helpful
Service is useful
I was told by the gp that caled me bk that my local south tyneside hospital had shut to children past ten and I
was referred to north Shields which is through the tunnel. I have no transport and this was incorrect information
as my local hospital is open until april to children. This information should not be given out yet. And my local
hospital from April will be sunderland
They can be helpful at times.
The two ladies were lovely, caring and very helpful.

I was given wholly unsuitable advice.
Efficient and caring attention given.
Fast and efficient, professional.
They are really nice, my English not very good they always explain all the questions for me.
Always helpful and get the outcome we need.
The phone was answered and details taken very professionally.
Prompt and efficient service.
There is no alternative to the above mentioned service.
The 111 service was able to get an appointment for me.
We work in a care home and use this service quite often.
Helpful staff.
Efficient, helpful, pleasant staff.
The doctor called the number from the surgery not us.
I got the help I needed. Thank you for all your hard work.
Got all of the information I needed
Call handler was very helpful, an appointment was made with OOH Gp seen within two hours
Efficient and professional
Sent me to hospital
It's a good way to get an out of hours appointment and always a good idea to make sure u receive the correct
level of care
very helpful, acted on the situation immediately, very calming and friendly
The 111 service does not provide transport home through the pts. Had I not been "lucky enough" to be classed
vulnerable I would have been stranded miles from home and my condition would have been much worse.
Quick efficient service
Took 4 hours to come!!
I called with extremely servere tooth ache, I was told I would receive a call back very quickly as I was pacing
the room with an elevstrf heart beat. I had taken all the pain relief possible.
I received the return call back 6 hours later, when I had managed to get to sleep, it was 11pm, after phoning at
5pm.
The woman I spoke to couldn't have been more helpful, I had a pregnancy related problem, I was getting
numbness in one of my legs and I was concerned if it could have been a blood clot. She went through her
questions and chose to speak to A clinician given it was a bit more complex since I was pregnant. She made
an appointment at my nearest A&E so that I could get it looked at. Excellent and compassionate service I know
the call handlers aren't medically trained but I have a great amount of trust in their ability and resources to point
me in the right direction.
Quick and efficient.
I have always had good service from NEAS and response was always prompt.
I had take one too many of my medications and required advice.
Efficient.
Informative.
Good service to have available when doctors and dentists closed.
Because if you can;t get them to the hospital then they need to ring for advice, then you will decide if need
ambulance.
Very helpful and resolved my query.
A;though I was a bit sceptical of why I had to answer so many questions, I understood at the end.
It was a weekend and I used the service before for my great grand daughter and was very satisfied.
Quick to answer and very helpful.
Very helpful, better than my own GP.
Very useful and they do a very good job.
Very polite and helpful people.
Because of their efficiency.

Effective.
There when you need them.
Quick out of hours access to a medical service without having to sit for hours at walk-in centre in A&E.
They got us to the right people.
Efficient.
I spoke to someone straight away.
Good, effective and prompt service.
My elderly mother was unwell.
The service from your call handler was second to none. Gave me such good advice on how to handle pain and
contact hospital straight away.
I was connected really quickly. The person I spoke to was both professional and compassionate. When they
had to put me hold they were polite and quick. They eased my mind when I was in a lot of pain. They did a
great job.
The crew on ambulance were very good and helpful.
Call handler couldn't help, had to wait for call back.
Good service, 10/10.
The service was immediately available. The questions were clear and appropriate and positive advice was
provided.
Swift response, courteous staff, helpful advice.
Call handled very efficiently. Advised to visit pharmacy which dealt with the problem.
Thank you all
Over the Christmas period this can be difficult to collect meds. Possibly a chemist on site in the near future will
resolve difficulty for some patients, i.e low income and the elderly.
Every thing 111 spoke with confidence to put my mind I would be dealt with Correctly and efficiently which I
definitely was
very helpful and advised me to await a call from the doctor. some questions seem irrelevant but I know why
they must be asked. grateful for the peace of mind.
Advice and appointment with walk in quickly.
in was worried about my daughter and she assured me that i wasnt overreacting by calling which calmed me
down and she was really pleasant. o
All good happy how easy it was
See previous comment
Fantastic service
I was given reassurance that my child would be ok. The call handler was understanding and talked me through
everything and really put my mind at ease. I’m so pleased she was so sympathetic to what had happened and
she calmed me down and put me at ease!
Thanks so much!!
I was in poor state after drinking during venlafaxine withdrawal and starting new blood pressure meds.
I dont remember a lot of the conversation but do recall the advisor being non judgemental and really helping.
Was sent to a chemist to see an advance pharmacist. He told me I should be seeing a doctor and then went on
to sell calpol
The fact that my daughter was in with a doctor within the hour
They made me a cup of tea. They talked to me and made me feel a lot better. They never left me until they
made sure I was OK.
I was told to take Naproxen after specifically telling the call handler I could not use it due to severe asthma.
The service dealt with me in a caring and sympathetic way.
Try to send us to nearest health care please.
Very knowledgeable and clear when explaining next steps.
They phoned me back with an appointment time and place which was within a few hours. I was very reassured
by the person on the phone. When I attended my appt, I only had a short wait before I was dealt with.
Dissatisfied - the program used by the handler did not pick up relevant help. It was an off-putting experience.
Subsequently I went to see an out-of-hours doctor and was prescribed a course of antibiotics.
Prompt answering and resolving of the problem.

A couple of times we have been told to attend Bishop Auckland Urgent care. When we have arrived we have
then been told to go to Darlington Hospital.
When we phoned 111, it was for an emergency appointment with doctor. Was told to visit pharmacy where we
would be seen by pharmacist and they would be able to prescribe AB for my mother. All of which was rubbish,
was told by pharmacist this was not true and they could not give out AB. I must phone back and could be sent
anywhere.
Quick, helpful.
Satisfied with everything.
The lady nurse I spoke to used her own experiences to help reassure me and give me information
They sent us to very caring medical staff
All of it
After making me an appointment within 20min the operator read a large script about care between now and my
appointment. This was unnecessary and time consuming which almost resulted in me being late for my
appointment. However the operator got me the appointment which was needed and this resulted in my
condition improving slightly so still good overall
The call handler was friendly and compassionate. Couldn't have been happier with the speed of service, the
level of care and the speed at which my concerns were resolved. The call handler I spoke to is truly an asset to
the NHS.
I have contacted them on a few occasions regarding a very ill person. Response was helpful and prompt.
As a potential overdose, it was handled with a sense of urgency and resolved quickly which calmed any fear I
had and put to rest any potential follow-up. Very satisfied.
Took too long.
I was satisfied with the service because the call handler was able to arrange a call back from a nurse/ medical
expert, who was able to discuss my problem and give me assurance.
I gave the handler a brief synopsis of the situation, but still had to answer too many questions - some of which
were irrelevant.
I was satisfied as it provided advice which took me to a suitable professional. His discussion put my mind at
ease, that the problem had almost run its course and would be cured in a few days.
The adviser was very professional and quick to give me good advice to help m,y illness before a doctor could
call back. She was also very comforting during my [unreadable comment] illness. The doctor was very much
the same.
About what I expected.
Very helpful and got me seen by a doctor who prescribed the correct medication.
I think they do a very good job. Thank you.
They gave me help and advice.
It doesn't matter if it's the weekend or a strange time, they always get me sorted out.
They were very efficient and pointed me in the right direction and to the right people.
They were calm, experienced and very helpful.
Felt lucky to have such a system at our disposal.
Because of my mother's age, the doctor was sent for home visit.
I was put at ease within minutes and advised to go to A&E but through ringing 111 was seen too much quicker
than normal. Call handler very good and even called me back to make sure I was OK.
All positives. Speed I got through way the person I spoke to was attentive, professional, put me at ease and
arranged an appointment for me even though it was Christmas day. They made a pretty miserable day easier
to deal with. I can't praise them enough.
While I appreciate the need to triage calls, I felt we were asked questions repeatedly to ascertain the severity of
breathlessness experienced by my husband and this resulted in a phone call on the same day from a
community matron, who could offer no advice at all. What was really required was speaking to a doctor or a
home visit.
Once call was answered the call handler gave basic advice, take painkillers which was already happening. The
call back was what I needed, information as to where I could go to be seen by the emergency dentist. However
the on-duty dentist was rude and off-hand, very unhelpful, stronger antibiotics were needed but not prescribed.
Staff are patient and direct. They show understanding and appreciate my concern, very reassuring.

Social Media Update January 2019

Patient/Community Engagement – January 2019
Date

Event

Details

14/01/2019

Hexham Army Cadets

Hexham

15/01/2019

School

AED/CPR Awareness

23/01/2019

Blackwell Tennis Club

AED/CPR Awareness

28/01/2019

Whickham Practice

Trans inclusion Workshop

28/01/2019

Parkside House School

Role of a paramedic

28/01/2019

Hart Village hall

AED/CPR Awareness

30/01/2019

Howden le Wear

AED/CPR Awareness

30/01/2019

Stillington Village Hall

AED/CPR Awareness

30/01/2019

Sunderland international Bangladeshi
Association

Service Awareness and Recruitment

30/01/2019

St Bedes Jarrow

General talk about the service

31/01/2019

St James Park

Recruitment fair

Patient Transport Service (December 2018) National Comparative Data
Total
Respons
es

Total
Eligible

%
Recomm
ended

% Not
Recom
m
ended

Extremel
y Likely

Likely

Neither

Unlikel
y

Extremely
Unlikely

Don't
Know

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST

1,778
1,630
1,778
378

1,141,657
1,107,351
1,141,657
21,140

93%
92%
93%
95%

3%
4%
3%
2%

1,099
972
1,099
168

547
532
547
190

54
51
54
12

37
36
37
7

25
24
25
1

16
15
16
0

IMPERIAL COLLEGE HEALTHCARE NHS TRUST

319

25,894

93%

4%

81

216

8

7

6

1

LONDON AMBULANCE SERVICE

230

4,466

87%

5%

167

32

19

8

3

1

YORKSHIRE AMBULANCE SERVICE NHS TRUST
EAST MIDLANDS AMBULANCE SERVICE TRUST

0
47
59

68,270
44,749
716,905

NA
98%
90%

NA
2%
7%

0
33
52

0
13
1

0
0
0

0
1
4

0
0
0

0
0
2

WEST MIDLANDS AMBULANCE SERVICE NHS FT

127

41,714

92%

3%

90

27

4

2

2

2

EAST OF ENGLAND AMBULANCE SERVICE TRUST

419
41
10
148
1,778

115,759
934
67,520
34,306
1,141,657

93%
98%
30%
96%
93%

3%
0%
70%
1%
3%

343
35
3
127
1,099

48
5
0
15
547

7
1
0
3
54

6
0
1
1
37

6
0
6
1
25

9
0
0
1
16

Organisation Name
England (including Independent Sector Providers)
England (excluding Independent Sector Providers)
Selection (excluding suppressed data)

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/

Breakdown of Responses

Emergency Care Service - See and Treat (December 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)

235

205,306

94%

4%

205

15

3

3

6

3

England (excluding Independent Sector Providers)

235

205,306

94%

4%

205

15

3

3

6

3

Selection (excluding suppressed data)

235

205,306

94%

4%

202

14

3

3

6

3

LONDON AMBULANCE SERVICE NHS TRUST

2

27,935

*

*

*

*

*

*

*

*

YORKSHIRE AMBULANCE SERVICE NHS TRUST

2

16,865

*

*

*

*

*

*

*

*

NORTH EAST AMBULANCE SERVICE NHS

128

9,554

99%

0%

119

8

0

0

0

1

WEST MIDLANDS AMBULANCE SERVICE NHS

15

33,558

100%

0%

14

1

0

0

0

0

EAST OF ENGLAND AMBULANCE SERVICE NHS

20

24,918

95%

0%

19

0

1

0

0

0

NORTH WEST AMBULANCE SERVICE NHS TRUST

33

26,844

79%

15%

22

4

1

2

3

1

SOUTH WESTERN AMBULANCE SERVICE NHS

11

27,927

91%

9%

9

1

0

0

1

0

SOUTH EAST COAST AMBULANCE SERVICE NHS

0

575

NA

NA

0

0

0

0

0

0

SOUTH CENTRAL AMBULANCE SERVICE NHS

16

16,349

69%

19%

11

0

1

1

2

1

Organisation Name

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

