
 

Friends and Family Test – February 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 

 

 
 
 

 

Service Responses 
% 

Recommended 
% Not 

Recommended 

Unscheduled Care - 
See & Treat 

139 97.8 1.4 

Scheduled Care (PTS) 69 100 0 

111 Service 81 81.5 9.9 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

February 2019  

    97.8% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.1 % Negative themes = 1.9% 

Top positive 
theme 

Quality of 
staff/professionalism  

Quality of 
care/service 

Emotional 
Support 

Positive     
free text 

Comments 

 The crew were extremely efficient.  Identified what was 
wrong  and got to work immediately.  I was extremely 
impressed throughout. 

 Arrived very quickly, very polite, efficient and professional.  
Friendly attitude which made me feel at ease and in 
capable hands to help me. 

 The service I received was outstanding. The 3 members of 
staff who attended were exemplary, with very high skill 
levels. Thank you. 

   



  

 

 

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

February 2019 
 

Number of Responses 

Online Surveys  8 
Total: 139 

Postal Surveys 131 

Activity   

Number of see and treat patients for the month 8,506 

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  136 97.8 -1 

Extremely Likely  125 89.9 -3.1 

Likely  11 7.9 +2.1 

Neither likely nor unlikely 0 0 0 

Unlikely 2 1.4 +0.2 

Extremely unlikely 0 0 0 

Don't know 1 0.7 +0.7 

Trend Graph 

 



  

 

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 81 52.2 1 33.3             

1 Emotional Support 23 14.8     
Reassuring/put at ease 1.1 11 7.1     

Caring 1.2 12 7.7     

3 Quality of staff 
/professionalism 

51 32.9 1 33.3 

Knowledgeable 3.1 2 1.3     

Good/Excellent Staff 3.2 30 19.4     

Friendly staff 3.3 7 4.5     

Understanding 3.4 1 0.6     

Helpful staff 3.5 11 7.1     

Attitude 3.6     1 33.3 

5 Kindness and 
compassion 

7 4.5     Kindness 5.1 7 4.5     

Transactional Themes 74 47.8 2 66.6             

6 Timeliness and 
access to care 

24 15.5 2 66.6 Quick response - Ambulance 6.2 24 15.5 2 66.6 

7 information 
communication and 
education 

3 1.9     Good explanation 7.2 3 1.9     

12 Quality of Care / 
Service 

41 26.5     

Good /excellent service 12.1 15 9.7     

Helpful  12.2 4 2.6     

Efficient 12.3 1 0.6     

Good outcome 12.5 1 0.6     

Good care 12.7 20 12.9     

13 General / Other 6 3.9     

General 13.1 4 2.6     

General Neutral 13.2 1 0.6     

Thanks  13.3 1 0.6     

Totals 155 98.1 3 1.9     155   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 by 1% to 97.8% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend the 
service has increased by 0.2% to 1.4% 

 Returns have decreased this month by 34 to 139 

 The number of See & Treat cases have decreased by 982 to 8,506 

 98.1% of free text comments were positive. The three main themes were quality of staff and 
professionalism (32.9%), quality of care and service (26.5%) and emotional suport (14.8%) 

 1.9% of free text comments were negative. 

 Demographics, age: Over 65 years 76.8 %, 45-64, 12%, 25-44, 8.5% Disabled 72.7%; Gender: 
Female 52.5%, Ethnicity: White 90.1% White Irish/Other 4.2%,  Data is only collected for sexual 
orientation and faith online for this survey. Heterosexual 100%, Christian: 62.5%,No religion 
37.5%  The number of responses was very low to both questions (8 responses)  

 National Comparative data for January 2019 indicates we are the highest out of 11 organisations 
for response rates, we collected 59.8% 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 (98%), 4% higher than the national average. We are second (3 organisations 
record 0%)  for the percentage of patients said that are unlikely or extremely unlikely to 
recommend our services 1%, 2% below the national average. 



  

 

Free Text Comments 

 

The service was fantastic helped my 14 year old son.He was scared and stressed as he has never had these 
symptoms before an s was fearing the worst. They explained what they were doing and how they were going to 
help him which helped him calm down and feel a little at ease. They were professional, kind and caring from start 
to finish, I would recommend their service anytime. Great job and well done they are a great asset to your team. 

if someone is semi conscious and requires medical treatment at the weekend the Ambulance Service is the only 
safe option. The ambulance was sent after calling 111 and going through medical questions regarding the 
casualty. 

The 2 paramedics that attended were very helpful and kind to my husband who was quite upset at my condition 
as I am not the one who is usually ill. They were both great. 

Attendee very professional efficient caring and prompt. 

They do a fantastic job! 

First class service by 2 wonderful people thank you. 

FRRS. Quick deployment, swift to assess conditions, explained everything in detail, respectful manner 
maintaining casualty's dignity, followed up with courses of action for improvement in the future. 

Excellent service. 

Caring, knowledgeable, courteous team members. Good at explaining what they were doing and why. 

Everyone was very professional and I was treated with respect and dignity at all times. 

The ambulance men were extremely caring, pleasant, patient. 

Your staff were top class. 

Capable. 

Very helpful. 

Because I found the team good and very informative and helpful. 

Very helpful. 

the PMs were very efficient, helpful, well organised. 

Paramedics were excellent, but the length of time we had to wait for them to arrive was far too long.  (5 hour 
wait). 

The crew were extremely efficient.  Identified what was wrong  and got to work immediately.  I was extremely 
impressed throughout. 

Ambulance crew very friendly and supportive.  Extremely understanding of my health issues.  I was thoroughly 
checked by the paramedics and they made me feel at ease throughout.  Thanks. 

Arrived very quickly, very polite, efficient and professional.  Friendly attitude which made me feel at ease and in 
capable hands to help me. 

Paramedics who came were polite and efficient. They answered all my questions in terms I could understand. 

Caring service. 

Very caring, considerate and thorough service was excellent.  Response time excellent. 

Information was very clear and was very helpful.  Very informative and very thorough and felt very confident I 
was OK. 

I was pleased with the outcome. 

Friendly, courteous and competent. Excellent expertise and highly efficient. My opinion is that they are very 
professional and put people at ease. 

Care and patience were excellent. 

very kind and informative put my mind at ease. 

The ambulance arrived in the time described to me, and the two paramedics were brilliant. I can`t fault the 
service or the staff. 

Very professional and very friendly. 

The team were extremely patient, caring of my mother's needs, age, etc. Explained procedures more than once 
on occasion to make she understood and was happy with them dong what was needed. 

A very rapid response to a dangerously low blood sugar situation. Paramedics were very professional. Checked 
me over and stayed a short while until I recovered. 

I was shocked at the care and experience I was given. Put at ease. Brilliant, excellent, thank you for your help. 



  

 

I was so ill I needed to go into hospital. The first visit from paramedics the week prior I declined but was 
thoroughly checked out. A week later when I knew I had no option other than hospital, the paramedics were a 
godsend, one in particular was there on both visits helped me feel at ease and I can't thank him enough. He will 
never know how much he helped me. The only downside was that the ambulance felt like a bone rattler, but 
maybe that was because I was in so much pain and felt like the longest journey even though it was probably only 
10 minutes. 

The paramedic in attendance was excellent. Provided professional care and considerate to the patient. 
Unfortunately [name removed] made it perfectly clear she would rather be somewhere else and made a snide 
comment to her fellow crew member. Thankfully the fast response were also in attendance not just the 
ambulance crew. 

The paramedics were great. Very professional, friendly and did a great job. 

I received excellent care and they both were very kind and helpful. 

We live in a rural village. It takes 30 minutes to drive to our nearest A&E Department. I live on my own with 2 
children. Ambulance services are vital for emergency care. 

Do not know what we would do without them. 

Paramedics are very attentive and handled my hand injury professionally. My blood pressure was extremely low 
and they performed the ECG just to make sure everything was right before left. 

Your staff were very helpful and very pleasant. 

Excellent help from call centre staff and then from ambulance crew. Very helpful and reassuring. Too ill to leave 
the house, so house call very gratefully received. A doctor was arranged to call at the home for further 
assessment. 

The care and attention shown to my other who is 97 years and suffers dementia was second to none, and the 
questions I asked were answered so I understood and the advice on what I needed to do made me feel at ease 
with the situation. They were very polite and understanding. 

Second time I have had to use this service, very understanding, caring and professional service, extremely 
prompt. 

Put me at ease, very friendly, talked me through everything they did and very helpful in making me feel relaxed. 

They were very good even though I was feeling better when they arrived (three hours later) because they were 
very busy, thank you. 

They were professional, friendly and kind to my mum after a fall. They checked her over thoroughly and listened 
to her. 

The two paramedics who came out to me [names removed] were both very polite, pleasant, helpful and 
informative, put me at ease emotionally and my family too, very nice chaps who worked well together. 

As prompt an arrival as could be expected and friendly, professional approach and a thorough quizzing of factors 
involved. An ECG reading was acquired and reassurance given, along with medical advice. Greatly appreciated. 

Observed the treatment carried out for my mother, extremely good! Following all tests it had been identified 
"water infection" following her fall. Ambulance service arranged for GP to call to provide appropriate medication. 
This avoided admission into Cramlington Hospital. "Thank you". 

I am a disabled 75 year old. I fell into a garden pond and split my head. I had to stand 1 hour 40 minutes in wet 
clothes clutching my head with blood running down my head. The split was deep enough for my scalp to be 
visible. I informed the NHS of my age and circumstances. 

The crew that attended were very nice, helpful, reassuring and explained things. 

After calling 111 for advice they sent an ambulance. The paramedics came and looked after me extremely well. 
Took away my anxieties and left me with treatment advice and a care plan. Excellent service. 

Our daughter was poorly with a high temperature, rapid breathing and being sick. We were dealt with by 111 
who were very helpful. They sent out two paramedics [names removed] who were with us quickly and who were 
extremely lovely in helping our daughter and putting myself and husband at ease. They were very thorough in 
their checks and we can't thank them enough. 

FRRS. The two officers were kind and knowledgeable and were keen to give the best treatment. 

Paramedic arrived within 20 mins, he was very personable and put my daughter at ease.  

I was very satisfied with the way I was treated and the advice that he gave me. 

Two very calm and compassioante paramedics attended my 14 yr old daughter at 4am. Ther were very 
considerate and kind 

Kind, caring employees. 

Very helpful. 

Ambulance crew very helpful about my situation and [unreadable comment]. 

The paramedics arrived within 20 minutes and were brilliant with my little girl and really made her feel at ease. 

The ambulance service were excellent with my husband with his care. 



  

 

Very helpful. 

I found them very considered and helpful. 

I received prompt, efficient help and treatment. 

My husband is 88 year old with dementia and they were lovely with him. 

NHS direct helped me to decide if I needed an ambulance. Paramedics were great. Quick response. 

The team were soon here to assess the pain and problem were so reassuring and professional. 

They came very quickly and helped me when I was taken ill in the street. 

Prompt service. Very pleasant paramedics. Five star treatment. 

Efficiency of paramedics (excellent). 

The staff were friendly, professional and efficient. 

Very prompt and very understanding. 

Very caring. 

We have always had the best of care from all ambulance men. Our address is 47 Auckland Chester-le-St and we 
must say sorry that the ambulance came for us on the 12th February for his outpatient appointment as he was in 
hospital. But the hospital was told and they said they would let you know which they must not have done. 

Caring and considerate crews and they do everything to make you feel that you matter. 

The team was caring, friendly, attentive and reassuring. Thank you to the paramedic team. 

Very helpful when the ambulance staff came out. Unfortunately 3.5 hour wait but they were very busy. 

The best service I've had. A kind, respectful man who cares to look after me. And gives me advice on the future. 

The team were extremely efficient, caring, patient and most of all gave me their undivided attention. They did not 
leave until they were fully satisfied it was safe to leave me at home. Please pass on our thanks. 

Extremely helpful, nice people. Sorted my wife out, got her off the floor and back into bed. P.S. All your 
ambulances should carry an Elk Air Cushion as standard issue. 

Each time I have used the service when needed the paramedics have been professional, helpful and gone out of 
their way to help me. 

It is the best service in the world. You are all angels. 

Quick, very polite and considerate. Professional, easy to talk to. 

If when you wait ages for you if it not urgent, but you were great when you came. 

We did not have to wait very long before the paramedics arrived at our house. They were friendly, but very 
professional with their work. Things were explained to us and gave us the reassurance we needed at the time. 

Attended quickly. I couldn't go to outpatients as unwell and recently discharged from hospital. I was examined 
thoroughly in my own home and reassured that nothing was broken. 

Who else would you call for help? 

Request for assistance was answered promptly and treatment given efficiently. 

Within 15 minutes, arrived and sorted. 

The crew are very experienced-cheerful, thoughtful, patient and aware of your ailments/illness.  Cope very well, 
also cheer you up.  It is well known ambulance crew are well trained, well regarded and overworked.  Bless them 
all! 

Best [unreadable comment] we have ever had. They were very kind and made me feel comfortable. Thank them 
very much for me. 

Sometimes staff are impatient and don't like to wait on patients finishing meals - not normal ambulances only the 
ones that are sent for patients who can travel in  car and are fully mobile. 

The falls car came to help me when I fell.  I am so grateful that the collaboration between the ambulance service 
and occupational therapists enabled me to be admitted directly to a Supporting Independence Centre instead of 
hospital-the wrong place for me right now while I am convalescing.  The S.I. Centre is perfect.  Thank you so 
much for a fantastic service.  Both members of staff were exemplary. 

Excellent service. 

Very nice and helpful and patient. 

Paramedics very polite on entry to flat. Immediately looked at patient and asked appropriate questions to find out 
problem which was then dealt with followed up with treatment and then called care team for further advice which 
was given to patient. Very thorough with treatment and care. 

It was helpful to be reassured that I was fine and not having a heart attack just anxiety which is scary still. The 
paramedics were very patient and kind. 

FRRS. [Name removed] (paramedic) and [name removed] were very efficient and friendly. They were here within 
15 minutes of my phone call and put my husband and myself at ease in what had been for me a worrying 
situation. Many thanks to both of them. 



  

 

I had a fall in town and had quite a nasty head injury. Although I did wait over 1 hour for an ambulance to attend 
to me, I cannot fault the paramedic's care and attention he showed me. 

Very thorough examination. 2 lovely, people. Very caring. 

The lovely young paramedics put me at ease, very efficient angels. [unreadable comment] 

Such wonderful treatment: so swiftly and with such care.  Thank you. 

Patience, professionalism kindness of the two  paramedics. 

They came to flat very quickly. Care and attention to me was excellent. 

The crew were very helpful, caring and very, very kind. 

Service brilliant. 

The service was most efficient and courteous. 

Quick response; very reassuring team; very helpful and efficient. 

Excellent service but try not to add to their workload. 

Came quickly & the crew were so professional & got me to relax as I was worried about my Wife. 

Excellent treatment and aftercare advice. 

Very professional and caring; reassuring and thorough.  Felt comfortable.  Pleased that there is such a service- 
gave us a confidence. 

Very prompt response to our call.  Very rapid and correct diagnosis.  Pleasant and sympathetic team. 

Helpful, caring and professional. 

Quick, kind, very helpful!  Answered all questions with great knowledge.  I felt safe. 

Very happy.  Staff helped calm me down and swiftly get a result. 

Excellent service. For us ambulance was with us within 15 minutes. Personnel was fantastic. 

Excellent service, totally support our NHS and all services. 

Came very quickly. 2 lovely people couldn't be more helpful. 

My husband and I were impressed by the two ambulance men who attended to our call at short notice and 
reassured us of their attention. 

The service I received was outstanding. The 3 members of staff who attended were exemplary, with very high 
skill levels. Thank you. 

Three females tended to patient and were very thorough. 

Very professional and had answers. 

FRRS. Because of the good care I received. 

Paramedics were excellent. Thorough in their examinations. 

 
 
 
 

 

 
 
 
 
 

 
  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

         February 2019 
 

     100% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 95.9% Negative themes = 4.1% 

Top positive 
themes 

Quality of 
care/service 

Timliness and 
Access to Care 

Quality of staff / 
professionalism 

Positive     
free text 

Comments 

 The ambulance  crew are so good they got me help from a 
porter that I think was amazing to help 

 Extremly delighted with service as it would be difficult to get 
to appointments 

 Keep up the good work. You are appreciated and are a 
vital service to the public. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             February 2019 

Number of Responses 

Online Surveys  28 
Total: 69 

Electronic Tablet Surveys 41 

Activity   

Number of completed journeys for the month 48,084 

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  69 100 +3.6 

Extremely Likely  36 52.2 -17.3 

Likely  32 47.8 +20.7 

Neither likely nor unlikely 0 0 -0.9 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 0 0 -2.5 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship 
Themes 

10 25.6                 

1 Emotional 
Support 

2 4.3     Caring 1.2 2 4.3     

3 Quality of staff 
/professionalism 

8 21.3     

Good/Excellent Staff 3.2 4 8.5     

Friendly staff 3.3 2 4.3     

Good volunteer 3.7 4 8.5     

Transactional 
Themes 

37 74.4 2 100             

6 Timeliness and 
access to care 

9   2 100 

Late/on time for appointment  6.1 4 8.5     

Quick Response Ambulance  6.2 1 2.1     

Pick up times 6.5 1 2.1     

Collection times post appt 6.6 1 2.1 2 100 

I need the service to access 
my appointment 

6.11 2 4.3     

11 Physical comfort 
& safety 

2 4.3     Clean 11.4 2 4.3     

12 Quality of Care / 
Service 

24 51.2     

Good /excellent service 12.1 20 42.6     

Efficient 12.3 2 4.3     

Reliable/ Trustworthy 12.4 2 4.3     

13 General         General 13.1         

Total 47 95.9 2 4.1     47   2   

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
100% an increase of 3.4% compared to the previous month 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0, the same as 
the previous month 

 We received 69responses, 49 less than the previous month.   

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 48,084,  4,323 less compared to the previous month  

 47 (95.9%) of free text themes were positive, 1.7% more compared with the previous month. The 
main positive themes were  quality of care/service, timeliness and access to care and quality of 
staff/professionalism.  

 2 (4.1%) of free text themes were negative an decrease of 1.7%. 

 Demographics, Gender: 32.5% Female, 65% Male; Age: 76.9% over 65, 15.4% 45-64, 5.1% 16-
44 years old; Disabled: 97.5%; Sexual Orientation: 2.4% Lesbian, Gay or Bisexual and 89.7% 
Heterosexual, 10.3% prefer not to say, Faith: 30.7% Christian, 55.4% No faith and 10.2% other 
non-Christian faiths and 2.6% prefer not to say; Ethnicity: 94.9 White British, 5.1% prefer not to 
say. 



  

 

 National comparative data for January 2019 indicates we are the 7th out of 11 organisations and 
3rd in the NHS Ambulance sector for response rates. We scored 97, 3% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients. 0% of patients would not recommend our service to friends and family which is 3% below  
the national average. 

 

Free Text Comments 
 

good 

good service and porters go the extra mile to make me feel very welcome to hospital 

service recivcied good 

the ambulance  crew are so good they got me help from a porter that I think was amazing to help 

I found the sevice very doodle from the pts  to  my appointment   overall is  so amazing  the service 

outstanding service 

Very good service for patients who live in remote regions 

Good service on time even with weather conditions 

Very efficient 

It is a very good and reliable service especially the cars.  

Excellent service upto now. Pleasant careful drivers. 

Very good service 

Because I would find it difficult driving in Newcastle. 

Great sercice for patients lime me who have no rural bus services living in remote villages. Occassional 
lengthy waits to gethome.   

Good service 

Extremly delighted with service as it would be difficult to get to appointments  

Good service thats reliable. Someti.es delays getting homr 

Ongoing cancer treatment. Starting transport with Daft as a brush from Wed 14th but would like to pass on 
thanks to NEAS for caring transport service. 

Terrific service for remote areas like mine 

A friendly, efficient service 

Seevice is invaluable living in a very rural area.  

Not used ambulance transport much but it has always been on time  

Service for remote areas extremely appreciative 

Skilled drivers, quality of vehicles and cleanliness 

Punctuality, pleasant attitude of the drivers and their help and the cars are spotless 

Ambulance taxis usually on time for appointments and getting home 

We have used the service for 5 weeks taking my Mam to radiotherapy and chemo and it has been 
outstanding! 

A good friendly service especially when you rely on others to take you. 

Fast, staff caring and efficient 

Excellent service as already stated 

Keep up the good work. You are appreciated and are a vital service to the public 

Excellent 

Very good service received. 

 
 
 



  

 

 

111 Service 

Friends and Family Test Survey 

February 2019  

    81.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 83% Negative themes =  17 % 

Top 3  positive 
themes 

Quality of 
care/service 

Quality of 
staff/professionalism 

Co-ordination and 
integration of care 

Examples 

Positive free text 
comments 

  

 Friendly staff. Not too long to wait 

 The call was dealt with quickly and an appointment 
was made straight away.  

 Always happy to help no matter how trivial things may 
seem. 

 
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

February 2019  

Number of Responses 

Postal Surveys  11 

Online Text Surveys 70 

Total 81 

Activity   

Number of 111 calls (answered) 73,973 

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  66 81.5 -7.6 

Extremely Likely  48 59.3 -8.1 

Likely  18 22.2 +0.4 

Neither likely nor unlikely 5 6.2 +4.2 

Unlikely 3 3.7 +0.7 

Extremely unlikely 5 6.2 +2.2 

Don't know 2 2.5 +0.5 

Trend Graph  
 

 



  

 

Free Text Comments 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 39 29.5 1 3.7             

1 Emotional Support 11 8.3 
  
  

  
  

Reassuring/put at ease 1.1 11 8.3     

Caring 1.2         

3 Quality of staff 
/professionalism 

27 20.5 1 3.7 

Knowledgeable 3.1 3 2.3 1 3.7 

Good/Excellent Staff 3.2 4 3.0     

Friendly staff 3.3 3 2.3     

Helpful staff 3.5 15 11.4     

Attitude 3.6 2 1.5     

5 Kindness and 
compassion 

1 0.8     Respectful 5.3 1 0.8     

Transactional Themes 93 70.5 26 96.3             

6 Timeliness and 
access to care 

16 12.1 8 40.7 

Quick response – 111  6.1 13 9.8 1 3.7 

Quick response - Ambulance 6.2 1 0.8 2 7.4 

Ease of use 6.3 2 1.5     

Called back  6.10     5 18.5 

7 information 
communication and 
education 

8 6.1 4 14.8 

Good advice 7.1 7 5.3 3 11.1 

Good explanation 7.2 1 0.8     

Communication with patient 7.5     1 3.7 

9 Co-ordination and 
integration of care 

18 13.6 5 18.5 
Links to services outside NEAS 9.1 16 12.1 2 7.4 

Treatment at other service 9.2 2 1.5 3 11.1 

12 Quality of Care / 
Service 

39 29.5 6 22.2 

good /excellent service 12.1 17 12.9 4 14.8 

Helpful  12.2 10 7.6     

Efficient 12.3 7 5.3     

Good outcome 12.5 4 3.0     

Consistency of service 12.6     2 7.4 

Good care 12.7 1 0.8     

13 General / Other 10 7.6 1 3.7 
General 13.1 7 5.3 1 3.7 

Neutral 13.2 3 2.3     

14 Triage Process 2 1.5 2 7.4 
Questioning process 14.1 2 1.5     

Relevance of questions 14.2     2 7.4 

  132 83 27 17     132   27   

 

111 Summary  

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family has decreased by 7.6% to  81.5% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has increased by 2.9% to 9.9% 

 There have been 81 responses, (11 text and 70 postal) which is 8 less than the previous month 

 The number of answered calls has decreased from the previous month by 10,689 to 73,973 

 132 (83)% of free text themes were positive, this is an decrease of 7.1% from the previous 
month. The three most popular themese were: quality of care/service (29.5%); Quality of staff 
and professionalism (20.5%) and Co-ordination and integration of  care (13.6%) 

 27 (17%) of free text themes were a increase of 7.1% from the previous month. The main 
themes were:), Timliness and access to care (40.7%) Quality of care and service (22.2%) and  
Co-ordination and integration of care(18.5%)  



  

 

 Demographics, Age: over 65 – 26% 45-64 – 31.2%, under 44 years old – 40.3%; Gender: male 
21.5%,  female 77.2%, White British 97.5%, Asian/Asian British 1.3% Prefer not to say  1.3%, 
Disabled: 30.3%, Christian 64.5%, no religion 25%, Heterosexual 96%, LGB 1.3%.   

 

Free Text Comments 

It helped me to see a doctor that day. 

I was received with courtesy and efficiency. 

I think the ambulance service are worth their weight in gold. 

Very helpful staff. 

I think this is a good service to have. 

Took too long to arrange a call-back. 

Five and a half hours wait is totally unacceptable. 

Never ever used your services  

Friendly staff. Not too long to wait 

Was told to go to urgent care and would be seen within 2hrs .Went to urgent care and was not seen for 5hrs 
and ended up having emergency surgery after collapsing .I could of died with the delay 

Gave me the advice needed 

May have been quicker presenting at accident and emergency than being given at appointment, which was 
then delayed. 

Good service  

Excellent service. 

The lady was helpful and I got a quick phone back.  Thank you. 

I needed information regarding tablets, someone had take another person's tablets, it was given to me within 5 
minutes and everything was OK. 

I have always been satisfied with the service when needed. 

Ambulance came quickly. Ambulance men were lovely with my aunt. 

Tell people to take lots of aspirin, which was the wrong medical advice. 

The call was dealt with quickly and an appointment was made straight away.  

Was advised I needed a call back and it would be within an hour and after 4.5 hours I had still not received a 
call back.  Eventually someone called back and got me an appointment with asda pharmacy under a new pilot 
scheme, I was told they could check my son over and that if he required antibiotics they could prescribe him 
some.  I took him to the pharmacy where they couldn't check him over or prescribe antibiotics, they eventually 
got me an appointment at a walk in where he actually had an infection and required medication.  5 hours for a 
call back for a 2 year old with a temperature of 39 as well as other symptoms is far to long.  

Staff very helpfull, quick and easy service 

Possible broken ankle to son. 

The person dealing with my call was efficient, reassuring, and extremely helpful. 

Because the people I spoke were professional and very helpful. 

Don't know. 

Quick and efficient. 

They were very thorough in asking all questions. Made me relax as was poorly. Referred me back to doctor. 

Prompt, helpful, and got an appointment at a walk-in centre. 

Response not always within time stated. 

The person I spoke to was very helpful and got me an appointment the same day. 

Doctor was very efficient and gave my husband some anti-sickness tabs. 

Good service and peace of mind. 

The GP was closed and 111 was very helpful. 

Staff tried to help me with my enquiry. 

Valuable service. 

Good service. 

Was not left waiting too long for call back and the health worker I spoke to was very reassuring. 

Helpful. 

Because it was quick and efficient. 

To get a wound dressing changed (daily). 

Although busy I got the right advice and appointment. 

Always happy to help no matter how trivial things may seem. 

Too many stupid question even the operator thought so. 



  

 

Extremely helpful on phone. 

They talk to you calmly and that helps you to keep calm. Ask questions to help the ambulance staff  

I got to see a nurse on the day of my illness. 

Friendly, helpful, and knowledgeable staff. 

The staff are as helpful as they can be. But automated service is annoying. 

Very helpful. 

An appointment was booked for me there and then. 

Gave helpful advice, support, and able to forward the child to see a doctor/nurse, etc. 

Issue was solved through straight away. Staff were helpful, I felt I got the correct treatment after calling. 

Fast, efficient, and very helpful. 

The people on the end of the phone have been patient, very helpful. When my little boy hasn't been well 
you've been very helpful. As soon as the ambulance men/women walk through the door making it more fun for 
the child to going in the ambulance all the way to the hospital. 

In the past I phoned and there was a voice to help. You are not alone. 

Efficient and very helpful. 

Very good and quick service. 

Fairly time consuming with some irrelevant questions. 

My son trapped his finger which was swollen, cut, bruised and bleeding. 

I've had very good response in my contact with them. 

Efficient contact centre service. good location.  Excellent service at out-of-hours. 

Waited too long for ambulance. 

I wouldn't hang about if it was an emergency. 

1st part of call: advice given straight forward and clear. 

Receptionist was very helpful. 

It is a fantastic service, I've used it a few times for my children and everyone is very helpful. 

Advice given by staff. 

Advised to wait for a call back for a child with tonsillitis, phoned at around 5pm, got a phone call back at after 
midnight. By that time I had already had to take child to walk-in centre for a doctor to see. 

Unable to give me a time the ambulance would arrive at and this contributed to my wife not receiving urgent 
medical attention which may have helped in a possible recovery. 

The lady was very polite but she had not a clue about what I was talking about .In future if anything like that 
occurred I would go straight to a&e 

Advisor was calm and polite. Aside from this the staff at the respective hospital reception I attended were aloof 
and inattentive. Given the fact I was there as thought I was having a miscarriage they seemed to not have 
access to my appointment, nor gave me any idea how long I would potentially be waiting. Some caring and 
compassion wouldn’t have gone a miss!  

I was strongly dissatisfied didn't warrant a 999 call but couldn't get through to report the problem 

Very patient understanding  

I feel call handlers are completing tick box service over phone and regardless of ailment, an ambulance is sent 
when GP visit would be sufficient.  In my eyes it is a waste of ambulance service time. 

The lady made me an emergency app. at my own doctor's surgery.  that was most helpful as I felt so poorly I 
do not know how I could have travelled further. 

Nothing to add-excellent service. 

There is only a certain amount they can do, but they have the numbers (telephone) of people who can advise 
you on what to do next. 

I was very satisfied by the prompt attention given by the caller. 

Made me feel at ease in a stressful situation. Clear instructions and support. 

They made my health condition worse with bad advice of consuming 4 aspirin tables. 

Given 2 telephone numbers to call for dental treatment. Neither dentist available. 

The call was dealt with quick and from ringing 111 to seeing a doctor was 1.5 hours  

I was informed an ambulance was going to be sent. In my eyes an ambulance was totally unnecessary and 
have been advised the last few times I called 111 for other family members. Yes, for coronary and open 
breaks, etc., but not for possible broken bones. 

An appointment was made for me to see a doctor within the hour. 

Things explained clearly to me. The way they arranged for me to see a doctor was fantastic. 



  

 

I feel when ringing as a registered nurse sometimes our knowledge dismissed and that vulnerable people left 
too long before GP visit, etc. 

The dealt with my problem immediately. I'd already seen my GP about my problem getting worse, they got me 
appointment for that day at Dryburn who advised me further. Only I had some question were not relevant. The 
111 said so but had to go to them! 

Prompt service and advice from the doctor I saw. 

They arranged my appointment at the urgent care centre enabling me to get the treatment I needed. 

Were prompt. 

I was passed to a provider who advised me to come and see someone. Unfortunately was not told where. I 
went for the appointment at my usual centre only to be told that I was supposed to be 6 miles away. Not 
helpful at all when a person is poorly. 

The health worker I spoke to was very knowledgeable and professional but also displayed empathy, which 
reassured me. 

Very helpful and efficient. 

The lady made me feel at ease straight away. Always good when dealing with sick children. 

Think the whole service is a joke. Much better to speak to someone qualified to give information or been able 
to call into your nearest drop-in centre. 

Very satisfied with how they helped with out call. 

I feel it depends on who you speak to as to what treatment you get. I has some problem which call handler 
booked me in as I had to be seen within 3 hours. On this occasion I had to wait until someone rang me back. 2 
different outcomes. Why? 

Child involved in RTA. Further pain developed staff prompt efficient and organised night care giver. 

Not 111 itself but when I arrived at the primary care practise I was booked in for I was told nothing was wrong. 
I ended up at my GP day and a half later. Now have no hearing, a severe infection, a perforated eardrum, and 
4 days off work! 

Couldn't get to see doctor, in a lot of pain. Doctors were not answering phone for 1 hour and 15 minutes. 111 
called doctors and arranged doctor to phone back and got to see a doctor that day. 

Simple and quick to use. 

Quick response, able to seek further attention within 1 hour. 

I have no complaints about the 111 service. I have always rang the NHS direct for advice when needed and I 
have always been sent to the correct place, i.e. A&E or GP. Staff always do their best to help and, as a 
mother, always keep me calm. I am happy calling 111 as O don't like to bother other urgent services and 
waste their time. So 111 is very important for me and my family. 

Very helpful. Listen with great care. 

I was not told go on line. I do not use online. I had a problem, only one, and the girl on the 111 desk would not 
listen to me. Stuff was pouring out of my cut leg and I needed more dressing. I have lymphedema in both legs 
and arms after having both breasts removed. 

Quick service and pleasant, helpful staff. 

The call handler was calm, clear and friendly.  She gave me advice promptly and confidently. 

Amount of time to get a response. 

Efficiency. 

Called with concern that I had broken my foot and needed advice on best actions on possible muscle damage 
etc.  Booked an appt. where I attend urgent treatment.  Had X-ray and treated quickly and efficiently.  So 
grateful I didn't have to wait in A&E for hours! 

Service said ambulance would arrive within 2 hours.  Called around 8.30 pm and no ambulance until 2.30 am.  
Nurse from 111 called at 11 pm asking the same questions.  No mention of ambulance until asked.  Told there 
would be delay. 

Very helpful and polite. 

Very helpful. Put me at ease. Great advice. Sorted the problem straight away. 

It is our protocol to contact 111 if there are any concerns that require medical advice. 

I was sent to a small casualty department. The staff said I should have sent me to the main hospital not a 
minor unit. 

 
 

 

 



  

 

Social Media Update February 2019 

 

No update is available this month.  

 

 

 

 

 

 

Patient/Community Engagement – February 2019 

Date Event Details 

04/02/2019 Vianney School People who help us 

04/02/2019 
Sunderland international 
Bangladeshi Association Cultural Competency Session 

05/02/2019 Abbey Hill School  General talk about the service 

06/02/2019 Tow Law Millenium School  General talk about the service 

10/02/2019 Chinese New Year 
Promoted ourselves as a service provider 
and employer  

11/02/2018 Southridge First School Whitley Bay 

11/02/2019 Pansies Breast cancer CPAD and Defib Awareness 

12/02/2019 Quarrington Hill CPAD and Defib Awareness 

12/02/2019 Whitley Chapel CPAD and Defib Awareness 

14/02/2019 Pop Up Gym CPAD and Defib Awareness 

20/02/2019 Kyloe PC CPAD and Defib Awareness 

20/02/2019 
Northern Print Solutions Church 
Hall 

CPAD and Defib Awareness 

21/02/2019 Boundary Court CPAD and Defib Awareness 

25/02/2019 Collingwood School Morpeth People who help us 

26/02/2019 Norton Sports Charity CPAD and Defib Awareness 

27/02/2019 Langley Park CPAD and Defib Awareness 

 

 



  

 

Patient Transport Service (January 2019) National Comparative Data  
 
 
 

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

Organisation Name 
Total 

Respons
es 

Total 
Eligible 

% 
Recomm 

ended 

% Not  
Recom

m 
ended 

Breakdown of Responses 

Extremel
y Likely 

Likely Neither 
Unlikel

y 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 3,043 556,666 93% 3% 1,758 1,074 96 37 40 38 

England (excluding Independent Sector Providers) 2,589 518,319 93% 3% 1,474 930 81 32 37 35 

Selection (excluding suppressed data) 3,043 556,666 93% 3% 1,758 1,074 96 37 40 38 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,012 23,781 94% 1% 472 482 42 14 1 1 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 447 27,593 92% 4% 151 262 12 4 16 2 

UNIVERSITY COLLEGE LONDON HOSPITALS 248 2,203 87% 2% 184 32 8 3 3 18 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 80,652 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 118 52,407 97% 0% 82 32 1 0 0 3 

EAST MIDLANDS AMBULANCE SERVICE TRUST 29 78,350 100% 0% 23 6 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 152 46,948 90% 7% 105 32 2 5 6 2 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 429 128,618 95% 1% 351 57 12 3 3 3 

NORTH WEST AMBULANCE SERVICE NHS TRUST 59 1,052 100% 0% 47 12 0 0 0 0 

ISLE OF WHITE NHS TRUST 95 76,715 78% 12% 59 15 4 3 8 6 

SOUTH CENTRAL AMBULANCE SERVICE 454 38,347 94% 2% 284 144 15 5 3 3 

ARRIVA TRANSPORT SOLUTIONS 3,043 556,666 93% 3% 1,758 1,074 96 37 40 38 

 

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


  

 

Emergency Care Service - See and Treat (January 2019) National Comparative Data  

Organisation Name 
Total 

Responses 
Total 

Eligible 

% 
Recomm 

ended 

% Not  
Recomm 

ended 

Breakdown of Responses 

Extremely 
Likely 

Likely Neither Unlikely 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 291 201,404 94% 3% 248 26 3 5 5 4 

England (excluding Independent Sector Providers) 291 201,404 94% 3% 248 26 3 5 5 4 

Selection (excluding suppressed data) 291 201,404 94% 3% 245 25 3 5 5 4 

LONDON AMBULANCE SERVICE NHS TRUST 3 27,025 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 1 16,325 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  174 9,488 98% 1% 161 10 0 2 0 1 

WEST MIDLANDS AMBULANCE SERVICE NHS  13 32,949 85% 8% 10 1 0 0 1 1 

EAST OF ENGLAND AMBULANCE SERVICE NHS  19 24,835 100% 0% 18 1 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 46 25,843 78% 13% 24 12 3 3 3 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  8 26,917 100% 0% 7 1 0 0 0 0 

SOUTH EAST COAST AMBULANCE SERVICE NHS  0 551 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  15 16,793 93% 7% 14 0 0 0 1 0 
 

 

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

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

