
 

Friends and Family Test – May 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 

169 97.6 3.7 

Scheduled Care (PTS) 20 90 5 

111 Service 9 100 0 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

May 2019  

    97.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 99.7% Negative themes = 0.3% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 The service is wonderful. The ambulance staff are 
knowledgeable, kind, caring and assess all your needs. We 
couldn't cope without them. 

 The ambulance men were very caring and explained 
everything fully. We felt they gave us the time and patience 
to deal with our issue. 

 Even being off the beaten track the ambulances were very 
prompt and the care given was excellent. 

 The ambulance crew were great, did what they needed to; 
monitored and offered advice for that day and supported 
my recovery out of a diabetic hypo with treatment, not an 
injection.  Thank you. 

  



  

 

 

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

May 2019 
 

Number of Responses 

Online Surveys  4 
Total: 169 

Postal Surveys 165 

Activity   

Number of see and treat patients for the month Estimate (9,059) 

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  165 97.6 +1.4% 

Extremely Likely  159 94.1  +5.6% 

Likely  6 3.6 -4.1 

Neither likely nor unlikely 0 0 0 

Unlikely 0 1.9 -1.9 

Extremely unlikely 3 1.8 +0.5 

Don't know 1 0.6 0 

Trend Graph 

 
 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total 

 Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 169 57.5 0 0             

1 Emotional Support 39 13.3     
Reassuring/put at ease 1.1 23 7.8     

Caring 1.2 16 5.4     

3 Quality of staff 
/professionalism 

100 34     

Knowledgeable 3.1 12 4.1     

Good/Excellent Staff 3.2 42 14.3     

Friendly staff 3.3 19 6.5     

Helpful staff 3.5 12 4.1     

Attitude 3.6 15 5.1     

5 Kindness and 
compassion 

30 10.2     

Kindness 5.1 24 8.2     

Compassionate 5.2 3 1.0     

Respectful 5.3 3 1.0     

Transactional 
Themes 

119 42.5 1 100             

6 Timeliness and 
access to care 

31 10.5 1 100 
Quick response - 
Ambulance 

6.2 31 10.5 1 100 

7 information/ 
communication 

12 4.1     
Communication with 
patient 

7.5 12 4.1     

12 Quality of Care / 
Service 

76 25.9     

good /excellent service 12.1 49 16.7     

Helpful  12.2 8 2.7     

Efficient 12.3 19 6.5     

13 General / Other 6 2     
General 13.1 6 2.0     

Thanks  13.3         

Totals  294 99.7 1 0.3     294    1   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are likely or extremely likely to recommend the 
service has increased by 1.4% to 97.6% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has increased by 0.5% to 3.7% 

 The number of responses have increased this month by 13 to 169.  

 Data is not available on the number of See & Treat cases this month due to IT issues. 

 99.7% of free text comments were positive. The three main themes were quality of staff and 
professionalism (34%), quality of care and service (25.9%) and emotional support (13.3%) 

 0.3% of free text comments were negative, One negative response related to response times 

 Demographics, age: Over 65 years 74%, 45-64, 19.7%, 25-44, 2.9% Disabled 71.6%; 
Gender: Female 57.1%, Ethnicity: White British 96.5% White Irish/Other, BAME 1.7%. Data is 
only collected for sexual orientation and faith online for this survey, too few responses 
received to provide d analysis 

 National Comparative data for April 2019 indicates we are the highest out of 11 organisations 

for response rates, we collected 53.1% of all responses nationally. We are 2rd (1 

organisations attained 100%) for the number of patients likely or extremely likely to 

recommend services to friends and family (96%), 5% 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 2% below the national average. 



  

 

 
 

Free Text Comments 
 

 

 

Prompt attention. Very friendly and knowledgeable. 

Everyone I dealt wiht was professional and caring over the telephone and in person. I knew I was in 
good hands. I couldn't have received better care and consideration. 

Made me feel at ease from beginning to end. 

Staff thorough, helpful and courteous. 

Lovely, caring paramedic called out. Friendly and professional. Very thorough with all tests carried 
out. Also very helpful lady on 111 switchboard but took a while to get through to a 'person'. 

Very pleased that such people are around to help, long may they continue to get the support they 
deserve. 

Yesterday was the worst day of my life in terms of prolonged pain. This was due to a blockage and 
unable to defecate or pass water. To be able to have this kind of support available when you feel so 
unwell (and think you might die) is tremendous. It took 2 attempts of requesting 111 service to resolve 
my issue and was almost on my way to hospital but reviewed at last minute when pains subsided and 
blockage freed. 

NHS are fantastic. What would we do without them. 

A professional and friendly service. Came when needed. 

Excellent care from paramedics in the home and at the hospital. 

Great attitude and treatment, very caring and supportive. 

I was happy with the treatment I received. 

Efficient service. Professional staff. 

The 2 paramedics were really kind and compassionate towards my elderly father 

Made me feel safe and reassured me constantly that everything was okay 

If you are really ill a GP will be hard to contact. 

Service is absolutely brilliant. 

The service is wonderful. The ambulance staff are knowledgeable, kind, caring and assess all your 
needs. We couldn't cope without them. 

Calm and helpful treatment. Very reassuring. 

He was very knowledgeable, expert, cooperative and he suggested me to right service [unreadable 
comment]. He helped very much. 

Fast service, saves putting the dementia patient through the stress of going into hospital. 

The most wonderful team gave me the support I needed at my hour of need. I'll never forget the 
overnight being so dizzy with blood pressure and an eye bleed. Congratulations to all those how they 
comforted me. 

Both of the crew were very professional and knew what they were doing. 

The speed at which they arrived. 

Because only for you guys it could go a lot worse for the person who is ill, you are a fantastic service. 
Well done to all of you. 

FRRS. Very caring and helpful. Put me at ease. 

Paramedic was very kind and helpful. 

It's a free service. I have lived in Australia where it is not. The service is equipped to deal with almost 
every situation that could arise. 

I was treated very well by both ambulance men. They both treated me respectfully and were quite 
jovial which always helps. 9/10. 

Very Efficient staff made me feel really comfortable as I was very anxious. 

On a recent call-out incident, the ambulance crew attending were extremely professional, thorough 
and comforting. 

[Names removed] were fantastic. They were courteous, patient and respectful explaining everything 
at all times. Thank you. [signature removed] 

Because it is a life saving service. 

Very caring, supportive service. 

The ambulance men were very caring and explained everything fully. We felt they gave us the time 
and patience to deal with our issue. 

Prompt, efficient and knowledgeable. 



  

 

Fainted in supermarket. 

Overall professionalism, the way they remove your fears, sense of humour and overall efficiency. 

Calm efficiency together with helpful and [unreadable comment] knowledge was clearly evident. 

Brilliant service, very helpful. 

Excellent services. 

Prompt service. Excellent care and people skills. Felt in safe hands. 

Very professional and kind. 

FRRS. Man who helped me was extremely kind and considerate and didn't rush me. 

Efficient, courteous, thoughtful, cheerful ambulance crew. [Names removed] of North East Ambulance 
Service. 

Rapid response. Excellent care and attention. Couldn't do more. 

Excellent - I was the victim of [unreadable comment]. Superb. 

Ambulance crew professional, polite and thorough in explaining diagnosis and follow up action. 

Although my wife was informed an ambulance would arrive in 10, 15 minutes it actually took 45 
minutes which was distressing to my wife. The paramedics were very good with understanding and 
empathy, they carried out their job professionally 10/10. 

Paramedics efficient, kind, understanding. 

I was assaulted in the street! 

Because I get well looked after and they are very kind to me. 

Even being off the beaten track the ambulances were very prompt and the care given was excellent. 

The paramedics were fantastic, treated me with respect. The care they gave me was fantastic. Great 
pleasure to have been looked after. They were also very polite and well mannered considering I felt I 
didn't need an ambulance they reassured me they felt I needed seen thank you so much. 

"Because they did everything possible I needed". This was the response my aunt gave. She is very 
frail and had dementia and your lads were great with her. Thank you so much. 

FRRS. The paramedics that attended to me were very considerate and very good at their jobs and I 
would recommend them to anyone. 

The two women paramedics were very caring and good. 

Efficient staff. [unreadable comment] thoroughly explained. [unreadable comment] 

Not only was the ambulance very quick but the paramedic was very polite and helpful. Cheerful and 
quickly ran a couple of tests that put my mind at rest  

The paramedics were so very helpful and friendly. 

Because it was very quick when they came and helped a lot and gave lots of information. 

3 paramedics attention and were truly professional and more than up to handling the situation of a 
[unreadable comment]. Couldn't have been more helpful. 

FRRS. Rapid response and met the needs of patient. Caring, professional staff. 

FRRS. My mother has alzheimers. She had a fall a couple of days ago and her GP came round 
yesterday. On entering the house this morning she was lying in the hall and unable to get up. I 
couldn't pick her up myself so called 999. The urgent falls team were excellent. They used their new 
machine and had mum sitting up. Then they stayed all morning to monitor her condition and avoided 
an A&E admission. 

When I called for help you were there 5 minutes later. Thank you so much. 

Very helpful and assured concerns was normal in situation and gave peace of mind to patient and 
family member too. 

An outstanding team of paramedics came to my aid, thank you. 

Very satisfied with your paramedics. 

FRRS. Very friendly paramedic and occupational therapist arrived very promptly and immediately put 
my mother-in-law at ease. They were very thorough and took their time to make sure she was 
comfortable and offered other information and help. 

Efficient staff and friendly. 

Very quick response to telephone request, kind, non-judgemental, good medical treatment and 
remedies given. Would definitely recommend the service. 

Excellent care. 

Friendly, efficient and courteous crew. Felt confident about results given.  Confirmed by GP Unit. 

Everyone was so helpful and put my mind at rest, reassured me and paramedic was thorough. 

Thorough, understanding, reassuring professionals. 

Excellent service. 

Very prompt reply and thorough, reassuring treatment. 



  

 

The ambulance crew were great, did what they needed to; monitored and offered advice for that day 
and supported my recovery out of a diabetic hypo with treatment, not an injection.  Thank you. 

the crew were polite, efficient and friendly as they were dealing with an awkward, uncooperative 
patient.  We could not have wished for better treatment. 

The level of care was exceptional. 

Paramedic was so kind and thorough with the checks that I felt very confident and happy about her 
seeing me. 

Very impressed with the paramedics. Efficient, knew there stuff and explained everything to me. 
Extremely grateful for this service. 

The paramedic was very attentive, very thorough and explained every step of the examination. He 
was also very friendly and professional. 

Here within eight minutes. 

After a motoring accident, one of your staff stopped and explained my daughter who was panicking 
and stressed. Very helpful thanks. 

Lady answering 999 call and paramedics kind and efficient and did excellent job. 

Friendly, knowledgeable, patient - first class service. 

I had treated professionally and efficiently when [unreadable comment] and well trained - they are fine 
example of our great NHS service. 

Excellent care - very impressed with service. 

Paramedics 1st class. 

Very professional-put you at ease.  Just a shame this service is so stretched.  Needs more money put 
into it. 

The paramedics who came were friendly, helpful and professional.  They gave us confidence in their 
care. 

Both ambulance crews were extremely courteous and professional; the male crew last night and 
female crew this morning.  Very pleased. 

Professional, understanding, knowledgeable and caring, plus [names removed] were brilliant. 

Two very professional men put me at ease straight away-easy to talk to. 

I was very satisfied my call was responded to quickly. The crew were very professional and treated 
me with respect. They do an excellent job. 

Writing on behalf of Aunt with dementia in acute distress. Police called by neighbours  Paramedics 
called very caring and kind.  Thorough check over and advice. 

Staff are very pleasant, put you at ease and explain everything before they do it and try to answer 
many of the questions we asked. 

The team and individual were very professional. Excellent service. 

Very helpful. Very professional. 

FRRS. The paramedic and occupational therapist were very professional and treated me with dignity 
and respect. I felt very safe in their hands and I would like to thank them. 

Very prompt and efficient. A credit to the service. 

Friendly, courteous, knowledgeable. Every time I've used this service has been exemplary 
performance from hard working staff. 

You save lives. 

Quick response. Kept me informed. Pleasant personalities. 

Having to wait to see my GP for 6 days. I was gradually getting worse with my breathing and a lot of 
discomfort. Your response to help me and treat me were a great help and confidence boost. 

Quality assistance was given by the service. The paramedics carried out the treatment in a very 
caring, efficient manner. They gave helpful advice. We were very pleased I did not have to go to 
hospital. 

The three attending officers were a credit to the ambulance service. Professional, caring, helpful. 

Very pleased with care my mother got. 

Very prompt, kind and considerate. 

The two paramedics who attended my call were very professional, friendly and efficient. They 
conducted a thorough examination and relayed to me constantly what procedures they were going 
through and why, which enabled me to feel assured and at ease. They followed up their investigation 
with a call to my GP to arrange an emergency appointment for further assessment and treatment and 
ensured I was stable before leaving providing a complete and caring service. 

I had two ambulances out in the space of two hours and each time were very polite and helpful on 
each occasion. Second time I was taken to hospital and attention was also very good. 



  

 

Very empathetic, crew liaised with my mam - who has a newly diagnosed dementia - at a level she 
could understand. 

Attention and answers. Calm and helpful. 

Had to call 999 at 3 am and had a paramedic with us within 5 minutes. Excellent service from the 
paramedic, got to the root of the problem, very good service. 

The ambulance service is spot on. 

They kept me calm and kept reassuring I was going to be ok dead friendly and helpful  

They provided a swift, professional and excellent service were informative and filled me with 
confidence.  

It was for my mother i rang 111 first  and they rang for paramedics it all happened very quickly as i 
live 2.5 hours away 

They were very professional and caring. Two excellent paramedics. 

Because of the great care and attention given to my wife, by your staff. 

Excellent service. 

Response was quick, paramedic was thorough and informative, caring manner. 

The ambulance crew, 1 male, 1 female, were prompt, very helpful, caring. Also very understanding 
and kind. 

Your people were very kind indeed. Thank you, they put me at ease. 

The care given was excellent and thorough. 

2 paramedics were so professional. Excellent care. 

Crew arrived and carried out treatment. Very professional and friendly service. 

Professional, friendly staff. Excellent service. 

1. Paramedics excellent. 2. No other choice. 

2 falls this year, response and care excellent, I am so grateful. 

My wife and I cannot fault the NHS in any way. These are dedicated extremely professional NHS 
staff, each and everyone. Our only down point is that they have to sit for periods in cars, whereas a 
base with facilities would be more comfortable. 

Paramedic required after an incident. Extremely fast response, excellent service and advice given. 
Positive outcome. 

Arrived quickly, very professional and polite. 

My husband had just got out of hospital and fell as he had just had stroke. Could not get up, 
ambulance staff were very kind and sorted him out for me. They were a great help as he is 81. 

I found your 2 paramedics extremely helpful and sympathetic. 

Attended to within 1 hour. Very caring, understanding and professional. Xxxx from Alnwick were very 
nice. 

Came quickly, very efficient, dealt with problem in a professional, caring and friendly manner. 

After fainting on bus journey, an ambulance was called. Arrived very quickly and care and diagnosis 
was first class. Crew were kind, considerate and very thorough. Best treatment possible was given. 
Big thank you both. 

Very happy with the service I received. Did tests that were required for my call and phoned my doctor 
for appointment for me, given a free choice or A&E. Thank you. 

[Name removed] came to see my mother who is 94 years. My mother was immediately put at ease 
and relaxed. They showed her compassion. Reassured her and discussed her illness. When they left 
she said what lovely, intelligent lads. 

FRRS. 

Very prompt. Made to feel at ease and they did all the checks and were very kind and helpful. 

Service was prompt. Crew were polite, friendly and very professional. 

The crew were extremely professional yet friendly and reassuring. 

We were extremely pleased at the service we received. Ambulance was very [unreadable comment] 
in coming to us and the crew were more than helpful to us and we can't speak highly enough of what 
the NHS Ambulance Service provide, both on the telephone and in person. Thank you very much. 

They were here within minutes after my doctor called on them. I can't find enough words to describe 
their efficiency, skill, care and humour whilst doing their job! Where would we be without these 
wonderful men and women. They comfort and reassure the patient. I am no en route to good 
recovery due almost entirely to their care. 

The paramedics obviously care about people. They were calm and reassuring. Exemplary treatment. 

Very efficient and understanding. 

Very quick response. 



  

 

The response time was much better than I expected. 

Very supportive thank you. 

The response to my call was quick. The paramedic who attended was excellent and checked me over 
thoroughly. I couldn't have asked for anything better. I was very pleased with all aspects of the 
service, and was very grateful I didn't wait too long before paramedic arrived. 

Good response, nice staff and thorough. 

Very fast response. Friendly, efficient and professional paramedic. 

Excellent service - pleasant, helpful, informed staff. 

This year I've had to occasions to have this NHS service - February 9th and May 18th and I couldn't 
fault either. They were very kind and understanding. I am now 90 years of age also I waited a short 
time both visits. 

The crew were kind, reassuring and efficient. Thank you. 

The two paramedics that attended my elderly mother were professional, courteous, patient, 
understanding, informative, calm and a credit to the service. I cannot thank them enough for attending 
and the way they dealt with our anxiety and the situation. 

We have used the service three times this month for our 85 year old mother. On the three occasions 
we received the utmost care and attention from all three of the different crews. Thank you so much to 
all of them. 

The two ambulance paramedics were excellent. [Names removed] working out of Hexham. 
 

 

 

 

 
 

 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

         May 2019 
 

     90% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = 81.3% Negative themes 18.7% 

Top positive 
themes 

Quality of care/service Quality of staff / professionalism 

Positive     
free text 

Comments 

 A brilliant service 

 Very professional and friendly 

 The crew are great they carry out of the house in a 
wheelchair down 9 steps.  Without I defiantly wouldn't be 
able to come to appointment 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

            May 2019 

Number of Responses 

Online Surveys  15 
Total: 20 

Electronic Tablet Surveys 5 

Activity   

Number of completed journeys for the month 51 029  

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

Number Percenage 
% Variance 

from previous 
month 

Extremely Likely and Likely  18 90 -10 

Extremely Likely  13 65 -15 

Likely  5 25 +5 

Neither likely nor unlikely 1 5 +5 

Unlikely 1 5 +5 

Extremely unlikely 0 0 0 

Don't know 0 0 0 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positi
ve 
Total 

  
Negative 
Total 
  

 Sub Codes Description Sub 

Code 

Positi
ve 

Total 
  

Negative 
Total 

  

  Count % Count %     Count % 
  
Count 

% 

Relationship 
Themes 

12 46.2                 

  2 7.7     Comfort  1.2 2 7.7     

3 Quality of staff 
/professionalism 

9 34.6     

Good/Excellent Staff 3.2 4 15.4     

Friendly 3.3 3 11.5     

Attitude 3.6 1 3.8     

Good Volunteer 3.7 1 3.8     

  1 3.8     Kindness 5.1 1 3.8     

Transactional 
Themes 

14 53.8 6 100             

6 Timeliness and 
access to care 

4 15.4 5 83.3 

Late/on time for 
appointment  

6.2 1 3.8     

Pick Up Times 6.5     4 66.6 

Booking the Service 6.8 1 3.8 1 16.7 

I need the service to access 
my appointment 

6.11 2 7.7     

11 Physical comfort 
& safety 

    1 16.7 Comfort 11.3     1 16.7 

12 Quality of Care / 
Service 

10 38.5     

Good /excellent service 12.1 7 26.9     

Helpful  12.2 1 3.8     

Efficient 12.3 1 3.8     

Reliable/ Trustworthy 12.4 1 3.8     

Total 26 81.3 6 18.7     26   6   

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
90% a 10% decrease compared to the previous month (caution numbers are low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 5%, a 5% 
increase compared to the previous month 

 We received 20 responses, 5 more than the previous month.  We continue to experience issues 
with collection mechanisms. Meetings have been set up the the operational managers to explore 
options 

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 51,029, 1,731 more compared to the previous month  

 26 (81.3%) of free text themes were positive, 13.1% less compared with the previous month . The 
main positive themes were  quality of care/service and staff/professionalism.  

 6 (18.7%) of free text themes were negative an increase of 13.1% compared to the previous 
month, the main negative themes were pick up times both to go to appointments and at hospital 
after appointments 

 Demographics, the numbers of responses were too low to provide a demographic profile.  

 Caution should be taken when comparing figures due to the low number of responses. 



  

 

 National comparative data for April 2019 indicates we are the 9th out of 11 organisations and 6th in 
the NHS Ambulance sector for response rates. We scored100%, 5% 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% less the national 
average. 

 
 

Free Text Comments 
 

So the administration side of things takes too long they ask a lot of questions 

Picks are too early. Had to be ready from 8am and app was at 11am 

The crew are great they carry out of the house in a wheelchair down 9 steps.  Without I defiantly wouldn't be 
able to come to appointment 

very professional and friendly 

Very careful when handling me 

Discharged patients tend to wait longer for transport.  This can be a long time if patient lives out of the area.  
The control seems to need to be more coordinated and discharge lounge staff can be forced to book private 
crews at extra expense. 

The service is marvellous I can't fault them they are all lovely 

satisfied with service 

In wheelchair so often transport journey can be bumpy 

I use this service often and I'm very grateful for it. However, the car turns up at 8am, 2.5 hours before my 
appointment and I've been told to be ready for 8.30. The driver isn't prepared to wait.  The call handler told 
me to be ready at 8.30.  I may live in Berwick but its an hour travel not 2 hours. 

Its a brillant service  

A good service 

 Very prompt and friendly staff.  

First time user. Driver was polite and pleasant and I felt safe in his hands. Was not aware of the volunteer 
service but woukd certainly recommend and use again if I need to.  

Without the car service i couldnt attend appointments as tbe bus service is poor.  

Need transport cannot use public transport 

We had to wait 2and a half hours for transport home with no other of a drink for the patient who is over 
80years old  

Friendly and reliable. Takes worry out of getting to appointments. 

From booking staff to ambulance staff, fantastic service!! Helpful, efficient and very kind. 

Drivers are polite and courteous. 

Hellpul and efficient  

Appreciative of service provided as journey would be impossible with public transport 

Excellent service. 

  



  

 

 

111 Service 

Friends and Family Test Survey 

May 2019  

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

Free Text Comments 

Positive themes = n/a Negative themes = n/a 

Top 3  positive 
themes 

Due to a data issues preventing us from sending out new surveys we 
did not receive enough responses to provide any analysis 

Examples 

Positive free text 
comments 

 Quick response, friendly and understanding of my 
son's needs.  

 It was a relief to be able to talk to a friendly calm 
voice. 

 Call quickly answered. Great advice given along with 
follow up. 

 

Caution should be taken when viewing this data and analysis due to the 

low number of response.s 

  



  

 

 

111 Service 
Friends and Family Test Survey 

May 2019  

Number of Responses 

Postal Surveys  9 

Online Text Surveys 0 

Total 9 

Activity   

Number of 111 calls (answered) n/a 

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  9 100 +10.5 

Extremely Likely  5 55.6 -10.1 

Likely  4 44.4 +20.6 

Neither likely nor unlikely 0 0 -4.8 

Unlikely 0 0 -2.9 

Extremely unlikely 0 0 -2.9 

Don't know 0 0 0 

Trend Graph  
 

 



  

 

Free Text Comments 

Due to the low number of responses there was not enough free test data to undertake 
anlaysis of trends  

 

111 Summary  

 Due to issues with system we have not sent any postal or text surveys to service users. This 
data are late returns from last months postal surveys. 

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family has increased by 10.5% to 100% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has decreased by 5.7% to 0% 

 There have been 9 responses, (9 postal) which is 96 less than the previous month 

 The number of answered calls is unknown  
 

 Demographics, the numbers of responses were too low to provide a demographic profile.  

 Caution should be taken when comparing figures due to the low number of responses. 

   

 

Free Text Comments 

Put in touch with Doctor. 

Could not breath. 

It was a relief to be able to talk to a friendly calm voice. 

111 follow a script insisting on talking to my father who has dementia. 111 wanted to ask him questions about 
his problem. (Severe ear infection and deafness). How could he have heard the question? He couldn't. 

Quick response, friendly and understanding of my son's needs. Helpful and with [unreadable comment] staff of 
111 service calls. 

Talk to someone straight away and not have to go to GP next. 

Call quickly answered. Great advice given along with follow up. 

My Husband was finding it hard to breathe phoned for Ambulance they were here very Quick reassured him 
put him on a nebuliser and got to Hospital very Quick  he passed after a week in Hospital he had undiagnosed 
lung cancer your staff were very caring  

Dissatisfied about being told to go to walk in centre the following day when told by doctor to go to A&E same 
evening. My wife problem was found to be very serious. 

I rang 111 about my Dad's severe ear infection. The service could not, would not accept that my dad was a) 
completely deaf with the infection b) had dementia and wouldn't understand the questions or would give 
incorrect answers! the service just kept repeating that they had to speak to the patient and would not accept 
that this was totally ridiculous in the circumstances. 

Quick response. Understands of my son's needs. Friendly. Quick advice, helpful and passionate staff. 

The call back to me could have been quicker. 

As first time mother it gave great reassurance in what I should do and who next to seek help from. 

 

  



  

 

Social Media Update May 2019 

 

 



  

 

 

 

 

 



  

 

 

 



  

 

 

 

 



  

 

Patient/Community Engagement – May 2019 

Date Event Details 

09/05/2019 Fire Station Washington Vehicle Redesign Group 

16/05/2019 Sunderland Uni Pre-hospital 

24/05/2019 Benton Dene Special School World of work day 

26/05/2019 Durham Pride 
Showcase Trust, employment 
opportunities, how to access services and 
the correct use of services 

31/05/2019 Uniformed Services Day Durham 
Showcase Trust, how to access services 
and the correct use of services 

 

Defib Events 

Date Event Location 

08/05/2019 St Joseph's Club over 50s group 

11/05/2019 Bamburgh Pavilion 

13/05/2019 Kingston Park Scouts 

20/05/2019 Moorsholm Village hall 

22/05/2019 Brandon Community Hall 

23/05/2019 Action on Hearing Loss - lip reading group 

27/05/2019 Bamburgh Pavillion 

28/05/2019 King Street Garage 

29/05/2019 cottambrush.com 

 

 



  

 

Patient Transport Service (April 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) 2,679 536,339 95% 3% 1,991 550 64 35 34 5 

England (excluding Independent Sector Providers) 2,156 504,103 95% 3% 1,631 416 51 27 27 4 

Selection (excluding suppressed data) 2,679 536,339 95% 3% 1,991 550 64 35 34 5 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,076 22,676 96% 1% 893 138 33 12 0 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 223 26,586 92% 4% 51 154 7 3 7 1 

UNIVERSITY COLLEGE LONDON HOSPITALS 223 3,967 96% 1% 168 47 4 1 2 1 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 73,830 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 15 49,298 100% 0% 12 3 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 0 15,934 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 16 74,664 88% 13% 10 4 0 0 2 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 144 45,620 92% 5% 105 28 3 4 3 1 

ISLE OF WHITE NHS TRUST 418 118,162 96% 3% 364 38 4 5 6 1 

SOUTH CENTRAL AMBULANCE SERVICE 31 904 100% 0% 28 3 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 10 72,462 10% 90% 0 1 0 2 7 0 

 

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


  

 

Emergency Care Service - See and Treat (April 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) 
294 192,700 92% 5% 251 20 3 7 9 4 

England (excluding Independent Sector Providers) 
294 192,700 92% 5% 251 20 3 7 9 4 

Selection (excluding suppressed data) 
294 192,700 93% 5% 243 20 3 7 8 3 

LONDON AMBULANCE SERVICE NHS TRUST 
0 27,944 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 
1 16,102 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  
156 9,059 96% 3% 138 12 0 3 2 1 

WEST MIDLANDS AMBULANCE SERVICE NHS  
9 16,517 78% 11% * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  
35 31,574 100% 0% 35 0 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 
10 22,650 90% 0% 9 0 1 0 0 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  
36 26,441 69% 25% 21 4 1 4 5 1 

SOUTH CENTRAL AMBULANCE SERVICE NHS  
14 25,939 93% 0% 12 1 0 0 0 1 

 

 

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

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

