
 

Friends and Family Test – April 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 

156 96.2 3.2 

Scheduled Care (PTS) 15 100 0 

111 Service 105 89.5 5.8 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

April 2019  

    96.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 97.1% Negative themes = 2.9 % 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 Paramedic was understanding and took his time with me. 
He helped me understand my condition. 

 Very quick. Got to me within 10 minutes. Very helpful and 
reassuring paramedics. 

 Because the service care and understanding was 
excellent. I for one appreciate paramedics and all our 
ambulance worker in the NHS. 

   



  

 

 

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

April 2019 
 

Number of Responses 

Online Surveys  4 
Total: 156 

Postal Surveys 152 

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  150 96.2 -0.8% 

Extremely Likely  138 88.5 -1.7% 

Likely  12 7.7 +0.9 

Neither likely nor unlikely 0 0 -1.5 

Unlikely 3 1.9 +1.2 

Extremely unlikely 2 1.3 +0.5 

Don't know 1 0.6 +0.6 

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 147 63.1 0 0             

1 Emotional Support 42 18.0     
Reassuring/put at ease 1.1 25 10.7     

Caring 1.2 17 7.3     

3 Quality of staff 
/professionalism 

86 36.9     

Knowledgeable 3.1 6 2.6     

Good/Excellent Staff 3.2 42 18.0     

Friendly staff 3.3 18 7.7     

Understanding 3.4 3 1.3     

Helpful staff 3.5 15 6.4     

Attitude 3.6 2 0.9     

5 Kindness and 
compassion 

19 8.2     

Kindness 5.1 11 4.7     

Compassionate 5.2 4 1.7     

Respectful 5.3 4 1.7     

Transactional Themes 86 36.9 7 100             

6 Timeliness and 
access to care 

28 12.0 5 71.4 Quick response - Ambulance 6.2 28 12.0 5 71.4 

7 information 
communication and 
education 

13 5.6 1 14.3 

Good advice 7.1 1 0.4     

Good explanation 7.2 7 3.0     

Communication with patient 7.5 5 2.1 1 14.3 

12 Quality of Care / 
Service 

35 15.0     

good /excellent service 12.1 10 4.3     

Helpful  12.2 6 2.6     

Good outcome 12.5 2 0.9     

Good care 12.7 17 7.3     

13 General / Other 10 4.3     
General 13.1 4 1.7     

Thanks  13.3 6 2.6     

14 Triage Process     1 14.3 Questioning process 14.1     1 14.3 

Totals 233 97.1 7 2.9     233   7   

 
 
 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are  likely or extremely likely to recommend the 
service has decreased by 0.8% to 96.2. % 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has increased  by less than 1.7% to 3.2% 

 Returns have increased this month by 24 to 156. Please not the figure shown in the graph is 
incorrect, last months figure should be 132.  

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

 97.1% of free text comments were positive. The three main themes were quality of staff and 
professionalism (36.9%), quality of care and service (15%) and emotional suport (18%) 

 2.9 % of free text comments were negative, 5 out of 7 comments related to long waiting time 
for an ambulance to arrive  

 Demographics, age: Over 65 years 74.3 %, 45-64, 24.6%, 25-44, 5.3% Disabled 74.5%; 
Gender: Female 57.7%, Ethnicity: White 95.4% White Irish/Other 3.1%,  Data is only 
collected for sexual orientation and faith online for this survey. Heterosexual 100%, Christian: 



  

 

75%,No religion 25%  The number of responses was very low to both questions (4 
responses)  

 National Comparative data for March 2019 indicates we are the highest out of 11 
organisations for response rates, we collected 54.52% 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 (97%), 5% higher than the national average. We 
are second  (2 organisations record 0%)  for the percentage of patients said that are unlikely 
or extremely unlikely to recommend our services 2%, 4% below the national average. 

 
 

Free Text Comments 
 

 

Nice and polite, knew what to do. 

Very pleased with the help of the emergency ambulance staff. 

For her caring attitude. 

Paramedic was understanding and took his time with me. He helped me understand my condition. 

Professional, caring, patient and helpful. 

Just good support when we need it. Keep up the good work, thank you. 

The ambulance was there straight away when I contacted them and were very helpful. 

Excellent treatment given by the paramedics who tended to me. 

I believe 111 operators are too quick to call ambulance out, more GP and nurse appointments would free up 
ambulances for real emergencies. Ambulance crew were really helpful and pleasant. It's amazing when 
crew member rang my doctor, the receptionist had an appointment straight away. Think doctors' surgeries 
are adding onto emergency services list of things to do. 

The rapid response was very helpful. 

Kind, caring and professional manner. 

Excellent caring people. 

Professional, great diligence and interaction. 

Exceptional professional care and advice given. 

Professional and sympathetic help and advice. 

Very helpful. 

The 2 paramedics who arrived well within 2 hours expected were extremely professional efficient and caring. 
They assisted my wife to get up from her fall and she is recovering well. 

The care I received was quick, reassuring and considerate. I always feel it's awful to bother them but I 
appreciated their care. 

Very good service with me in about 10 mins, 100%. 

Both paramedics plus trainee were very efficient on completion and examination of myself to ascertain result 
and conclusion of my problem. ECG showed I did not have a heart attack when I was very relieved. I 
reported to my doctor the next day as requested who also agreed I did not have a heart attack. Thank you 
all. 

Very helpful. 

Prompt response from paramedic and very helpful - 999 telephonist excellent. 

Very polite, caring, kind and knowledgeable about my pre-existing condition. Very prompt response to our 
car crash.  Very thankful to our NHS. 

Response was prompt. Paramedics friendly and professional. 

Could not fault the professionalism of the team. 

They were kind and understanding and helped a lot with me. 

Ambulance crew were very efficient and reassuring. 

Because they came out when they said they would within 12 min.And they were very helpful and explained 
what I should do next time. 

I was in a lot of pain. I phoned 111 for advice and help. Ambulance arrived promptly with two vg ladies. 
Given a vg examination and assurance that it is not serious. 

I would recommend this service as the 2 ambulance crew were very kind and helpful as well as 
knowledgeable and reassuring. 



  

 

They were very polite. 

Excellent with daughter who had convulsion. Very reassuring. 

I think the crew, Adam and Will, were very good. 

When my husband rang 999 ambulance response was very good. treatment by paramedics excellent. 

Staff were fantastic 

The help we got went far beyond professional competence.  Skills of communication can be taught, but the 
real feeling of being cared for comes from the ability to put yourself in the place of the patient.  Our 
paramedics were in a class of their own.   They left us feeling that everything possible had been done and 
that we could cope on our own.   We are most grateful 

Very quick. Got to me within 10 minutes. Very helpful and reassuring paramedics. 

I would recommend to my friends as the treatment was exemplary. 

The care and attention, they save me and my son. 

They were so caring and gave me a good check over to see if I needed anything more. 

They could not get transport to and from hospital for up to 4 hours. 4 hours turned into 12. 

The paramedic who came was very considerate and thoughtful, he reassured us all. 

Comprehensive discussion and explanation. 

There is no other option if you have a medical emergency. If a doctor could have come on a Sunday that 
would have been sufficient, hard for the doctor/nurses/111 to access how a patient is on the telephone. If 
you phone doctor says to call 111 and because of miscommunication ended up sending an ambulance. 
Staff were professional and caring and did lots of checks which was reassuring. Completed on behalf of 
patient. 

The paramedics explained the situation and the reason for procedures clearly and with encouragement. 

Ambulance staff were lovely, put me at ease, very respectful in terms of my mobility. 

Very friendly, calming and helpful paramedics who come within the specified time. 

FRRS. [Names removed]. Very pleased with the care I received. 

Both the paramedics were very friendly and put me at my ease and both explained everything to me and 
didn't rush me. Two fantastic and very professional paramedics. 

Knowledge and professionalism excellent. Kept everything light and in perspective. Used 3 times in past 
week and each team fantastic. 

I can't begin to thank the crew enough for their efforts to try and get my son the help he so desperately 
needed. 

Both the paramedics were very friendly and put me at my ease and both [names removed] explained 
everything to me and didn't rush me. Two fantastic and very professional paramedics. 

Comprehensive discussion and explanation. 

Very friendly, calming and helpful paramedics who come within the specified time. 

Knowledge and professionalism excellent. Kept everything light and in perspective. Used 3 times in past 
week and each team fantastic. 

Ambulance staff were lovely, put me at ease. Very respectful in terms of my modesty. 

I can't begin to thank the crew enough for their effort to try and get my son the help he so desperately 
needed. 

Quick response time (around 30 minutes). Paramedics very helpful and sympathetic. 

It has taken 11 hours for an ambulance to arrive and take [name removed] to St. Mary's Nursing Home. 

Very impressed with professional approach. 

Efficient staff. 

Caring and compassionate crew that tried everything to get my son the help he so desperately needed. 
Went way beyond any expectations I could have hoped for. 

Paramedics were very kind and helpful to me. Thank you. 

FRRS. Response good. Care very good. Clear, precise information given. Stayed with patient until bed was 
found. 

The service is very helpful in an emergency. 

We could not do without these people. They are extremely good at their job and are very caring towards 
you. A big well done for the two ladies that helped me. You're a credit to the NHS. 

Grateful for their help. Thank you. 

Very helpful, made me feel confident I was OK and caring after feeling really unwell. 



  

 

It has taken 11 hours for an ambulance to arrive and take my wife to nursing home. 

Response good, care very good, clear precise information given. 

The service is very helpful in an emergency. 

We could not do without these people. They are extremely good at their job and are very caring towards 
you, a big well done for the lads that helped me, you're a credit to the NHS. 

Quick response time, paramedics very helpful and sympathetic. 

Very helpful and caring, made me feel confident. 

Grateful for their help, thank you. 

Very impressed with professional approach. 

The paramedics explained the situation and the reason for procedure clearly and with encouragement. 

Very quick and professional service provided 

Because the service care and understanding was excellent. I for one appreciate paramedics and all our 
ambulance worker in the NHS. 

Assistance arrived within 15 minutes of being requested. 

Because they were very caring and knew their job. I felt extremely comfortable with them. 

FRRS/ The paramedics who attended my husband were courteous, friendly and very efficient. They 
certainly know their job. What a wonderful service. Full marks NHS. 

[Names removed]. They were marvellous. Helpful and reassuring. Officers NEAS can be proud of. 

Arrival without delay - very helpful, friendly and reassuring. 

I had excellent care from the ambulance crew. They were extremely kind and helpful. 

Prompt, thorough, professional, provided informed choices and advice. Friendly. 

Very caring, professional people. Prompt on arrival, give plenty of reassurance and understanding when 
needed. 

(FRRS) Completed by son on behalf of 81 year old mother (patient) who has dementia. Paramedics called 
as mam had fallen out of bed and couldn't get up. They arrived within 90 minutes, got her up, carried her 
out, called Falls response team to arrange home assessment. Brilliant! 

Excellent 111 response and brilliant paramedics. [Names removed] turned up within 2 hours. Their caring 
and understanding attitude was 1st class and much appreciated. 

These two brilliant ambulance men took my husband to hospital, they made him smile and were great with 
him. They sorted his pain and sickness were so understanding, genuinely just great. Wish they were all like 
these town. You can tell them a big thank you. 

You cam to an old woman and calmed me down so I could breathe, the team that came to be were the best, 
they got me breathing again and managed to keep me from going into hospital. I'm afraid for what life I have 
left at 84 that I can rely on these hard working people to help me when I need it. I owe my life to them alone, 
as their bedside manner was pure excellent, thank you so much. 

The paramedics who came to our house as well as being professional are very kind and always me feel 
better. Thank you. 

Fees. 

Excellent so caring and explained all details so clearly, nothing to much trouble. Grateful thanks. 

Ambulance staff unable or unwilling to listen to patients husband to who has lived with her for 50 years, 20 
years as suffers from Parkinson's.(Both new members of Parkinson's UK) Holder of POA for wife/patient. 

Nobody else. 

Paramedic [anonymised name] arrived 5-10 minutes after call was made. Very professional and very 
friendly. Calmed me down in no time, very reassuring after tests carried out. Thank you for your service. 

Following a fall I call FRRS we were attended by the superb team of [anonymised name] both extremely 
kind efficient and helpful. This is a wonderful idea as it saves the trauma of going to hospital and every 
aspect was dealt with quickly and efficiently. Many congratulations on a wonderful service. 

Promptness of arrival of paramedic. 

Very efficient. Very friendly and helpful. I give them 10/10. Excellent care. Thank you. 

Promptness of response. Paramedic [name removed] seemed very professional and effective in addressing 
the medical problem. 

The two paramedics that attended my mother-in-law were extremely professional and kind, friendly and 
informative. 

The people who attended me were very caring and very thorough. 



  

 

Needing help when living alone and a senior lady. 

I cannot thank the 3 crew members enough for their kindness to me whilst they attended my house after I 
dialled 999. They all helped me through what was the most frightening, traumatic event that I have 
experienced. 

I was treated with the utmost care and consideration. I was made to feel comfortable and relaxed 
during/after treatment. 

Ambulance arrived in 15 minutes, cannot fault the service. The paramedics were excellent as usual 
considering the pressure they are under. 

Ambulance staff quick and reassuring, attended to my husband efficiently and cheerfully. Relieved a very 
anxious 20 years with calm attitude... very grateful thanks to them all. 

Very prompt to reply and very thorough examination and explanation. 

I was treated with respect.  he was cheerful, happyand made me feel at ease.  I would recommend to my 
family and friends. 

It took a few hours for the ambulance to arrive but once they were here the crew were lovely, listened to 
what was wrong, addressed me in a way that I could understand, examined me thoroughly and treated me 
with due care. 

Very good.  Very helpful. 

Everything explained in the procedure. Very capable [unreadable comment] friendly. 

The paramedics listened and were very caring.  Felt very looked after. 

Because ambulance crew made me feel at ease and safe. 

Very efficient and considerate. 

Prompt response, professional and friendly. 

I have always found that ambulance personal are very professional and always friendly with plenty of 
compassion for patients and their family. 

Courteous and efficient. Arrived before the time stated. Felt confident in their procedures. 

Friendly, helpful staff/ good humoured. Not intimidating or patronising. 

Waited 6 and a half hours for ambulance while suffering severe back pain. 

It's an excellent service once you get past the operator asking irrelevant questions being from a computer 
screen. 

Very kind staff, only downside was waiting 3 hours for ambulance, but as most of us are aware, services are 
stretched. 

Excellent call out timing, excellent service and diagnosis from paramedics, excellent follow up to book 
appointment With out of hours doctors. 

Because they are very thorough. Always make you feel comfortable and relaxed. 

Fees 

Following my fall, and hitting my head on the stone floor, and then being checked out by a paramedic young 
lady who was particularly helpful and somewhat sorted out and feeling more comfortable. [Name removed] 

[unreadable comment] response. Reassuring and professional diagnosis. Absolutely brilliant. 

Professional conduct. Respectful. Compassionate. 

The paramedic who came to see me was very efficient, gave me a thorough examination and said I had a 
urine infection. He then rang our surgery and got them to arrange a prescription for antibiotics which my wife 
picked up at 6 pm that night. He waited until the surgery confirmed the prescription was ready. 

They were extremely helpful and thorough. 

Fabulous service here within 10 minutes. Reassuring, extremely thorough, kind, compassionate, 
knowledgeable. Left us with abundance of information plus a report in case we needed the ambulance out 
again. Cannot say how much we value the help they gave us and they fact that they stayed to make sure we 
were okay. Many, many thanks for your amazing service. 

Because of the kind and understanding care I received. 

Ambulance crew was courteous and knowledgeable. They identified problem quickly. Felt much better 
having seen them and then given advice on what to do. 

Because it was a weekend and could not get any other help. 

Prompt service and professional paramedics. 

Friendly, helpful, reassuring. 



  

 

We cannot speak more highly of paramedics who visited us in our home. They were thorough and also 
made us laugh. We were reassured our situation wasn't serious and put our minds at ease. Thank you. 

Fast service. Great care. Answered all my questions. 

Very, very good and quick. 

Prompt, friendly, courteous service. Very reassuring. 
 

 

 

 

 

 

 
 

 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

         April 2019 
 

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

Free Text Comments 

Positive themes = 94.4% Negative themes = 5.6% 

Top positive 
themes 

Quality of 
care/service 

Timliness and 
access to care 

Quality of staff / 
professionalism 

Positive     
free text 

Comments 

 Polite, professional staff. Great people 

 Graditude and appreciation. The twice I have experienced 
their services it's been amazing they are dedicated like the 
nursing staff in hospital. 

 Very very good could not fault them one bit 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             April 2019 

Number of Responses 

Online Surveys  12 
Total: 15 

Electronic Tablet Surveys 3 

Activity   

Number of completed journeys for the month 49,298 

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  15 100 +5.3% 

Extremely Likely  12 80 +11.6% 

Likely  3 20 -6.2% 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 -5.3% 

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 

                

3 Quality of staff 
/professionalism 

3 17.6   

Good/Excellent Staff 3.2 1 5.9   

Helpful Staff 3.5 1 5.9   

Attitude 3.6 1 5.9   

Transactional 
Themes 

            

6 Timeliness and 
access to care 

4 23.5   

Late/on time for appointment  6.1 3 17.6   

I need the service to access 
my appointment 

6.11 1 5.9   

11 Physical comfort 
& safety 

   1  100 Comfort  11.4   1    

12 Quality of Care / 
Service 

10 58.8   
Good /excellent service 12.1 9 52.9   

Reliable/ Trustworthy 12.4 1 5.9   

Total 17 94.4 1 5.6     17  1  

 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
100% an increase of 5.3% compared to the previous month (caution numbers are low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0%, 5.3% less 
than the previous month 

 We received 15 responses, 4 less 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 49,298, 1,628 less compared to the previous month  

 17 (94.4%) of free text themes were positive, 2.7% more  compared with the previous month . The 
main positive themes were  quality of care/service and staff/professionalism.  

 1 (5.6%) of free text themes were negative a decrease of 2.7% compared to the previous month  

 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 March 2019 indicates we are the 10th out of 11 organisations and 
5th in the NHS Ambulance sector for response rates. We scored 95%, 2% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients. 5% of patients would not recommend our service to friends and family which is 1% 
above the national average. 

 
 
 
 



  

 

 
 
 

Free Text Comments 
 

There on time and never miss me out 

Take good care 

They picked me up on time 

I find it very good 

Very very good could not fault them one bit 

Graditude and appreciation. The twice I have experienced their services it's been amazing they are 
dedicated like the nursing staff in hospital. 

I like patient transport and would use it again 

Valuable service for the elderly 

Alwags been on tim and helpful 

Ideal for aged people who cannot manage public transport 

Polite, professional staff. Great people. 

Good service  

It is a reliable service 

Very valuable service for Berwick 

The service is much appreciated but the booking ng service is repetative for patients such as 
myself who regularly attend hospital. Nice when i get a car the mini buses are often cold and 
uncomfortable.  

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

April 2019  

    89.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = % Negative themes =  % 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of 
staff/professionalism 

Timeliness and 
access to care 

Examples 

Positive free text 
comments 

 Every time we have used this as a family, the service 
has been fantastic! Treated with care and respect, 
very friendly and reassuring. 

 Friendly, empathetic to me and fully informative of the 
options available to me 

 Everyone I spoke to was calm, clear and made me 
feel relaxed. All of their advice was great! 

 
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

April 2019  

Number of Responses 

Postal Surveys  61 

Online Text Surveys 44 

Total 105 

Activity   

Number of 111 calls (answered) 78,341 

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  94 89.5% +2.9 

Extremely Likely  69 65.7 -3.0 

Likely  25 23.8 +6.0 

Neither likely nor unlikely 5 4.8 -1.5 

Unlikely 3 2.9 +1.1 

Extremely unlikely 3 2.9 -1.6 

Don't know 0 0 -0.9 

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 52 33.8 1 5             

1 Emotional Support 19 12.3     
Reassuring/put at ease 1.1 17 11.0     

Caring 1.2 2 1.3     

3 Quality of staff 
/professionalism 

30 19.5 1 5 

Good/Excellent Staff 3.2 8 5.2     

Friendly staff 3.3 9 5.8     

Understanding 3.4 2 1.3     

Helpful staff 3.5 11 7.1     

Attitude 3.6     1 5.0 

5 Kindness and 
compassion 

3 1.9     

Kindness 5.1 1 0.6     

Compassionate 5.2 1 0.6     

Respectful 5.3 1 0.6     

Transactional Themes 102 66.2 19 95             

6 Timeliness and 
access to care 

19 12.3 5 25 

Quick response – 111  6.1 15 9.7 1 5.0 

Quick response - Ambulance 6.2 2 1.3 2 10.0 

Ease of use 6.3 2 1.3     

Called back  6.10     2 10.0 

7 information 
communication and 
education 

20 13     Good advice 7.1 20 13.0     

9 Co-ordination and 
integration of care 

14 9.1 5 25 
Links to services outside NEAS 9.1 14 9.1 3 15.0 

Treatment at other service 9.2     2 10.0 

12 Quality of Care / 
Service 

41 26.6 6 30 

good /excellent service 12.1 17 11.0 5 25.0 

Helpful  12.2 15 9.7 1 5.0 

Efficient 12.3 2 1.3     

Reliable/ Trustworthy 12.4 2 1.3     

Good outcome 12.5 4 2.6     

Good care 12.7 1 0.6     

13 General / Other 7 4.5     General 13.1 7 4.5     

14 Triage Process 1 0.6 3 15 

Questioning process 14.1 1 0.6 2 10.0 

Relevance of questions 14.2     1 5.0 

            

  154 88.5 20 11.5     154   20   

 

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 2.9% to  89.5% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family has decreased by 0.5% to 5.7% 

 There have been 105 responses, (44 text and 61 postal) which is 7 less than the previous 
month 

 The number of answered calls have increased from the previous month by 2215 to 78,341 

 154 (88.5)% of free text themes were positive, this is a decrease of 2.9% from the previous 
month. The four most popular themese were: quality of care/service (26.6%); Quality of staff 
and professionalism (19.5%) and Timeleness and access to  care (12.3%) & Emotional Support 
(12.3%) 

 20 (11.5%) of free text themes were negative, an increase of 2.9% from the previous month. 
The main themes were: Quality of care and service (30%), Timeliness & access to care  (25%) 
Co-ordination and integration of care(25%)  



  

 

 Demographics, Age: over 65 – 28.7% 45-64 – 30.9%, under 44 years old – 42.5%; Gender: 
male 24.1%,  female 73.6%, White British 94.2%,White Other 3%, Asian/Asian British 2.3% , 
Disabled: 39.1%, Christian 58.8%, no religion 28.2%, Heterosexual 92.9%, LGB 2.4%.   

 

Free Text Comments 

Made me feel at ease and sorted a dentist out which was accessible to me for my powerchair. 

Quick service. 

Staff were very helpful. 

Very helpful. 

Got the advice I needed straight away. 

Helpful most of the time. 

Because I found it helpful and would recommend it to anyone. 

Very efficient and organised the appropriate staff to attend to me. 

Easy to use. 

Helped me to get a same day GP appointment. 

Excellent service in one's time of need. Very reliable and have every confidence in the way things are dealt 
with. Thank you! 

It was extremely helpful. 

Excellent advice and help. 

Informative, helpful and reassuring. Quick response in getting help. 

As befits a service where the patient is not in sight, the advice given erred on the side of caution. 

I got through quick and also was given good advice when needed. 

This is a care home, advice can be needed from nurses and doctors. 

Reliable service. Friendly staff. 

It allayed my fears that I was going to need immediate surgery and comforted me. 

Very quick response and treatment at North Tees Hospital. 

Very helpful. 

Quick response to call. 

Waiting time 3 hours 30 minutes wait. 

Very helpful. 

Call handler was very helpful. 

It will help them to know someone is there. 

Good sound advice when needed. 

Found advisor very helpful and calming. 

Very helpful. 

They are very professional. 

Thorough, considerate and responsive service. 

Very happy with the service. 

Prompt reply initially. Phoned back with answer to query later. 

Quick, clear and helpful advice. 

Every time I call, people are very friendly and helpful. 

Very caring and very quick service. 

It is a very important service. 

Prompt and effective signposting. 

Very quick in coming after phone call. 



  

 

Direct way to get to the right treatment. 

Always helpful, efficient and above all caring and compassionate! 

Prompt and efficient service. 

Helpful advice. 

More helpful than doctor's surgery. 

To seek a professional opinion. 

Extremely helpful. 

The reason I ticked that box was there was too many questions. 

If I dial 111 either refuse to help because I'm medically 'interesting', i.e too complex for them or they send me to 
my GP (which is what I would have done anyway). 

111 advised me to go to a local walk in Center 

Where I was told I was wasting staff time and should of seen my own GP as and when I could. 

I was then sent to A&E and then admitted to hospital  

Very helpful, booked us in to see a dr asap at walk in centre... much better than gp service. 

Even though I ended waiting three hours for a ambulance and someone else took me to hospital I understand 
there is priorities I think youse to excellent job and the public could not do without youse 

Excellent fast advice  

staff are so helpful and take time to listen to you and do everything they can to make sure your ok  

Because my daughter was really ill and I didn’t know what to do and I called for advice and they pointed me in 
the right direction straight away 

Prompt service from 111. Sent out a rapid response paramedic to help me and got me to Accident & 
Emergency as quickly as possible 

Staff were lovely and arranged for someone to call me back asap 

As good advice given  

Spoke to a lovely lady and very professional  

The gentleman who dealt with me was considerate. 

Helpful and put my mind at ease 

Fast and friendly telephone staff 

After the initial questions it was very good and for me the medical appointment that I needed  

Helpful 

The lady I spoke to was really nice and professional  

Good clear advice  

I found that after speaking to a pharmacist, nurse and doctor I had to go to the hospital where they didn’t do 
blood tests 

Everyone I spoke to was calm, clear and made me feel relaxed. All of their advice was great! 

They were brilliant  

After all the questions I was told someone would get back to me but no one did. I went to Shotley hospital and 
they had no record of being contacted about my head injury. The waiting room was empty and if I’d gone 
straight there instead of waiting for a return call I would have been home so much earlier.  

Friendly, empathetic to me and fully informative of the options available to me 

Told I would get a phone call back within the hour ended up been 5 hours later  

Professional answers and direct checks putting me in touch with right treatment  

Rude customer service and a dangerous service  

Got sorted quickly 

Prompt  extremely  helpful.. 

Service was quick and easy to use  

Was told i needed to ring dentam hospital at 8:30 for an appointment. When i did i was told i didnt need one 
and its a walk in. Because of this, when i arrived there was no spaces left and had to go that afternoon. Took a 
day off work and its cost me a full days pay where it really should have been a half day. Absoloutely f*****g 
ridiculous. 



  

 

It was a good help 

Caller was friendly, arranged an appointment very easily.  

They got my daughter help straight away I can not fault them in a way perfect service lovely attitude over the 
moon with how they delt the situation.  

Went out of their way to find me a dentist accessible to wheelchairs which I had been trying to do for months 
when I phoned I had an abscess on both sides of my mouth. I managed to see the dentist within 3 hours so 
thank you so much. 

They were very helpful and put my mind at rest. 

Fast, helpful, understanding and provided the right solution. 

Just one point: I told the handler I was told I had a reaction to the antihistamine tablets and was suffering with a 
bad skin reaction. Following on with the questions I had to answer it was suggested I took antihistamine to 
relieve the reaction. I think that by following her questionnaire by the book and not really taken in what I had 
said. A small oversight I expect. 

The dental part of 111 is absolutely abysmal and a waste of time. 

Very helpful staff. 

Caller helpful and reassuring, prompt appointment with a doctor to resolve problem. 

Questioning was thorough. 

I was in such a state of panic at first when I was answering the question I didn't understand what answers they 
wanted but they repeated the questions again and I  finally decided what I must do. 

Very good. Quick response. 

They were very helpful and advised to go to walk-in centre which I did and saw a doctor. I spent approx. 2 
hours and got antibiotics from a late opening chemist which solved 1 of my problems. 

Very happy with service provided by call handler. 

Keep up the good work. 

As I was unsure if I was doing correct thing, by ringing them I was assured that I was not wasting their time and 
they would try to help me. 

Professional and prompt service. 

Excellent service. 

Very satisfied with the help and advice I got. 

Adviser friendly and calm. Did not make me feel that I was making a fuss. Very apt advise. Gave the 
impression that she had really taken the trouble to seek most appropriate advice. 

Clear, calm and reassuring. 

The prompt service and information was second to none. Our issue was dealt with and the advice given was 
excellent. 

Quick response, very helpful and friendly. 

Every time we have used this as a family, the service has been fantastic! Treated with care and respect, very 
friendly and reassuring. 

The out of hours doctor visited promptly and dealt with the situation with understanding and care. 

The helpful advice gave instant improvement to my condition, however I still could not sleep that night. 

How pleasant they were and efficient. 

I was not happy when I fell outside and the caller asked me how much blood had I lost more than 1/2 cup or 
less. I was in no fit state to accurately tell them how much blood I had lost and also I am 80 year old lady and I 
was told to make my own way to the Urgent Care Unit. I had a head and facial injury and had to start and find 
someone to take as I live alone. 

They refuse to help exactly the people who are likely to be calling - the medically complicated and always seem 
to just refer to a GP. Then they insisted on to have my mole seen by a GP via a phone appointment. 

The nurse I spoke to was really understanding about my concerns for my 3 year old who was coughing so 
much he was vomiting for 5 consecutive nights, she made sure we were seen and quickly by a dr. Much more 
than can be said for our surgery! 

The calm and friendly manner put me at ease 

Very polite and professional, made me feel at ease throughout the call.  

They advised me that i needed to get to A&E i ageed with what they said as i was in alot of pain at the time 

Na 

They got me the right treatment on the same day 



  

 

The 111 handler was great, he advised me on a short term fix and made me an appointment at the walk in 
centre. The nurse on duty at the walk in centre then rang me and canceled my  appointment as she said 111 
had made a mistake and should not have directed to to her. When I finally got to see a Doctor I was informed 
that 111 was correct advice and my appointment should not have been cancelled by the nurse on duty.  

Fully satisfied with everything 

That they helped me and got me the appointment that I required however I did have to explain a previous call 
to 111 made about the same problem as there seemed to be no knowledge of this  

Satisfied. But sometimes hard to get through too on the phone. 

The fact that he double checked his advice by asking a paramedic. 

Everything was fine apart from some stupid questions  

I have already given my report in an earlier question.  

The phone call was not within the hour as advisor  said he needed 5 hours later is unacceptable when a 13 
month old baby is in question  

Quality advice 

Got appointment to see dr 

Absolutely  spot on. 

Excellent gave me the right advice and contacted the relevant service  

When you give information make sure it is correct. This isnt Virgin Media or Sky, its peoples health at stake. 
Lost £100 in wages for today, should of only been a half day.  
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Patient/Community Engagement – April 2019 

Date Event Details 

03/04/2019 Greatham Primary Peoplewho help us  

15/04/2019 Emergency Services Week 

We had a stall for a full day at the 
metrocentre talking about jobs, services, 
commercial opportunities and recruiting 
board members 

17/04/2019 Wooler Dr's patient group Well being in the community 

27/04/2019 BME Recruitment Event  
Held a joint BAME recruitment event with 
6 other NHS trusts. 378 people attended 
on the day  

   

 

Events March (not included in last report)  

Date Event Details 

04/03/2019 Middleton Grange cPAD 

04/03/2019 Norton Sports Charity cPAD 

05/03/2019 Fir Tree cPAD 

05/03/2019 Middleton Grange cPAD 

06/03/2019 Ferryhill WI Public 

07/03/2019 Murton Woman’s Circle Public 

09/03/2019 Haydonian Social Club Public 

11/03/2019 Norton Sports Charity cPAD 

19/03/2019 
Heartstart Course Hexham Army 
Cadets Public 

20/03/2019 Greatham cPAD cPAD 

25/03/2019 Hoults Ltd cPAD 

   



  

 

Patient Transport Service (March 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) 2,774 531,881 92% 4% 1,816 742 80 72 41 23 

England (excluding Independent Sector Providers) 2,342 499,895 93% 4% 1,558 609 59 61 38 17 

Selection (excluding suppressed data) 2,774 531,881 92% 4% 1,816 742 80 72 41 23 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 871 23,008 94% 3% 580 241 21 26 3 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 280 26,767 96% 3% 77 191 4 5 3 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 250 5,009 94% 2% 191 44 9 3 3 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 75,569 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 19 50,926 95% 5% 13 5 0 1 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 40 74,779 90% 0% 29 7 3 0 0 1 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 156 46,879 91% 4% 116 26 7 5 1 1 

NORTH WEST AMBULANCE SERVICE NHS TRUST 490 120,728 95% 3% 405 59 6 12 5 3 

ISLE OF WHITE NHS TRUST 26 892 100% 0% 23 3 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE 210 75,338 75% 15% 124 33 9 9 23 12 

ARRIVA TRANSPORT SOLUTIONS 432 31,986 91% 3% 258 133 21 11 3 6 

 

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


  

 

Emergency Care Service - See and Treat (March 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) 241 179,619 92% 6% 208 14 3 4 10 2 

England (excluding Independent Sector Providers) 241 179,619 92% 6% 208 14 3 4 10 2 

Selection (excluding suppressed data) 241 179,619 92% 6% 204 14 3 4 9 2 

LONDON AMBULANCE SERVICE NHS TRUST 1 27,879 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 4 16,255 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  132 9,197 97% 2% 119 9 2 1 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  8 32,895 75% 25% 6 0 0 1 1 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  34 23,483 97% 0% 32 1 0 0 0 1 

NORTH WEST AMBULANCE SERVICE NHS TRUST 28 26,155 64% 29% 16 2 1 2 6 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  15 26,937 100% 0% 15 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  19 16,818 95% 5% 16 2 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/

