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CATEGORY OF PAPER 

Specific action required:   Provides Assurance:  For Information:  
 

Board of Directors’ Meeting – 25/07/2019 

Report title: Staff Engagement and Communications Update 
 

Purpose of report: 
This report provides an overview and update of ongoing activity in 
Staff Engagement and communications and is intended to provide 
assurance to the Board and highlight any issues of concern when 
considering the quarterly return to NHS Improvement. 

Key issues: 
(key points of the paper, how this 
supports the achievement of the 
Trust’s corporate objectives, overview 
of risk implications, main risk details 
on page 2) 

The paper provides feedback on key areas of activity such as the 
quality Walkround, staff FFT scores and communications team 
activity. 

Issue previously considered by: Executive Team 

Recommended actions: • To note the results of the report, and 
• To continue to support the Quality Walkround programme 

Sponsor / approving director: Chief Executive 

Report author: Assistant Director of Communications & Engagement 

Governance and assurance 

Link to Trust Priorities: 
(please tick) 

Organisational 
Sustainability 

Improving 
Quality & 

Safety 

Workforce & 
Investors in 

People 

Clinical Care & 
Transport 

NHS 111 & 
Clinical 

Assessment 
Service 

Comms & 
Engagement 

  x   x 

Link to CQC / KLOE: 
(please tick) 

Caring Responsive Effective Well Led Safe 

     

Link to Trust values: 
(please tick) 
 
(Please explain how this paper supports 
the application of the Trust’s values in 
practice)  

Pride 
Strive for 

excellence 
Respect Compassion 

Take 
responsibility & 
be accountable 

Make a 
difference – 
day in & day 

out 

 x x  x  

Any relevant legal / statutory 
issues? 
(Such as relevant acts, regulations, 
national guidelines or constitutional 
issues to consider) 

NHS England quarterly returns on staff FFT scores 

Equality analysis completed 
If this is not relevant please explain 
why: 
 
 

Yes No Not Relevant 
     

An equality analysis is a review of a policy, function or significant 
service change which establishes whether there is a positive or 
negative impact on particular social groups 
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Key considerations Details 

Confirm whether any risks that 
have been identified have been 
recognized on a risk register and 
provide the reference number: 

None identified 

Please specify any Financial 
Implications 
 
Please explain whether there are 
any associated efficiency savings 
or increased productivity 
opportunities? 

None identified 

Are any additional resources 
required e.g. staff capacity? None identified 

Is there any current or expected 
impact on patient 
outcomes/experience/quality? 

No direct impact on patient experience, although this report 
reflects the views of patients who have experienced delays in an 
ambulance response.  

Are there any aspects of this paper 
which need to be communicated to 
our stakeholders (internal or 
external)? 
(Please tick – if ‘yes’ then please 
complete all boxes. Please briefly 
specify the key points for 
communication and ensure the 
Comms team are informed via 
mailto:publicrelations@neas.nhs.uk) 

Yes No Positive Negative 

x  x  
Proactive Reactive Internal External 

x  x   
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Trust Board meeting 
Staff Engagement and Communications Update 

25 July 2019 
1. Quality Walkround 

1.1. All managers are provided with dates for the following 12-months of planned visits for Quality 
Walkrounds. Governors are also invited to attend all Board quality Walkrounds. 

1.2. Directors have met some staff on a Quality Walkround covering South Tyneside, Sunderland and 
Durham who reported that the practice of only asking crews to respond to C1 calls within the last 30 
minutes of their shift was working much better. However, because they cover a large geography this 
usually meant a late finish. 

1.3. Most staff spoken to by directors felt that the management of rest breaks was better, but again the 
greater geographical spread often meant more travel time back to base which was less efficient for the 
service. 
 

1.4. Communications was still an issue for staff. Some felt that they have no time to read emails and 
other forms of communications. Some rely on the Summary, but said this does not contain all the 
information for paramedics and would welcome a clinical update. Some staff reported little regular 
contact from their CCMs and in rural areas, face to face contact may only happen twice a year on ride 
outs. 

1.5. Some scheduled care staff highlighted their issues regarding job re-banding and the expected use 
of oxygen and transfer of emergency patients. However, in contrast one unscheduled care staff 
welcomed the benefits of using patient transport where a paramedic had assessed and determined that 
non-urgent transport would be appropriate for the patient.  

1.6. The new rosters introducing eight-hour shifts and greater levels of relief were not welcomed by 
some of the crews who have met directors on Quality Walkrounds over the last quarter.  

1.7. Directors saw the frustration of crews queuing at hospital at first hand; and also heard from other 
staff who have taken their patients to urgent care centres, only to be asked “whether they had tried A&E 
first.” 

1.8. Other issues raised have been, or are being, dealt with locally through appropriate line 
management. 

 

2. Friends and Family Test 
 
2.1. The staff FFT survey is usually carried out among operational crews during their training courses at 

Moongate and Lanchester Road. Responses rates have fluctuated between 120 and 700 over the last 
eight quarters.  
  

2.2. However, in this last quarter, only 17 responses were captured. A review is underway to determine 
why this figure has dropped so low and consider what action needs to be put into place to correct this. 
 

2.3. A return has been made to NHS England, which can be seen in the table below, but the usual 
analysis of responses in this report has not been done on such a low turnout. 
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How likely are you to recommend NEAS to friends and family if they needed care 
and treatement 

14 2 0 1 0 0 

How likely are you to recommend NEAS to friends and family as a place to work 12 3 1 0 0 1 

 

3. Communications 

3.1. Q1 2019-20 saw the Press Office output of 217 articles from 35 different news organisations, 
creating 6.5 million opportunities to reach people across the UK. 

 

3.2. Stories which generated the most coverage in national and regional press and broadcast included: 
o ORH funding – NEAS recuiting more paramedics to meet ambulance response standards 

over the next four years. This continues to remain the single story which generated the 
highest volume of coverage in the last quarter. 

o However, the impact on some rapid response vehicles has generated some concern; with 
the prospective Labour Party candidate in Redcar seeking answers for a perceived reduction 
in serivce. The then deputy chief operating officer met with the politicians, gave 
presentaitons to the OSC and held radio interviews to balance the story and provide the 
context for the wider investment being made. 

o There was positive coverage of the NEAS annual volunteer awards; the launch of a pilot 
community paramedic scheme in Berwick; the award of the Queen’s Ambulance Medal to 
the deputy director of IM&T. 

 

3.3. Responding to media inquiries on incidents attended was the largest category of media calls over 
the last quarter, with two-thirds of media inquiries being made out of office hours. 
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3.4. With a high level of positive press coverage over the quarter, the sentiment of media stories was 
significantly more positive and balanced over the last quarter; as rated by our independent media 
monitoring firm, Kantar Media. 

3.5. The negative coverage, reported in May 2019 in both regional and national print media, related to a 
woman discharged from James Cook Hospital and whose condition subsequently deteriorated later that 
day. It took four calls to NEAS for an ambulance to respond in 61 minutes. The patient was conveyed to 
hospital, where she later died. In our statement, we apologised to the family and appointed a FLO, who 
has shared the findings of our investigation directly with family members. The hospital also issued an 
apology to the family.  
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4. Social Media 

4.1. During Q1 2019-20, the posts we published on the NEAS Facebook page reached 927,000 people, 
with 69,000 people engaging with us via a post, a like, a share or a comment. 

4.2. The top Facebook post, reaching 36,000 people, was recruiting for four new apprentices. Another 
26,000 interacted with our post to recruit 999 health advisors. 

4.3. The other top posts in this quarter reached more than 32,000 people each who were reading about 
either signposting to alternative services over Easter to ease 999 pressures or about our end of life 
transport initiative.  

4.4. On Twitter over the last quarter, we had more than 620,000 impressions, with 1,200 links clicked 
through to our website, 3,500 likes and almost 1,000 retweets. 

4.5. The top post was the end of life transport initiative also posted on Facebook, reaching 36,000 
people. 

4.6. Our post on CCM Ben Barber winning the Stonewall role model of the year reached more than 
12,000 people; while  a further 8,800 celebrated the Queen’s Ambulance Medal being awarded to the 
Assistant Director of IM&T. 

 

 


