
 

Friends and Family Test – July 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 

174 96 1.8 

Scheduled Care (PTS) 16 75 12.5 

111 Service 

Data will be available 
again in August 2019 

n/a n/a n/a 

 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

July 2019  

    96% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.7% Negative themes =1.3% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 Ambulance service was very professional from start to 
finish,explaining everything very thoroughly  

 Prompt, professional and very reassuring. This was a very 
difficult time that was made as pleasant as possible. Thank 
you. 

 The team was extremely helpful when attending my home 
as they were able to give advice on what the cause of my 
illness was, without being admitted into hospital. 

  



  

 

 

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

July 2019 
 

Number of Responses 

Online Surveys  10 
Total: 174 

Postal Surveys 164 

Activity   

Number of see and treat patients for the month 9,458 

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  167 96% -2.3% 

Extremely Likely  155 89.1 -5% 

Likely  12 6.9 +2.7% 

Neither likely nor unlikely 3 1.7 +0.9% 

Unlikely 1 0.6 -0.2% 

Extremely unlikely 2 1.2 +1.2% 

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 171 55.4 2 50             

1 Emotional Support 63 20.4 1 25 
Reassuring/put at ease 1.1 41 13.3 1 25.0 

Caring 1.2 22 7.1     

3 Quality of staff 
/professionalism 

87 28.2 1 25 

Knowledgeable 3.1 4 1.3     

Good/Excellent Staff 3.2 38 12.3     

Friendly staff 3.3 23 7.4     

Understanding 3.4 4 1.3     

Helpful staff 3.5 18 5.8     

Attitude 3.6     1 25.0 

5 Kindness and 
compassion 

21 6.8     
Kindness 5.1 18 5.8     

Respectful 5.3 3 1.0     

Transactional Themes 138 44.6 2 50             

6 Timeliness and 
access to care 

32 10.4 1 25 Quick response - Ambulance 6.2 32 10.4 1 25.0 

7 information 
communication and 
education 

18 5.8     

Good advice 7.1 8 2.6     

Good explanation 7.2 7 2.3     

Communication with patient 7.5 3 1.0     

9 Co-ordination and 
integration of care 

2 0.6     Links to services outside NEAS 9.1 2 0.6     

12 Quality of Care / 
Service 

76 24.6 1 25 

good /excellent service 12.1 30 9.7 1 25.0 

Helpful  12.2 9 2.9     

Efficient 12.3 8 2.6     

Good outcome 12.5 1 0.3     

Good care 12.7 28 9.1     

13 General / Other 10 3.2     

General 13.1 1 0.3     

General Neutral 13.2 2 0.6     

Thanks  13.3 7 2.3     

Totals 309 98.7 4 1.3     309   4   

 

 

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 2.3% to 96% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has increased by 0.9% to 1.7% 

 The number of responses has increased this month by 56 to 174  

 The number of See & Treat cases this month is 9,458. 

 98.7% of free text comments were positive. The three main themes were quality of staff and 
professionalism (28.2%), quality of care and service (24.6%) and emotional support (20.4%) 

 1.3% of free text comments were negative, 1 negative response related to NHS 111 service 

 Demographics, age: Over 65 years 68.4%, 45-64, 19.2%, 25-44, 8.5% Disabled 66.5%; 
Gender: Female 67.6%, Ethnicity: White British 96 % White Irish/Other 1.7%, Other 1.2%. 
Data is only collected for sexual orientation and faith online for this survey, too few responses 
received to provide  analysis 

 National Comparative data for June 2019 indicates we continue to be the second highest out 

of 10 organisations for response rates, we collected 51.5% 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 (98%), 3% 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 1%, 3% below the national average. 

 
 

Free Text Comments 
 

 

 

An extremely professional, experienced, caring and concerned advanced practitioner visited my disabled brother 
with regards to a possible infection caused by his on-going celluitis on his legs following a discussion and over-
the-phone triage via the 111 service. This gentleman was able to diagnose and treat my brother without the need 
to be taken to hospital which is far more beneficial to my brother. 
This is the first time I have encountered the service of the advanced practitioners but I really rate it highly. I 
believe more of these trained professionals could save a lot of unnecessary hospital admissions therefore 
reducing the stress to patients and also ease the burden somewhat to the already overstretched NHS and 
hostpital. A credit to the ambulance service and the NHS. 

The calming effect of the operator, and quick response of ambulance crew. 
The crew,  Billingham crew, were excellent, both p rofessionally 
and personally , explained in detail, the likelihood of my symptoms, and pain management. 
I felt much calmer after their visit. Thank you , N.H.S. 

The crew (4396) were great with my 98 year old grandma who did not want to return to hospital they reassured 
her and put her at ease  

Prompt response, knowledgeable,capable, confident staff who did their job professionally but also in a friendly, 
calm way. 

Not having a choice has strongly influenced this response. With regard to the crew who attended their behaviour 
couldn't have been better 
 But a two hour wait for medical help isn't an acceptable situation. 

Paramedic was helpful and took time to reassure me that my problem was manageable. 

What amazing understanding employees on a difficult situation , they handled the situation so well can’t thank 
them enough 

I found someone, face down in the woods near my parents place of work. The guy on the phone was impeccable 
in helping me and the paramedics who turned up were also incredible.  

Ambulance service was very professional from start to finish,explaining everything very thoroughly  

The ambulance men were patient and really helpful. Their cheerfulness really helped. 

Excellent response time. Caring treatment and follow up. 

They were very polite and caring and were there and could help as I was feeling cold so they checked my temp. 

Paramedics were lovely and very considerate to my resident. 

The quality of service- sympathetic patience and overall very caring and professional. 

Prompt, professional and very reassuring. This was a very difficult time that was made as pleasant as possible. 
Thank you. 

Prompt service, extremely pleasant and reassuring staff, extremely professional. Save our wonderful NHS! 

Patient taken to hospital as an emergency will collect car later. Fantastic service, care and treatment. 

The attention received was wonderful, as always. 

Because they were so kind, very professional and caring and I cannot thank them  enough for helping my 
husband. 

Re-assurance and support on recent call. 

Extremely efficient and thorough, very friendly and  helpful manner. 

The two paramedics were brilliant, first class, very helpful, kind and put you at ease. 

Staff/paramedics were very friendly and made me feel very relaxed. 

Superb treatment- very efficient, explained everything clearly. Friendly crew, put me at ease immediately. 

Received a thorough examination and everything was clearly explained. 

Helpful. 

Professional, caring, calming service provided from 1st contact to last contact. 



  

 

It was very good and helpful. 

Came promptly and a great help. 

The ambulance crew were extremely helpful and put me at ease straight away. They were professional and 
extremely knowledgeable. Took control of the situation and stayed until doctor (GP surgery) rang back. 

Despite along wait as they were very busy, the ambulance men were lovely with my mother. They were very 
kind, caring and courteous. 

Brilliant, could not have been better looked after. 

The paramedic was courteous, kind and helpful, putting me at ease with the situation I found myself in at the 
time. 

They were quick to respond when my daughter rang them  when I had an episode. 

Rapid and empathetic response to call when I was trapped in my car. Thank you for your assistance. 

Our NHS is extremely important and the ambulance service is essential. We need more and up to date vehicles. 
Six hour wait for todays service. 

Friendly and knowledgeable paramedics with great presence, providing comfort at a worrying time. 

So helpful, made me feel relaxed. 

Very caring and professional. 

If it wasn't ambulance service I would be in sorry state, their help is excellent. 

The main reason for my answer is because. The response was very good and [name removed] was very polite 
and reassuring. 

On separate sheet. 

The speed and efficiency of crew. I could not fault them. 

Very polite and understanding. 

The service was polite, efficient and very reassuring. 

Extremely perfect service in a time of stress well done! Proficient, caring but straightforward in a situation which 
could have been much worse! 

The crew that responded were absolutely brilliant. They dealt with my mother with kindness, courtesy and 
respect whilst making a thorough assessment of her needs and the situation. I feel the crew were "let down" by 
the centralised call back system when they needed to speak with a doctor - call handlers lost message. 

Service extremely first class. 

When I had a recurrence of the angina pain while I was at the village lunch club [unreadable comment] 
suggested that he phone for an ambulance, to which I agreed. When it arrived I was feeling a little better and 
was pleased that after a thorough exam they gave me a ride home with instructions to visit my GP. 

I cannot fault the treatment I received. The service was quick and very nicely handled. 

Very efficient and friendly. 

Very professional and yet caring. Very prompt and able to put people at ease at a very difficult time. 

Because they were very nice and helpful. The ambulance was very quick in coming. Very pleasant people. 

Ambulance crew put my mind at rest and gave me good advice. Thank you. 

They were very good, very helpful. 

Paramedics so polite and helpful. 

They were extremely patient, gentle and kind. 

I was very worried as I rang 111 with chest pain, they sent an ambulance. The lads who called out were so calm 
and put my mind at rest, and made me feel very calm, I was on my own and scared. It wasn't a heart attack, 
thank god! They reassured me and made me feel at ease. 

The team was extremely helpful when attending my home as they were able to give advice on what the cause of 
my illness was, without being admitted into hospital. 

Paramedics were thorough and patient, spending time reassuring both the patient (my husband) and myself. 

Two paramedics visited me on the 03/07/2019. They had been called by 111 service. I found the head of the 
team extremely impudent and I was very upset by his arrogance. 

I think you do an excellent job. 10/10, what would we do without you. 

They were very helpful and polite, explained everything in detail. 

Very friendly and supportive, very understanding as I was quite scared and worked up, I was reassured 
constantly. 



  

 

Very friendly and helpful. 

Because of the great service the 3 paramedics gave with the kindness and advice. 

Anaphylactic shock. The ambulance men were extremely caring, supportive and attentive. Thank you. 

Fast response and lovely paramedics. Very polite and caring. Couldn't do enough to help. 

Very prompt attendance/response and very professional. 

Very efficient and pleasant people.  Very professional. 

Medical team were thorough and attentive. 

Because at that point in time I was suffering and needed medical advice which I received.  Well done. 

First class service by all ambulance crew.  Here within 10 minutes.  Excellent. 

Crew gave confidence with their treatment. Very friendly, very good. 

I  was treated with great care and respect. 

Ambulance people were lovely and looked after me well. Appreciate the ambulance people so much. 

Ambulance came within a few minutes,  Staff were calm and asked relevant questions.  They did all the checks 
then asked if I was OK, giving me the choice to go to hospital or stay home with family. 

It was very reassuring to get help quickly during a scary, unexpected incident and get advice on the follow-up.  
Many thanks. 

Prompt arrival, excellent service from medics providing rapid reassurance for patient. 

Professional, formative and friendly service. 

Although not a fast service (waited 39 mins) staff were experienced and diagnosed me; not just treating me. 

Going out of their way to help. 

Good level of patient care. 

Very good. 

The staff, from telephone operatives, practitioners and paramedics were first class. Kept us updated before 
ambulance came and the 2 paramedics most helpful with extremely attentive care to my mum. Stayed until they 
were confident everything OK. 

Very quick and responsive. 

The team were very friendly, caring and efficient. Top marks. 

The crew were calm, efficient, friendly and helpful. Obviously skilled in the job. Gave us confidence. 

The paramedic was great, she got in touch with doctor for a second opinion, treated my husband very well and 
so helpful and polite. 

Good help from 111. Ambulance arrived in 20 mins. Team gave me full check out and set up a change of 
medication with my doctor, which I managed to see quickly. Caring attitude throughout professional approach. 
This is not the first time I have had this good service. 

The paramedics who attended were lovely. They were kind, professional, empathetic and very informative. They 
made me feel at ease. 

A five star service. 

Very thorough, their examination and the best course of action was to go to Nuffield for private MRI scan as I 
would have to wait much longer to go NHS scan (in fact 9/8). Also told me to take other drugs to complement the 
morphine I am using. 

Very polite ambulance staff, we felt consideration to elderly patient. 

They made me feel at ease. They were very polite and friendly and funny. 

Thank you to the crew, they were excellent following a diabetic hypo. What on earth would we do without them. 

They were wonderful people who really care for my daughter. 

Fast and very helpful. 

Professional, helpful and friendly service. All questions answered and various options discussed clearly. 

Brilliant service from initial phone conversation to treatment from excellent team of paramedics. Superb- can't 
speak highly enough of them all. 

The paramedics and his team were extremely able, reassuring, kind, pleasant and made arrangements for my 
safe travel home by giving me a form for 999 ambulance assistance between Durham and Glasgow. 

Friendly, caring and very helpful. 

The ambulance men were really nice. 

999 service- extremely likely. 111 service- never. 



  

 

I found this service helpful. The man who came after ringing 111 was very helpful and kind. His help made it 
possible just to be treated at home by him. Through his help I began to feel much better- he ended the session 
by making me a sandwich and a cup of coffee. 

Extremely helpful the service I got last night was 100%. They were very understanding and helped me a great 
deal, their service and helpfulness was one of the best I've known. 

Your staff were very helpful and also listened to my point of view. 

Firstly, a big thank you for the care I received after my fall on Wed 10th July. The ambulance staff- [names 
removed] were kind, caring and very professional. They took time to talk and listen. They gave me advice on 
further care and even took me back to my car so I could set on my way. As I say, a very big thank you. 

Two very caring chaps. Very patient with elderly patient. Arranged doctors appointment and ensured me I did not 
need the hospital on this occasion. 

Prompt, efficient, kind and friendly. 

Both [names removed] were exceptionally helpful in looking after and caring for my husbands needs. They 
reassured me and put me at ease as I was really concerned. An absolute credit to the NHS. 

The paramedics were kind, understanding and thorough. She was respectful and competent. 

Living in a rural area, some distance from my nearest A&E hospital, he was very thorough and put me at ease. 
He explained everything to me. 

Made to feel like we had wasted their time. 

They calmed me when I was scared, made sure I was comfortable, even made me laugh. 

Friendly staff but also prioritising patients health and well being. Made us feel comfortable and less stressed 
about the situation. Made my doctor aware of the incident, whom have since contacted and arranged a follow up. 

Kindness, sympathy and care. 

The two paramedics and student nurse were very supportive, polite, professional and courteous. I cannot praise 
them enough. 

Excellent service. Very professional, skilful, helpful and re assuring. All concerned deserve the highest praise. 

They were very kind, respectful and polite, explained everything before they did it. Fantastic. 

Had a very good check over. 

I'm writing on behalf of my mother who was the patient and has dementia. Every paramedic I have met has been 
amazing, helpful, kind, caring and friendly. Thank you all! 

To place or record the excellent service I received at my time of need from two very polite staff. 

Friendly, thorough staff. Very comforting to the resident in need. 

When on arrival I was given every bit of taken care of and were very quick on action. I thank them very much. 

A very effective and completely supportive service. Many thanks to the ambulance personnel who were helpful 
and kind. 

Service of people involved 1st class. 

Being a type 1 diabetic I have had need to call the paramedics out when my husband has been unable to bring 
me round. They have all been super. I would not be here without their assistance. 

When my husband [name removed] needed to be taken to the Critical Care Unit in Cramlington from Beadnell 
Campsite on 29th June, 2019, the ambulance service were fantastic, arriving within 30 minutes. [names 
removed] were excellent and everything was done to make sure there was a smooth transfer to the waiting 
hospital staff. Thank you. 

Their care and professionalism. 

The treatment I received was first class and great comfort to me when I really needed it. 

Very quick response from a professional and kind team. Full check up and all clear given. Lovely people who do 
their job well. 

The people attending me came quickly and were very good dealing with my needs. 

Very quick response. Excellent help and advice. 

Very calm, cheerful and efficient. 

I use the ambulance service fairly regularly and always found the service to be dependable. 

Efficient and friendly crew. 

Staff very approachable/caring and listened, took time and were patient. 

Highly professional, approachable, caring and reassuring bedside manner. [names removed] are a credit to the 
North East Ambulance Service. 

Ongoing, never ending pain. I am awaiting spinal operation and with other health problems that also bring pain. 
Means I'm confined to the house a lot. Would have liked to be taken to get other severe pain problems sorted. 



  

 

The two paramedics were really friendly and put me at my ease. Kept me informed what they were trying to do 
throughout. Always one stayed with me so felt sure things were being sorted to the best of their ability at a busy 
time for the hospitals. 

The paramedics were professional, reassuring, knowledgeable, caring and kept me informed throughout the 
whole process. They made me feel very 'safe'. Just having them here was extremely calming at a time when I 
was frightened, in a lot of pain and feeling very vulnerable. Their humour was good. Thank you! 

Prompt attention. 

Staff were pleasant, thorough and reassuring. 

Prompt service, made me feel safe and at ease. 

It's a service that you cannot do without. Always ready to help 24/7, over the phone or in person. 

Very friendly and efficient. 

I got well looked after. 

The crew that attended me were excellent and very nice, friendly people. They made me feel as if I was really 
special and that they really cared about me. 

Care and attention excellent, Good advice given for future problems, Very grateful for help provided. 

Excellent service from paramedics. 

Very prompt attendance. Professional, proficient and reassuring. 

There were fast to respond and very thorough when their care really helped a lot. 

Very pleasant and caring personnel, doing a good job, especially for me today. 

The ambulance team were exceptional in their professional and considerate approach and communication 
(verbal and non-verbal) with my grandmother (patient) from arrival, assessment and in discussion and written 
document review before departure. Their quick and thorough response to gran's call and symptoms was 
reassuring. They were polite and an excellent representation of what the medical/ambulance service of the 
country can, and deserves to be. Thank you so much. 

Because the paramedics explained everything in more detail than the other medical experts we have seen to 
date. 

The responders were very friendly, courteous, and polite. 

The paramedic who visited me arrived as promptly as possible, he did not use the siren on the vehicle on arrival 
which was highly considerate given the time of night, limiting disturbance to neighbours. Good listening skills. 
[unreadable comment]. Tests/checks explained well. Thank you! 

Ambulance crew were extremely polite and did everything they could help with my pain in legs and back. One 
even made me a cup of tea but at the time could not drink it, but it was very nice of him, they even offered to help 
with pad change, I can't thank the crew enough of their support. 

Both paramedics who attended were very professional and very informative. They talked to me and explained 
everything that I need to do and what I needed for a follow-up. 

Very prompt arrival. Received just the help I needed. 

I got well looked after. 

[Name removed] was very nice and funny. Put me at ease. 
 

 

 
 

 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               July 2019 
 

     75% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 83.3% Negative themes = 16.7% 

Top positive 
themes 

Quality of staff 
/professionalism 

Quality of 
care/service 

Timeliness and 
Access to services  

Positive     
free text 

Comments 

 Staff are dilligent honest and hard working nothing is a 
problem customer care is their priority 

 Could not manage to access appointment without this 
service 

 Drivers prompt and helpful 

 

 

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

low number of responses. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                 July 2019 

Number of Responses 

Online Surveys  14 
Total: 16 

Electronic Tablet Surveys 2 

Activity   

Number of completed journeys for the month 54,492 

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  12 100 +10 

Extremely Likely  8 50 -33.3 

Likely  4 25 +8.3 

Neither likely nor unlikely 1 6.3 +6.3 

Unlikely 0 0 0 

Extremely unlikely 2 12.5 +12.5 

Don't know 1 6.3 +6.3 

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 

                

3 Quality of staff 
/professionalism 

3 20   
Good/Excellent Staff 3.2 2    

Helpful staff 3.5 1    

Transactional 
Themes 

            

6 Timeliness and 
access to care 

3 20 2 66.6 

Quick response - Ambulance 6.2 1    

Pick Up times 6.5 1  1  

Collection times post 
appointment  

6.6   1  

Need the service to access 
the appointment  

6.11 1    

11 Physical comfort 
/safety 

  1 33.3 Comfort 11.3   1  

12 Quality of Care / 
Service 

9 60   
Good /excellent service 12.1 8    

Good care 12.7 1    

Totals 15 83.3 3 16.7     15  3  

  

Summary 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
75% a 25% decrease compared to the previous month (caution numbers are low and 2 people 
12.5% answered neither/don’t know) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 12.5%, An 
12.5% increase compared to the previous month 

 We received 16 responses, 4 more than the previous month.  We continue to experience issues 
with collection mechanisms. We have tendered for a new supplier and a new process, this will be 
in place in early 2020 

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 54,492 49,298, 8,194 more compared to the previous 
month  

 83.3% of free text themes were positive, quality of staff/professionalism, quality of care and 
timeliness and access to care were the most common themes 

 16.7% (3) of free text themes were negative, these related to timeliness and comfort  

 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 June 2019 indicates we are the 7th out of 12 organisations and 4th 
in the NHS Ambulance sector for response rates. We scored 100%, 9% 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% lower 
than the national average. 

 
 
 



  

 

Free Text Comments 
 

Staff are dilligent honest and hard working nothing is a problem customer care is their priority  

The staff are friendly 

Turned up to pick us up 20 minutes after the appointment time and as we had to be ready 2 hours before the 
appointment time it means you cant take a chance on something to eat just in case 

Picking up patients 20 minutes after the actual appointment time when patients have to be ready 2 hours before 
is unacceptable  

I can only praise the service the staff are knowledgeable of their craft and are truly professional at all times alas 
the in-flight movie keeps being cancelled due to government cutbacks and the trolly service gets missed on the 
pickup. Keep smiling you all do a fantastic support job and I thank you  

Service was overall good. But the ride it so jumpy and bumpy and move with every corner so maybe sowhere to 
hold onto if stirdier chairs arnt an option 

Really lovely driver 

Drivers promt and helpful 

Its been very varied sometimes picked up early and spmetimes late. Getting home sometimes been a wait.  

Absolute prime service for areas in Northumberland 

Coud not manage to access apts without this service 

First time used ambulance car and ther were no problems 

Treated me well very good 

Good service 

Very good 

Happy with it 

  



  

 

 

111 Service 

Friends and Family Test Survey 

July 2019  

    % 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 

n/a 

Examples 

Positive free text 
comments 

N/a no data has been sent to patients due to IT 
system issues therefore we are unable to collect and 
report on the data  

Informaiton was sent on the 1st August and we expect 
to have data back for the August 2019 report  

 

 

 

Free Text Comments 

 

Free Text Comments 

  



  

 

 

111 Service 
Friends and Family Test Survey 

July 2019  

Number of Responses 

Postal Surveys  0 

Online Text Surveys 0 

Total 0 

Activity   

Number of 111 calls (answered) 75,055 

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  0 0 0 

Extremely Likely  0 0 0 

Likely  0 0 0 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 0 0 0 

Trend Graph  
 

 
 



  

 

Social Media Update July 2019 
 

 



  

 



  

 



  

 

 

 



  

 

 

 



  

 

 

 

 



  

 



  

 

 

 

 



  

 

Patient/Community Engagement – July 2019 

Date Event Details 

05/07/2019 Stamfordham Primary School  School Visit 

06/07/2019 Darlington Pride  

Promote ourselves as an employer and service 
provider, recruit FT members and collect 
feedback and promote ourselves as an 
inclusive organisation  

06/07/2019 South Tyneside Summer Fair  
Promote ourselves our services, recruit FT 
members and provide informaiton on 
employment and volunteerting opportunities 

09/07/2019 Edmundbyers W.I. AED/CPR Awareness 

09/07/2019 Glanton AED/CPR Awareness 

09/07/2019 Newton Aycliffe AED/CPR Awareness 

09/07/2019 Newton Aycliffe Heartstart 

10/07/2019 
Holy Trinity Rosehill Primary 
school  People who help us  

10/07/2019 The manor Inn AED/CPR Awareness 

10/07/2019 Valley Gardens Restart a Heart 

13/07/2019 Felton & Thirston Fair 
Promote ourselves our services, recruit FT 
members and provide informaiton on 
employment and volunteerting opportunities 

15/07/2019 Wallsend Jubilee School Show and tell 

16/07/2019 St Joseph's Stanley Show and tell 

16/07/2019 West Denton Primary Show and tell 

18/07/2019 St Roberts School Heartstart 

19/07/2019 Abbeywoods Business Park AED/CPR Awareness 

20/07/2019 Newcastle Pride 

Promote ourselves as an employer and service 
provider, recruit FT members and collect 
feedback and promote ourselves as an 
inclusive organisation 

24/07/2019 HealthWatch Northumberland  111 Service overview and feedback  

24/07/2019 Freemasons Heartstart Instructors 

24/07/2019 Medomsley Methodist Church AED/CPR Awareness 

24/07/2019 St Andrews Church AED/CPR Awareness 

25/07/2019 Freemasons Heartstart Instructors 

25/07/2019 Ormesby Table tennis club AED/CPR Awareness 

 

 

 



  

 

Patient Transport Service (June 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) 1,961 516,502 91% 3% 1,385 399 102 39 21 15 

England (excluding Independent Sector Providers) 1,745 499,733 92% 3% 1,278 336 78 29 17 7 

Selection (excluding suppressed data) 1,961 516,502 91% 3% 1,157 356 93 34 17 14 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 866 23,253 92% 2% 566 233 49 17 1 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 4 27,761 * * * * * * * * 

UNIVERSITY COLLEGE LONDON HOSPITALS 250 3,902 94% 2% * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 73,526 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 12 50,821 100% 0% 10 2 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 0 15,331 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 5 72,307 80% 20% * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS TRUST 146 46,199 89% 5% 105 25 7 4 4 1 

ISLE OF WHITE NHS TRUST 431 114,494 93% 3% 369 33 13 3 8 5 

SOUTH CENTRAL AMBULANCE SERVICE 27 926 100% 0% * * * * * * 

ARRIVA TRANSPORT SOLUTIONS 2 71,213 * * * * * * * * 

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


  

 

Emergency Care Service - See and Treat (June 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) 231 
192,483 95% 4% 209 11 2 4 5 0 

England (excluding Independent Sector Providers) 
231 192,483 95% 4% 209 11 2 4 5 0 

Selection (excluding suppressed data) 
231 192,483 95% 4% 201 11 2 4 5 0 

LONDON AMBULANCE SERVICE NHS TRUST 
1 28,191 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 
0 16,231 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS  
119 9,059 98% 1% 112 5 1 1 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS 
8 16,355 100% 0% 8 0 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  
26 31,138 96% 4% 24 1 0 0 1 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  
22 22,751 95% 5% 18 3 0 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 
33 26,421 82% 15% 25 2 1 2 3 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  
7 25,947 100% 0% * * * * * * 

ISLE OF WIGHT NHS TRUST  
0 634 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  
15 15,756 93% 7% 14 0 0 1 0 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/

