
 

Friends and Family Test – Aug 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 

122 99.2 0.8 

Scheduled Care (PTS) 21 85.7 4.8 

111 Service 120 87.5 8.3 

 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

August 2019  

    99.2% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 99% Negative themes = 1 % 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 Once  again first  class response and care   

 Prompt attention from a calm and knowledgable 
paramedic avoided the necessity to go to hospital. 

 Paramedics were caring and professional, made 
everyone not just the patient feel better! 

  



  

 

 

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

August  2019 
 

Number of Responses 

Online Surveys  12 
Total: 123 

Postal Surveys 111 

Activity   

Number of see and treat patients for the month 9,468 

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  122 99.2 +3.2% 

Extremely Likely  36 29.3 -59.8% 

Likely  86 69.9 +63.0% 

Neither likely nor unlikely 0 0 -1.7% 

Unlikely 1 0.8 +0.2% 

Extremely unlikely 0 0 -1.2% 

Don't know 0 0 +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 

110 56.4 0               

1 Emotional 
Support 

33 16.9     
Reassuring/put at ease 1.1 19 9.7     

Caring 1.2 14 7.2     

3 Quality of staff 
/professionalism 

66 33.8     

Knowledgeable 3.1 1 0.5     

Good/Excellent Staff 3.2 31 15.9     

Friendly staff 3.3 16 8.2     

Understanding 3.4 7 3.6     

Helpful staff 3.5 10 5.1     

Attitude 3.6 1 0.5     

4. Welcoming the 
involvement of 
family & friends 

1 0.5     
Welcoming the involvement 
of family & friends 

4.1 1 0.5     

5 Kindness and 
compassion 

10 5.1     
Kindness 5.1 9 4.6     

Respectful 5.3 1 0.5     

Transactional 
Themes 

85 43.6 2 100             

6 Timeliness and 
access to care 

32 16.4 2 100 

Quick response – 111  6.1 1 0.5     

Quick response - 
Ambulance 

6.2 31 15.9 2 100 

7 information 
communication 
and education 

6 3.1     

Good advice 7.1 2 1.0     

Good explanation 7.2 3 1.5     

Communication with patient 7.5 1 0.5     

12 Quality of Care 
/ Service 

38 19.5     

Good /excellent service 12.1 8 4.1     

Helpful  12.2 4 2.1     

Efficient 12.3 1 0.5     

Good outcome 12.5 1 0.5     

Good care 12.7 24 12.3     

13 General / 
Other 

9 4.6     

General 13.1 2 1.0     

General Neutral 13.2 2 1.0     

Thanks  13.3 5 2.6     

Totals 195 99.0 2 1     195   2   

 

 

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 3.2% to 99.2% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has decreased by 0.9% to 0.8% 

 The number of responses has increased by 1this month to 123.  

 The number of See & Treat cases this month is 9,468 

 99% of free text comments were positive. The three main themes were quality of staff and 
professionalism (33.8%), quality of care and service (19.5%) and emotional support (16.4%) 

 1% of free text comments were negative, they related to timeliness and access to care 

 Demographics, age: Over 65 years 79.2%, 45-64, 12.5%, 25-44, 4.2% Disabled 70.6%; 
Gender: Female 11.5%, Ethnicity: White British 97.5 % White Irish/Other 1.7%, Asian 0.8%. 



  

 

Data is only collected for sexual orientation and faith online for this survey, too few responses 
received to provide  analysis 

 National Comparative data for July 2019 indicates we are the second highest out of 10 

organisations for response rates, we collected 52.7% 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  (1 organisations record 0%)  for the percentage of patients said that are unlikely 

or extremely unlikely to recommend our services 2%, 6% below the national average. 

 
 

Free Text Comments 
 

 

Quick response - professional friendly service - very caring & helpful. 

once  again first  class  response  and  care   

We received a good response and quick attendance to our call to the ambulance service early on a Sunday 
morning.and the ambulance people were very professional and pleasant and soon had me on the road to 
recovery . 

The paramedic was friendly and quickly and effectively helped me. 

Outstanding care and patience from the paramedics. Calm, professional, friendly, offered to make me a cup of 
tea.  

This was the fourth time an ambulance has been called. The previous occasions she went to hospital. On this 
occasion the crew were very professional and gave an excellent examination. After deliberation it was decided 
she could stay at home and the crew gave every assistance. Throughout my dealings with neas they have 
been absolutely brilliant  

All of the different people who dealt with my illness, paramedics and 111 call operator, were friendly and 
compassionate. All care that was given was of high quality and explained to me clearly. 

Prompt attention from a calm and knowledgable paramedic avoided the necessity to go to hospital. 

The extremely patient care and understanding manner of both ambulance staff. 

After a seizure I had on public transport, I was confused and not fully aware, but they took their time and 
reassured me, ensuring I was okay when I wanted to go home. 

The paramedic was very kind and helpful. He was understanding and was very quick getting here. 

The crew were very helpful, especially the lead paramedic ([name removed]). 

Quick response, excellent care. 

The service was extremely efficient and cordial. 

Quick response - ambulance arrival in less than 10 minutes. Professional and friendly team who thoroughly 
dealt with issue and concerns. Thorough treatment and testing undertaken with clear options being presented. 

Although it was a long wait the crew  were brilliant and completely courteous and professional. I felt guilty about 
calling them but they were reassuring. We need more of these brilliant people. 

The ambulance service is great. It is the NHS that needs updating. I know it's lack of funds? 

Very prompt service - considerate. 

The paramedics were very efficient, kind and helpful. Thank goodness for them. 

Stairs fall - 2 hour wait. 

Pleasant, nothing was too much trouble. Understanding, polite, made me relax. 

After a collapse - on a hot day - immediate and thorough attention by an ambulance crew who happened to be 
'just round the corner'. 

Very efficient and friendly ambulance crew. Investigated the problems and tested very thoroughly. Clear and 
reassuring communication. 

FRRS. So caring and good, couldn't have been nicer not just with the patient but with the family so supportive. 
They were excellent 100 out of 100. Best ever funded schemes we have heard of, hope it lasts for a very long 
time. 

Very prompt service, friendly and help to put my mind at ease and reassure me. 

FRRS. Excellent staff, understanding and [unreadable comment]. 

They were very kind and helpful and knew what they were doing. 

Ambulance arrived quickly. Staff efficient and firm but friendly. 

Very professional, friendly and reassuring service. 



  

 

Paramedics were caring and professional, made everyone not just the patient feel better! 

Both nurses very helpful and very pleasant. 

FRRS. Caring, wonderful, outstanding. 

Very professional and caring paramedics. 

My husband became ill and he was seen by 2 paramedics. They were both very kind, helpful and extremely 
courteous. They both went 'above and beyond' in what they did for both me and my husband. 

Very attentive, listening to patient. Understanding. Thorough in their profession. 

Because, when I was so scared of how I was feeling, I obtained help very quickly, within 10 hours of my putting 
the phone down. Help and advice calmed me down and eased my worries. Thank you so much. 

It's good to know in case of emergency. 

I found the crew very reassuring. 

Polite, efficient, common sense approach. Caring, informative, 100% top notch. 

Excellent service. Friendly and helpful. Explained everything to me. 

I've had the ambulance out twice. Both times they all did what was necessary with confidence and care. They 
were all fantastic at the job they were doing. Very professional. I could not fault them in any way. 

Ambulance arrived quickly. Staff direct and efficient. 

Quick response, tougher check. 

Professional people, approachable with senses of humour. Felt comfortable with them. 

Ambulance service was called out by carers for myself on account of me being poorly. 

I should like to commend the paramedics who are an essential part of the ambulance service, they are 
unfailingly polite, professional and reassuring. Well done to all concerned. 

Prompt, efficient and friendly. Reassuring in all the examination and tests carried out. Went above and beyond 
to help alleviate anxiety during illness. Helped to get further appointment with diagnosis. 

Everyone very helpful and came very quickly. 

[Names removed] were professional, caring and efficient. They performed the technical investigations carefully 
and in good time. They explained that I need to manage my life to avoid a repetition of the "attack" ([unreadable 
comment]). They asked questions and explained what to do about the situation should I experience a 
repetition. 

When they visit I had picked up a bit. My doctor GP had said probably [unreadable comment]. Very hot flushes, 
fog brain. But advised them not been well for 2 months. Before they got there 4-6 hours prior 111 call advised 
very bad pains in my bottom right across stomach, whole body [unreadable comment] and head on fire and 3 
days later had appendix removed. It may have ruptured that night. Cysts had formed, had to remove small 
bowel and gangrene. 

They were very caring and efficient in their treatment of me, could not fault them in any way. 

Superb service as always - we do not know what we would do without you. Our most grateful thanks. 

Very helpful at all times. 

Very friendly, good help. 

Excellent service. Paramedic is a credit to NHS. 

Paramedics were considerate of my elderly mother's situation and abilities. Every request was given with an 
explanation. Care was extremely good throughout and continued when take to hospital. [Name removed]. 

A very efficient, sensitive approach and good in the home situation. Thank you for coming. 

The paramedic who attended my husband was extremely professional, she was kind and considerate towards 
my husband and his dignity. As my husband had suffered a fall. It was necessary to call for help and 
assistance from 2 more crew. They made everything right again, good teamwork where would we be without 
this service? Bearing in mind they don't know what they may have to face. 

Both the attendants were very helpful, thorough, put my mind at ease! They could not have been anymore 
professional with regards their procedures. 

The young man who called was brilliant and helpful. 

It is the 1st time I've called 111 and [names removed] were very competent and looked after my aches and 
pains and gave me more confidence. Thank you. 

Very professional, calm and reassuring staff, nice to know they are when needed. Thank you. 

Because the 2 paramedics that came to see me put my mind at rest and they helped me a lot. 

Because you all are very efficient, you really put me at ease and handled the situation very well indeed. What 
lovely people. 

Very professional, polite and handled the patient well. Gave good advice, phoned to check up on him the 
following day to see how he was, as he would not go to hospital. They are worth every penny of the NHS 
money. 

The paramedics that come were excellent and reassurance. 



  

 

The crew that attended to me were extremely kind. Caring and professional and I would like to say thank you. 

Kind, encouraging and efficient. 

Didn't wait long for paramedics to arrive. They were extremely pleasant and put people at ease. 

Paramedic was lovely, very helpful, very considerate, very caring. They also contacted Age UK my support 
worker [name removed] to let them know I was poorly. 

Well cared and looked after. 

Emergency paramedic came quickly after initially calling 111. Probably because of my cancer 
diagnosis/treatment/recovery, everything was done speedily. 

As the paramedics were brilliant in everything they did to get me back to hospital. 

Called for ambulance during choking incident. Emergency response arrived very quickly. Helped to clear 
blockage in throat and were very efficient and reassuring. I am extremely grateful to them. 

Very professional, kind and supportive. 

Promptness to call. Very understanding crew, very reassuring. 

FRRS. A very good service, joyful and helpful in all ways. It is a good job you all do thank you very much. 

The paramedic who attended was professional, thorough and caring. He had to travel 25 miles to attend to me. 
N/Northumberland is lacking ambulance care, no fault of the NHS, Gov to blame! There was no cover when 
husband had a TIA 3 weeks ago. We were offered a taxi or see our own GP. 

Quick response. Very caring treatment. 

All staff have been perfect, could not ask for better staff, you have all been amazing. 

Very good service. 

A brilliant visit and help from 2 paramedics. 

Staff were good but not a panic attack. 

Ambulance came promptly following a call to 111, very thorough examination given and options given 
regarding hospital or GP visit for pain relief. Very friendly attitude shown by both paramedics but still very 
professional. 

So quick in responding to call. Very, very pleasant ambulance man and did a thorough check. 

Prompt attendance, thorough examination. 

Good response from 111, advisor thought best call ambulance. Ambulance arrived within 2 hours. Proficient, 
helpful crew. 

Lovely, friendly people. Quick response time. Took care and time with me. 

Care in assessing the situation. Share their understanding sympathetically about my problems and situation. 
Technically professional and clinically skilled. 

I was treated by [name removed] and he made me feel very secure, my treatment was marvellous. 

Fast response time, always professional and caring, would be lost without them! 

Paramedics were called to my dad who is 93 years old. They were friendly, courteous while checking dad and 
asking questions. The also put my mind at rest with their diagnosis. Their names were [names removed]. 
Absolutely amazing people. 

Very quick and respond. Very understanding manner addressing my needs 10/10. 

The paramedics who arrived are thorough, no rush and it relaxes me when they are here - it reassures me. 

I was seen to quickly and with respect. 

The professionalism of the crew was absolutely brilliant. I was very nervous, but the crew was exceptional. I 
was in very safe hands. God bless all who serve this wonderful service. 

Friendly, caring service. Reaction times can be excellent but controlled by demand. 

The person that came was very helpful. 

Nice, helpful people. 

Could not fault the service my wife [name removed] received. Paramedic arrived in 10 minutes. Lovely man 
and perfect at his job. Calmed my wife down in an instant and sorted out the severe pain she was in. Can't 
thank him enough, did not get surname but crew [name removed]. Very grateful many thanks. [signature 
removed] 

Prompt, helpful, reassuring paramedics. Thanks. 

Looked after my wife [name removed]. 

Professional and quick, reliable service with patients well being their primary objective no matter what or how 
difficult the situation. 

Immediate response - arrived within minutes of phone call. [Name removed] very professional, helpful and 
concerned for me. A really nice fellow. 

The expert treatment received. 

The medics very good with my husband in his confused situation. Explaining procedure. 



  

 

The excellent care that I received from the ambulance staff in a relaxed and patient manner, constantly giving 
reassurance. 

2 young ladies were so kind and caring, examined me and did sats so thoroughly when I fell ill, and worried 
that there was a problem with my pacemaker. 

Very quick and friendly. 

Attitude and approach from all staff - very helpful, professional, and "non patronising" to an old lady! The 111 
operator very pleasant approach and instructive. As also the paramedics in attendance who did the required 
tests in a very relaxed and pleasant manner. 

The ambulance man put my mind at ease and had a wonderful bedside manner. He explained things to me but 
mainly checked all the symptoms I was explaining to him. 

Because your prompt arrival, and I was reassured by your treatment and kindness in what was a worrying time 
for me. 

 

 

  



  

 

 
 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               July 2019 
 

     85.7% 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 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 

                 Aug 2019 

Number of Responses 

Online Surveys  9 
Total: 21 

Electronic Tablet Surveys 12 

Activity   

Number of completed journeys for the month 49,080 

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 85.7 -14.3 

Extremely Likely  17 81 +31 

Likely  1 4.8 -20.2 

Neither likely nor unlikely 2 9.5 -3.2 

Unlikely 0 0 0 

Extremely unlikely 0 0 -12.5 

Don't know 1 4.8 -1.5 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 

Total 
Sub Codes 
Description 

Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship 
Themes 

 2 10                  

3 Quality of staff 
/professionalism 

2 10     

Good/Excellent Staff 3.2 1 5     

Helpful staff 3.5 1 5     

Transactional 
Themes 

 18 90                  

6 Timeliness and 
access to care 

6 30     

Quick response - 
Ambulance 

6.2 2 10     

Need the service to 
access the appointment  

6.11 4 20     

12 Quality of 
Care / Service 

12 60     Good /excellent service 12.1 12 60     

Totals 20 100 0 0     20   0   

  

Summary 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
85.7%, a 10.7% increase compared to the previous month (caution respondents are still low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 4.8%, A 7.7% 
decrease compared to the previous month 

 We received 21 responses, 5 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 49,080, 5,412 less compared to the previous month  

 100% of free text themes were positive, quality of care/service and quality of care and timeliness 
were the most common themes 

 0 free text themes were negative 

 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 July 2019 indicates we are the 7th out of 12 organisations and 4th in 
the NHS Ambulance sector for response rates. We scored 75%, 15% below the national average 
for NHS organisations for the number of people who are likely to recommend us to patients. 13% 
of patients would not recommend our service to friends and family which is 8% higher than the 
national average. 

 
 
 
 



  

 

 
 

Free Text Comments 
 

Love the ambulance service always feel special 

Lovely experience of nhs 

X and X are always very pleasant and proffesional, when they take me for my appointments (my favourite crew) 

Poor mobility need physio 

Went for stroke ward 

One of for cardiac unit was good experience 

No other way of transport 

Good service took me home 

Physiotherapy no other way to get in 

Discharge from ward great service 

Discharged me from a ward to my house 

Lovely service 

Love the ambulance service always feel special 

Lovely experience of nhs 

Poor mobility need physio 

Ideal service for remote areas. Very appreciative of service` 

In good time for appointments. 

Always on time for appointments . A door to door service. 

Very good service drivers mainly pleasant and helpful. 

The service is excellent door to apppointment and back for free. 

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

August  2019  

    87.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 87.7% Negative themes = 12.3% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of staff/ 
professionalism 

Co-ordination and 
integration of care  

Examples 

Positive free text 
comments 

 Because the staff was lovely and friendly and 
made me feel at ease  

 Without 111 I would not have received the 
medical treatment I needed.  

 Constructive advice that made a big impact on 
result. 
 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

August 2019  

Number of Responses 

Postal Surveys  49 

Online Text Surveys 71 

Total 120 

Activity   

Number of 111 calls (answered) 77,527 

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  105 87.5 N/A 

Extremely Likely  80 66.7 N/A 

Likely  25 20.8 N/A 

Neither likely nor unlikely 4 3.3 N/A 

Unlikely 3 2.5 N/A 

Extremely unlikely 7 5.8 N/A 

Don't know 1 0.8 N/A 

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 

                    

3 Quality of staff 
/professionalism 

41 25 2 8.7 

Knowledgeable 3.1 1 0.6     

Good/Excellent Staff 3.2 9 5.5     

Friendly staff 3.3 7 4.3     

Understanding 3.4 6 3.7     

Helpful staff 3.5 15 9.1     

Attitude 3.6 3 1.8 2 8.7 

5 Kindness and 
compassion 

2 1.2     
Kindness 5.1 1 0.6     

Compassionate 5.2 1 0.6     

Transactional 
Themes 

106 64.7 21 91.1             

6 Timeliness 
and access to 
care 

16 9.8 5 21.7 

Quick response – 111  6.1 14 8.5 2 8.7 

Quick response - Ambulance 6.2 2 1.2 1 4.3 

Ease of access 6.4     1 4.3 

Called back  6.10     1 4.3 

7 information 
communication 
and education 

11 6.7 1 4.3 

Good advice 7.1 9 5.5 1 4.3 

Good explanation 7.2 1 0.6     

Communication with patient 7.5 1 0.6     

9 Co-ordination 
and integration 
of care 

17 10.4 5 21.7 

Links to services outside 
NEAS 

9.1 17 10.4     

Treatment at other service 9.2     2 8.7 

Co-ordination of transport 
resources 

9.3     3 13.0 

12 Quality of 
Care / Service 

51 31.1 3 13 

good /excellent service 12.1 27 16.5 2 8.7 

Helpful  12.2 11 6.7     

Efficient 12.3 6 3.7     

Good outcome 12.5 3 1.8 1 4.3 

Good care 12.7 4 2.4     

13 General / 
Other 

9 5.5 2 8.7 
General 13.1 8 4.9 2 8.7 

Thanks 13.3 1 0.6     

14 Triage 
Process 

2 1.2 5 21.7 
Questioning process 14.1 2 1.2 2 8.7 

Relevance of questions 14.2     3 13.0 

  164 87.7 23 12.3     164   23.0   

 

111 Summary  
 

 There is no direct comparison to July 2019 as data was not available to to technical issues  

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 87.5% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 8.3% 

 There have been 120 responses, (text and  postal)  

 The number of answered calls is 77,527 

 164 (87.7)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (31.1%); Quality of staff and professionalism (25%) and Co –ordination and 
integration of care (10.4%)  



  

 

 23 (12.3%) of free text themes were negative, The main themes were: Timeliness & access to 
care  (21.7%) Co-ordination and integration of care(21.7%) Triage process (21.7%) 

 Demographics, Age: over 65 – 13.9% 45-64 – 29.2%, under 44 years old – 36.1%; Gender: 
male 38%,  female 60.6%, White British 93.2%, Asian/Asian British 2.7% , Disabled: 50%, 
Christian 47.2%, no religion 26.4%, Heterosexual 86.8%, LGB 1.5%.   

 

Free Text Comments 

 

The advisor was extremely helpful within my phone call about my 2 year old son and even gave me a phone 
call back when she had made a mistake about the location where I needed to take my son  

Knowledgeable service  

I felt unwell and ring my doctors and i could not get in then i ring 111 and they help the care i need in and the 
service is really help and the time to listen to patients  

My problem was not resolved and i ended up having to see my own gp due to lack of response from 111 

Reluctance to offer appointment  

Call handlers were very efficient in getting the correct help I needed for my grand daughter.  

After being to the Doctor’s 3 times. I was told to insist on being examined. Yesterday I found out my arm is 
broken. Thanks for the advice  

Quick service to use. Helpful for minor concerns to put mind at rest. 

I rang of Tuesday and was given an appointment at Houghton within the hour which was good. I was however 
misdiagnosed when there.  I had to ring again last night and was told to walk in at Houghton and when I got 
there I was told that there was no time to see me and that 111 shouldn’t have sent me there. I ended up in 
a&e for 4 hours instead. 

Without 111 I would not have received the medical treatment I needed.  

Because she was pleasant and understanding  and helpfull 

Told me there was no appointments in my area and to turn up at the molineux walk in centre to see a doctor I 
went there waited for hours only to see a nurse saying I couldnt see the doctor  because they were very busy 
wasted trip only to be made worse 

Slow and not always what needed they seem to have too much jumpyness to call ambulance 

The person I spoke to was very helpful.and reassuring. 

The service as very good with and very helpful  

The 111 tried to assess situation and directed us to go to nearest A&E  

I called 111 with symptoms that where worrying me due to my severe anxiety. I was panicking when I called 
thinking I had something seriously wrong. I spoke to an amazing nurse who calmed me down and spent time 
talking me through my symptoms. If it wasn't for that nurse that day I don't know what I would of done. So 
thank you for all your help. She is a credit to the NHS. 

Used 111 3 times, 2, excellent help, 1 def not! 

111 service is fine. It's some paramedics that are funny with us. 

Helpful. 

Prompt advice. 

Wait a long time (hours) before I get a response. If the pain gets worse ring back, which I do and still wait. 

111 and 999 have helped me and I have got the best care, thanks. 

Service is very helpful and understanding. Although a lot of pressure is put on this service due to lack of GP 
appointments and help they never let this get to them and are always able to help.  

Very helpful  

Excellent service  

Get right treatment. 

Helpful. 

Deals with calls in appropriate manner. 

I found they were friendly and understanding. 

Call answered quickly once went through all options. 

We had good service through a difficult time recently (nights). 

Helpful operator. 

Convenience. 

It is the only out of hours service. 

Because they are so helpful and all they’re doing is there job  

The operators were very efficient and helpful, they arranged for me to be seen to very wuickley 

Very helpful 



  

 

Last time I used this service it was early hours of Saturday  I was able to talk with someone and be referred to 
a local urgent care centre within an hour and a half.  The nurse practitioner even prescribed and dispensed the 
antibiotic I needed himself.  I couldn't believe I could start my treatment so quickly.  I was extremely grateful 
that this service was available and I wasn't bothering the A&E service with a less urgent matter 

Last time I used this service it was early hours of Saturday  I was able to talk with someone and be referred to 
a local urgent care centre within an hour.   The nurse practitioner even prescribed and dispensed the antibiotic 
I needed himself.  I couldn't believe I could start my treatment so quickly.  I was extremely grateful that this 
service was available and I wasn't bothering the A&E service 
with a less urgent matter 

To obtain an emergency prescription for my Mam. 

Nhs does not have the time for everybody anymore and key diagnoses are getting missed.  

My husband was in pain after the dentist snapped  hes tooth and he got an infection  and needed  some 
antibiotics  which he got from the hospital  dentist    thank you very much  

Was told a call back would be made within an hour didn’t return my call until 3 and a half hours later  

Because i was ill i didnt find the service friendly and found the questions put me under pressure and i was too 
ill to logically answer .i regretted ringing and will not be using the service again. The person on the phone 
came oover aggressive . I came off the phone  upset  

It solved a problem after my husband ran out of steroid medication. 

Because it’s better than phoning a Witch doctor  

The ambulance team who came out to see me couldn’t be more helpful .. really understanding  

I was given all the help I needed. Getting to and from the ambulance and transit too very good. 

Very polite and very helpful. 

An appointment was made with a doctor without any hassle. 

It is there for an emergency and advice. 

They will send out help (ambulance) to help you to see a doctor (expert). 

We are a care home and out of hours our procedure is to call you. 

Got through easily to an adviser who was helpful and calmed me. 

It was very efficient. 

Help on first call. Team excellent. Pleasant paramedic. 

Because it was a weekend and needed an out of hours doctor. 

Great service. Great advice given. 

Answered promptly. 

Because I get an appointment straight away. 

Never had any problems with 111. 

They helped me with pain relief. 

The service was very fast in replying and getting me in to see a doctor. 

Speed and efficiency. 

When we rang them they have been very helpful. 

Quick response. 

Very supportive and proactive. 

To be sure if right medication. 

If they needed help for a problem that was urgent and beyond a GP appointment but not life threatening, then I 
would tell them to use 111 because it’s the only service there is for that, but I wouldn’t recommend it because 
it wasn’t particularly beneficial 

It was a decent experience and the call handler was canny 

I was very reasured by the call handler. He was friendly and profesional. It's good to know I have a number i 
can turn to when I don't know how serious my little ones condition is. 

Constructive advice that made a big impact on result. 

Very helpful for when you need advise and you no it's not an emergency, also its 24 hours help  

Very efficient and friendly. 

J live in an area where we struggle to get a doctors appointment so the 111 was a way to  get the treatment 
that was needed straight  away. Just a shame we had to wait 4 an half hours to see a doctor at A@E. 

The paramedic was extremely efficient and reassuring she provided excellent care and was very helpful and 
understanding  

Because the staff was lovely and friendly and made me feel at ease  

The person I spoke to was very understanding and quickly assessed my daughter's needs. We had a doctor's 
appointment and my daughter recieved the medicine she needed that same morning. 

111 have been great with me.  I ring them a lot i have lots of aches and pains i have fibro too.  the 111 team 
have been wonderful 

Staff were very helpful  



  

 

I phoned and I was told that I needed an ambulance and the wait time was 2 hrs 6 hrs later no ambulance so 
my mam phoned 111 to see what they were doing and I had to go through all the questions again then 1 hr 
later the ambulance came and the paramedics especially the younger one was rude and cheeky and sarcastic 
to me which was cruel I was in so much pain and needed there help and didn't get it.  

I had no problems at all times. 

Prompt, polite and sympathetic response by all concerned. 

Quick actions and responses. 

Prompt and efficient. 

Fairly fast answering. 

The person I spoke to was very kind and understanding. 

Reassurance 

Got an ooh appt ment eventually but didn't help when had to call 3 times to get through 

Too  much talking at beginning of call before you get to speak to someone. 

Staff  very nice to me helpful all times brilliant team 

The lady tried her best to assess my daughters condition but the circumstances did not fit the questions. My 
daughter has asthma and had a chest infection, when we rang it was early hours of the morning. The call 
handler asked us to wake her which we tried to do throughout the call but the questions asked were is she 
able to play with her toys, is she watching the tv, is she doing things she normally would at this time of day. 
The call handler tried her best but the script followed was not applicable at that time. Advised a ambulance 
would be sent but could be up to 2 hours so we drove ourselves which we understood emergencies are 
priority. On arrival at A&E even though we said we had been sent through 111 it made no difference than if we 
had just taken her to A&E ourselves.  

Follow up from one call helped me get help from RVI Cas dept. (6am) waited 45 mins, saw a doctor for 30 
minutes. Excellent help to see me until GP appt possible. 

11 service are fine, it's some paramedics' attitudes (not all of them) towards care staff. 

The standard list of questions is pretty time consuming and particularly irrelevant. 

Prompt action, did not talk down to me, understanding. 

[Name removed] from 111 service got me an emergency ambulance within 18 minutes. I found out I had a 
gastro [unreadable comment] disease, if it hadn't been for that call I wouldn't have known so can I say a big 
thank you to [name removed] from 111. 

I really think the 111 service are very helpful and are very good with people  

Every thing worked well  

The nurses. 

Deal with things in good manner. 

Call handler did not just read from a script, they were compassionate and listened to what I was trying to 
explain even though it did not fit with the script, i.e. could not say the exact word they gave as it was not quite 
right for symptoms. 

Always available at day, night needs which were several calls over a period of some week. Our situation is still 
in need as of the period to early August 2019. 

Despite receiving high volume of calls, we were dealt with quickly and received appropriate advice. 

Getting appointment to see GP within an hour. 

Handler was very helpful, polite and reassuring. 

Sometimes questions are not relevant. Questions sometimes asked by handler when not relevant to query. 

Na 

Very satisfied  with service.  There was one issue when  the nurse practitioner  disagreed with the call handler 
which was when I was advised to put a hot water bottle on my site of pain    The nurse practitioner advised this 
was not necessary.  I had a urine infection.  

Very pleased to pick up the prescription at the local Boots within a short amount of time. 

Having to choose one certain issue to be able to get help, when I mentioned other problems she said to keep 
to one issue.  

They were  very helpful  because he was in so much pain  

Covered this at beginning  

Satisfied, could not fault anything or anyone. 

The speed of the appointment. 

They do not have any doctors to speak to. 

Quick reaction to direct other service. 

Even if my right leg was hanging off I wouldn't use this service again shocking. 

I get the impression that they cared. 

Excellent service. Reassuring. 

I had a lady on end of life and needed a doctor as soon as possible to prescribe a driver (I work in a care 
home). I waited 3 hours for a doctor to come, luckily nurse was here when he arrived (DR). Driver was 



  

 

prescribed and put in place, but lady died within 25 minutes - she may have been more comfortable if DR 
could have come sooner. 

The young man I spoke to was very helpful. 

Great service. Great advice given. 

When speaking to the operator I found her very helpful, cheerful and was put completely at ease. 

Very grateful for pain relief delivered. 

111 were very quick to get me a call from the surgery, but the appointment was 4.20 pm next day, it wasn't 
their fault but it was a long time to wait. 

I was asked good questions about my problem and he was very helpful. 

Call handlers very reassuring and proactive. 

At the time of need satisfactory advice was given. 

When they had to send an ambulance didn’t want me making my own way to the hospital  

I have a problem in my upper back which is causing constant pain and discomfort. It is making me extremely 
anxious and depressed and I just want to know the coniditon of my spine and go for an x ray. The 111 service 
said I couldn’t drive but I have been driving fine to and from work etc and wasn’t a in a state where I needed 
an ambulance as I didn’t want to waste NHS money which is needed for things like scans. However they 
persisted on ordering me a taxi but I said I could get someone to take me instead and wanted to cancel it and 
they said they would but the taxi still came after I left, even though I told them to cancel it. There should be a 
service in between someone who needs an ambulance and is in a disabling or life threatening situation, and 
people who just need to speak to a nurse on the phone, but there doesn’t seem to be 

I was directed to the right place and although I did not realise it at the time I could have died 

I was very satisfied with how reassuring and friendly the 111 call handler was. 

Personalised the call. Kerry made me feel listened to and calm. I felt reassured that help was at hand. 

Speed and friendliness 

They got us to go to a an e 

Whist the girl sent a paramedic there really was no need I only wanted an iutbuf hours appointment with a 
doctor however the paramedic who attended was reassuring and helpful  

Everything was perfect fantastic service!!!!  

The appointment was made at the nearest place to where I live whereas in the past I have had to travel to 
another town for an appointment. 

Every time i ring 111 they are allways very help full too me.  The. Are Wonderfull People too.  And very helpful 
too  

Find paramedics that are not rude and sarcastic when people are in pain  

Took a long time to get through. 

Satisfied due to 111 referring situation to 999 and prompt response by paramedics. 

The questions asked that did not concern us seem pointless but was told they must ask them. 

Able to provide a solution. 

Friendly. Effective service. Quickly resolved. Feel at ease knowing such a good service is available. 
Appointment made at local urgent care. Call connected to call handler very quickly. 

Was able to access my practice to see if there was any appointments. 

Reassurance. 

 
 
 



  

 

Social Media Update August 2019 

 
 

 



  

 

 

 

 



  

 

 

 

 



  

 

 



  

 

 

 

 



  

 

 

 

 



  

 

 

Patient/community engagement – August 2019 

 

Date Event Details 

10/08/2019 
Sedgefield Agricultural Show Promote services, FT membership, 

employment and volunteering opportunities  

17/08/2019 Allendale Agricultual Show Promote services, FT membership, 
employment and volunteering opportunities 

17&18/08/2019 Middlesbrough Mela 
Promote services, FT membership, 
employment and volunteering opportunities 
and collect feedback about our services 

23/08/2019 Eldon Square 
CPR and Service awareness  

25&26/08/2019 Newcastle Mela 
Promote services, FT membership, 
employment and volunteering opportunities 
and collect feedback about our services  

26/08/2019 Glendale Agricultural show Promote services, FT membership, 
employment and volunteering opportunities 

01/09/2019 Etal Show Promote services, FT membership, 
employment and volunteering opportunities 

09/08/2019 
Lanchester Cricket Club 

CPR Awareness 

12/08/2019 Langley Park De-Fib 
CPR Awareness 

21/08/2019 Travellers Rest 
CPR Awareness 

 

 

 



  

 

Patient Transport Service - (July 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) 2,243 569,693 90% 5% 1,675 351 82 59 55 21 

England (excluding Independent Sector Providers) 2,187 550,745 91% 5% 1,649 332 78 56 54 18 

Selection (excluding suppressed data) 2,243 569,693 90% 5% 1,675 351 82 59 55 21 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,020 25,016 94% 2% 803 154 41 16 1 5 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 8 30,795 50% 50% 1 3 0 4 0 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 257 2,125 86% 9% 153 69 9 12 10 4 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 82,095 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 16 54,492 75% 13% 8 4 1 0 2 1 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 0 17,215 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 7 80,024 86% 0% 6 0 1 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 153 51,383 92% 7% 115 26 2 2 8 0 

ISLE OF WHITE NHS TRUST 467 127,829 95% 2% 411 34 6 5 6 5 

SOUTH CENTRAL AMBULANCE SERVICE 30 976 100% 0% 28 2 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 229 78,795 72% 19% 124 40 18 17 27 3 

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


  

 

Emergency Care Service - See and Treat (July 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) 330 203,492 91% 8% 280 19 4 9 16 2 

England (excluding Independent Sector Providers) 330 203,492 91% 8% 280 19 4 9 16 2 

Selection (excluding suppressed data) 330 203,492 91% 7% 275 19 4 9 15 2 

LONDON AMBULANCE SERVICE NHS TRUST 2 30,404 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 4 17,370 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  174 9,458 96% 2% 155 12 3 1 2 1 

EAST MIDLANDS AMBULANCE SERVICE NHS 9 16,919 78% 22% 7 0 0 0 2 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  14 32,299 71% 29% 10 0 0 3 1 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  42 24,199 98% 2% 41 0 0 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 67 28,087 78% 19% 45 7 1 5 8 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  6 27,274 100% 0% 6 0 0 0 0 0 

ISLE OF WIGHT NHS TRUST  0 615 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  12 16,867 92% 8% 11 0 0 0 1 0 

 

 

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

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

