
 

Friends and Family Test – Sept 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 

104 99 1 

Scheduled Care (PTS) 19 100 0 

111 Service 149 90.6 6.1 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

September 2019  

 = 99.0% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 97.5% Negative themes = 2.5  % 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 Very friendly, helpful and effective treatment. Both 
paramedics were very empathetic, which was appreciated 
in the circumstances. Nothing was a bother. 

 The paramedics were thorough and caring. Put me at 
ease. Couldn't have wished for better. 

 The ambulance crew came within 15 minutes, they were 
excellent, they set my mind at rest. I would recommend 
them to everyone. 

   



  

 

 

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

September  2019 
 

Number of Responses 

Online Surveys  12 
Total: 104 

Postal Surveys 92 

Activity   

Number of see and treat patients for the month 8,777 

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  103 99 0 

Extremely Likely  96 92.3 +63.0 

Likely  7 6.7 -63.2 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 -0.8 

Extremely unlikely 1 1 +1 

Don't know 0 0 0 

Trend Graph 

 

 

 



  

 

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 91 59.5                 

1 Emotional Support 23 15.0     
Reassuring/put at ease 1.1 12 7.8     

Caring 1.2 11 7.2     

3 Quality of staff 
/professionalism 

63 41.2     

Knowledgeable 3.1 7 4.6     

Good/Excellent Staff 3.2 29 19.0     

Friendly staff 3.3 12 7.8     

Understanding 3.4 1 0.7     

Helpful staff 3.5 13 8.5     

Attitude 3.6 1 0.7     

5 Kindness and 
compassion 

5 3.3     
Kindness 5.1 3 2.0     

Compassionate 5.2 2 1.3     

Transactional Themes 62 40.5 4 100             

6 Timeliness and 
access to care 

18 11.8 3 75 Quick response - Ambulance 6.2 18 11.8 3   

7 information 
communication and 
education 

8 5.2     

Good advice 7.1 4 2.6     

Good explanation 7.2 1 0.7     

Communication with patient 7.5 3 2.0     

12 Quality of Care / 
Service 

28 18.3 1 25 

good /excellent service 12.1 7 4.6     

Helpful  12.2 1 0.7     

Efficient 12.3 1 0.7     

Reliable/ Trustworthy 12.4 1 0.7     

Good care 12.7 18 11.8 1   

13 General / Other 8 5.2     
General Neutral 13.2 3 2.0     

Thanks  13.3 5 3.3     

Totals 153 97.5 4 2.5     153   4   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are likely or extremely likely to recommend the 
service has remained at 99% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has remained fairly static at 1%, a 0.2% decrease 

 The number of responses has decreased this month by 19 to 104.  

 The number of See & Treat cases this month is 8,777 

 97.5% of free text comments were positive. The three main themes were quality of staff and 
professionalism (41.2%), quality of care and service (18.3%) and emotional support (15%) 

 2.5% of free text comments were negative,  

 Demographics, age: Over 65 years 75%, 45-64, 14%, 25-44, 8% Disabled 75.5%; Gender: 
Female 55.5%, Ethnicity: White British 99 % Asian 1%. Data is only collected for sexual 
orientation and faith online for this survey, too few responses received to provide  analysis 

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

organisations for response rates, we collected 42.3% 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 (99%), 6% 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 4% below the national average. 

 
 

Free Text Comments 
 

They were very helpful. 

FRRS. Husband fell down from chair to carpet. 

Very friendly, helpful and effective treatment. Both paramedics were very empathetic, which was appreciated in 
the circumstances. Nothing was a bother. 

The paramedics were thorough and caring. Put me at ease. Couldn't have wished for better. 

The 3 ambulance men who attended were excellent, every possible check was done to ensure my well being 
and they advised me on the best course of follow up treatment. They were so friendly and caring. Couldn't fault 
them. 

They were very helpful and all the necessary things I just got anxious and the amount of questions and I didn't 
[unreadable comment] but they calmed me down then continued. 

Very efficient and pleasant. 

With me in a very short time. Care and attention given straight away. Very caring at all times. 

The promptness of the response. The efficiency, kindness and professionalism of the two young male 
paramedics who realised I had mild shock but cleaned away the blood off my face and the wound. Though a bit 
of blood once cleaned it wasn't deep. 

It is the only way to get to hospital. The paramedics were top class. 

Ambulance crews do a marvellous job under very difficult circumstances at times. Don't know how they keep so 
cheerful. Nothing but praise for them. 

The careworkers were very prompt. 

Paramedics were really helpful and gave very good advice and nice to me. 

Calm and thorough assessment by 2 health care professionals. 

The quality of the treatment. Also care and concern of the two paramedics. I have nothing but praise for them. 
Thank you. 

Ambulance with paramedics arrived promptly. Did a thorough check-up. Very courteous. Didn't leave until 
satisfied all health problems had been addressed. 

Pleasant and helpful professional young men. 

Whilst they were in attendance they took control and carried out a number of tests. They were obviously skilled 
at doing their job. 

Two hour wait with heart attack symptoms. 

I was very pleased to see these two paramedics. They were very helpful and cheered me up. Thanks lads. 

While on holiday in Northumberland I had a fall and was given first class medical care and attention from the 
friendly paramedics. I was taken to Cramlington Hospital where again I received excellent care from the doctors 
and nurses. I cannot praise them enough. 

Efficient and very caring. 

Mam having trouble breathing and having a panic attack. 

Smoke inhalation due to pan fire in kitchen. 

On feeling poorly I called the North East Ambulance service and was dealt with within minutes. 

The ambulance crew came within 15 minutes, they were excellent, they set my mind at rest. I would recommend 
them to everyone. 

Excellent service throughout. 

The ambulance staff were outstanding. 

Attention received was second to none, very thorough, explained everything. Made sure follow up was in place 
before leaving. 

The response team was thorough, professional, caring and extremely helpful. 

[Names removed] the ambulance crew were very professional and very reassuring. A great job, well done. 
Thanks lads. 

On Saturday 31st August 2019 we called 111 as our son was very ill. I explained the symptoms and was told an 
emergency ambulance was on its way. 10 minutes later I received a call from ambulance control to say they 
were very busy so a rapid response paramedic was coming instead. When he eventually arrived, we told him of 
our sons history of abscesses which he has suffered from for the past 15 months and that he was under a 
consultant at RVI Newcastle. He checked his BP and temp and said everything was normal and it was probably 
a virus. We told him we wanted an ambulance to take him to the RVI, but he said if an ambulance did come he 
would be taken to Cramlington as that is classed as our area, if we wanted him to go to the RVI we would have 



  

 

to take him ourselves by car, which we eventually did. The journey in the car was horrendous as our son was 
very ill and vomiting. 
That night he underwent a serious operation to remove part of his bowel and we were told he could possibly be 
suffering from Crohns disease and may need a second operation. 
If we had taken the advice from your paramedic to keep him at home to see if the virus would pass,God knows 
what could have happened. 

Fast, efficient and excellent people skills 

Rapid response, knowledgeable, caring, treat patient and family with respect. 

Emily and Lauren were patient, professional and caring. They we very knowledgeable about their job and how to 
help myself get caring support for my mother.  

Friendly staff eventhough 111 sent them out when it wasn't all that necessary. 

The pararamedics were absolutely marvellous and I would like to say thank you for their care. 

Excellent care, amazing response, great knowledge. 

Very good. 

Because in my opinion I got excellent attention and well cared for. Both the paramedics were polite, friendly and 
very helpful. 

Fantastic ambulance crew [names removed]! Caring and efficient. 

[name removed] arrived like a breath of fresh air. They were wonderful in their treatment of our 90 year old 
mother. Very, very compassionate. 

Ambulance came in around 30 mins. Paramedics were friendly and very thorough. At QE A&E I waited for 4 
hours to be seen on Saturday morning early hours but was happy with results considering service is free! 

The 2 gentlemen were very caring and concerned, very professional! Really nice people. Stayed with me until I 
felt comfortable. Crew 7037 well done to you gentlemen. 

Response from the crew was exemplary from start to completion. Carried out with sheer professionalism which 
very much took the sting out of the shock and worry which had surrounded the situation. As this was very much 
a one off call from us which as you are aware was a total shock as we have not been in those circumstances 
before. 

The 2 paramedics who came out were very good at their job and polite and friendly. Did everything to assist me 
with my condition. 

They were very professional, friendly and they helped me feel calm, which made me feel safe and a lot better 
with my breathing situation. 

Paramedics very professional, kept me clam and talked me through what would happen. I was grateful they took 
me into hospital because I had had a mini stroke and I thank them for looking after me. 

The well qualified and experienced ambulance men explained taking me to Cramlington A&E would be a waste 
of hospital resources as the hospital could not do any more then they had, when the situation was in the process 
of investigation. 

My mother said she felt in very safe hands. Very thorough and professional. 

I was treated extremely well. 

Very quick response. 

The medics who came were friendly, efficient and caring. 

Very professional team, very helpful and friendly. 

I am very pleased with the care I received from the paramedics. 

At my age anything helpful is appreciated. 

On arrival extremely reassuring and knowledgeable. Very competent. A longer wait than usual considering my 
condition. 

Very professional - listened to my opinion (as a professional RGN myself). 

Very professional yet friendly staff. 

Prompt and caring attitude that was shown to me. 

Our call to 999 was answered very quickly and the operator was extremely thorough. The paramedics were very 
efficient and kind and thoroughly checked mam over. I have no complaints at all, they were excellent. Thanks. 

I want to crew [names removed] and North East Ambulance Service for help they gave me. 

The professional crew advised me in lots of things (to do when I needed it). Thank you very much North East 
Ambulance Service. 

The paramedics were amazing, friendly and above all professional. The time scales are a problem. I do 
understand the NHS is understaffed and very underpaid and undervalued. You inspire me to be better. 

I wouldn't fault the care my mother experienced from the paramedics who came to help her. They were 
professional and kind and arranged for follow up care. The details below refer to my mother. 

I couldn't have asked for 2 better paramedic gentlemen. They were very friendly and explained a lot of things to 
me. I couldn't have thanked them both enough for their help. 

Came very quickly, had to phone them because at my local GP no one could see me. 

Have always been reliable and punctual and very pleasant. 



  

 

Reliable, friendly and helpful. 

The ambulance arrived quite quickly. The paramedics were very helpful and reassuring. They left having dressed 
the wound and gave advice on what to do if bleeding started again. 

Were very quick coming and did everything they were supposed to do. Very good. 

The competence and professionalism they both carried out the tasks they performed. Very understanding and 
treat my wife and I with respect and dignity. The pair are a vital asset to the NHS and in particularly to the 
paramedic department. 

The professionalism and technical expertise was excellent. The team were very caring and competent and were 
very reassuring. 

The ambulance service really helped me! 

The ambulance crew are always very efficient and helpful when they arrive. Top marks for all that have been to 
my home. 

Friendly, explained everything, gave me the option to go to hospital or not. 

The girls were very good, made me feel safe, "we couldn't have a better North East Ambulance Service". Very 
good. Made me feel confident about being poorly. 

To tell you couldn't do without NHS Ambulance Service. Brilliant, had to dial 111 had pain in my back, not sure 
what to do. Lady on phone was so lovely and helpful. Took all my particulars and sent the paramedics out. They 
were so concerned. Didn't feel like just a number. They reassured me everything was okay, heart and everything 
while they were checking me. They talked about other things, stayed till they made sure I was okay. That helped 
such a lot. Again NHS brilliant. Lady 77 years old. 

They do a really good job. 

Rapid response. Pleasant and caring paramedics. Never made to feel a nuisance. Very reassuring. 

Your people were very good in everything they did, can't fault them. 

The two paramedics were so nice, they put me at ease and were very professional. A credit to the NHS. 

Very good - came quickly and were professional, efficient and helpful. They helped me a lot. 

Compassionate knowledge and empathy. 

Very prompt, efficient and very pleasant ladies who came and dealt with me. 

Extremely helpful throughout visit, took time to try and resolve our problem. 

FRRS. Very caring, explained everything clearly to me about the tests they were doing and how the equipment 
works to get me up off the floor. 

Because they were very kind and helpful, real nice people. 

FRRS. A quick response, good [unreadable comment], checked me over thoroughly. A very good service. Thank 
you. 

[Names removed] were so helpful and considerate re my needs. 

[Names removed]. Both of these men were really great, very well looked after and made me feel at ease, so 
lovely. 

Pleased with rapid, competent response. 

Courteous, polite, and very efficient. 

Always had very good service from NHS. 

Waited too long. 1st call at 5.30pm, more calls and eventually came at 1.30am Sunday morning. Elderly man, 
upset, anxious, needed attention. Couldn't get to hospital without ambulance. Paramedics great, but need to 
extend the service - need more ambulances. 

   



  

 

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

          September 2019 
 

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

Free Text Comments 

Positive themes = 95.8% Negative themes = 4.2% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism  

Timeliness and 
access to services  

Positive     
free text 

Comments 

 Good service for patients in very rural areas with no 
transport 

 As a first time user I can’t fault the service. Made 
appointment and returned home without incident. 
Comfortable car and polite driver 

 Extremely valuable service. Dont know what I would 
without it. 

 

 

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

low number of responses. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             September 2019 

Number of Responses 

Online Surveys  14 
Total: 19 

Electronic Tablet Surveys 5 

Activity   

Number of completed journeys for the month 49,988 

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  19 100 +14.3 

Extremely Likely  14 73.7 -7.3 

Likely  5 26.3 +21.5 

Neither likely nor unlikely 0 0 -9.5 

Unlikely 0 0 0 

Extremely unlikely 0 0 -0 

Don't know 0 0 -4.8 

Trend Graph 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total 

 Sub Codes 
Description 

Sub 

Code 
Positive 
Total 

Negative 
Total 

Relationship 
Themes 

5 5                 

3 Quality of staff 
/professionalism 

5 21.7     

Good/Excellent Staff 3.2 1 4.3     

Friendly 3.3 1 4.3     

Helpful Staff 3.5 1 4.3     

Attitude 3.6 2 8.7     

Transactional 
Themes 

18   1 100             

6 Timeliness 
and access to 
care 

5 21.7 1   

Ease of use  6.3 1 4.3     

Pick Up Times 6.5     1 100 

Late /on time for 
appointment  

6.1 1 4.3     

I need the service to 
access my appointment 

6.11 3 13.1     

11 Physical 
comfort & safety 

2 8.7     
Comfort 11.3 1 4.3     

Clean  11.4 1 4.3     

12 Quality of 
Care / Service 

11       

Good /excellent service 12.1 9 39.1     

Helpful  12.2 1 4.3     

Reliable/ Trustworthy 12.4 1 4.3     

Total 23 95.8 1 4.2     23   1   

 

Summary 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
100%, a 14.3% increase compared to the previous month (caution respondents are still low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0, a 4.8 
decrease compared to the previous month 

 We received 19 responses, 2 less 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 49,988, 908 less compared to the previous month  

 95.8% of free text themes were positive, quality of care/service, quality of staff/professionalism  
and Timelyness and access to care were the most common themes 

 1 free text was negative relating to pick up times 

 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 August 2019 indicates we are the 7th out of 12 organisations and 
4th in the NHS Ambulance sector for response rates. We scored 86%, 6% below 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 4% lower 
than the national average. 

 



  

 

 
 

Free Text Comments 
 

It is a very good service for people who have no other means of transport or are unable to use public 
transport  

The crews that picked me up and took me home were very professional and friendly. A credit to the 
service. In contrast, when I was discharged from ward 9 (JCUH) on the XXth August it was ERS 
Medical patient transport that turned up to take me home. They were very unprofessional,talking over 
me the about the DNAR. Then complaining about the steps in the front garden and saying he'd have 
to do a health and safety assessment first. Then nearly dropping me whilst taking me up the steps. 
The female had to take charge of the situation. They didn't know how to secure the wheelchair into the 
ambulance and I had to say how to do it. Overall ERS Medical provided very poor, incompetent 
service that made me feel unsafe and concerned about whether they will turn up in the future.  
Thankfully for my appointment today it was the proper patient transport crews who were briliant. 

They are always nice to you  

Good service provided mostly 

Was picked up at 6.30am for an 8.30 appointment. Arrived at department at 7.05am and had to wait 
about an hour before i was seen. I thought this was not acceptable.  

Good service for patients in very rural areas with no tranprt  

My driver was helpful and pleasant his car was very clean and he made sure i got the department in 
good time . 

Reliable service  

As a first time uset cant fault ser ice. Made appointment and returned home without incident. 
Comfortable car and polite driver.  

I am always on time for appointments and get home without ant problems  

Great service pleasant to feal with  

Extremely valuable service. Dont know what I would without it. 

Very good service.  

Always very helpful and a generally good service 

Only way to get to hospital 

Only option to get to hospital 

Only option to travel to hospital 

Its convenient  

 
  



  

 

 

111 Service 

Friends and Family Test Survey 

September 2019  

    90.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 86.8% Negative themes = 13.2% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of 
staff/professionalism 

Timeliness and 
access to care  

Examples 

Positive free text 
comments 

 

 Good to have a professional to speak to - relieves 
anxiety. 

 Excellent service, would definitely recommend. 

 Professional and re-assuring service. It gives such 
comfort to have a facility like this available. 

 
 

  



  

 

 

111 Service 
Friends and Family Test Survey 

September 2019  

Number of Responses 

Postal Surveys  65 

Online Text Surveys 84 

Total 149 

Activity   

Number of 111 calls (answered) 69,528 

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  135 90.6 +3.1 

Extremely Likely  112 75.2 + 8.5 

Likely  23 15.4 - 5.3 

Neither likely nor unlikely 4 2.7 - 0.6 

Unlikely 4 2.7 +0.2 

Extremely unlikely 5 3.4 - 2.4 

Don't know 1 0.7 - 0.1 

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 

65 28.3                 

1 Emotional 
Support 

19 8.3     

Reassuring/put at 
ease 

1.1 17 7.4     

Caring 1.2 2 0.9     

3 Quality of staff 
/professionalism 

42 18.3 

  
  
  
  

  
  
  
  

Good/Excellent Staff 3.2 7 3.0     

Friendly staff 3.3 9 3.9     

Understanding 3.4 7 3.0     

Helpful staff 3.5 19 8.3     

5 Kindness and 
compassion 

4 1.7 
  
  

  
  

Kindness 5.1 3 1.3     

Compassionate 5.2 1 0.4     

Transactional 
Themes 

165 71.7 35 100             

6 Timeliness and 
access to care 

31 13.5 11 31.4 

Quick response – 111  6.1 28 12.2 4 11.4 

Quick response - 
Ambulance 

6.2 2 0.9 1 2.9 

Ease of use 6.3 1 0.4 1 2.9 

Called back  6.10     5 14.3 

7 information 
communication 
and education 

21 9.1 
  
  

  
  

Good advice 7.1 19 8.3     

Communication with 
patient 

7.5 2 0.9     

9 Co-ordination 
and integration of 
care 

28 12.2 8 22.9 

Links to services 
outside NEAS 

9.1 26 11.3 1 2.9 

Treatment at other 
service 

9.2 2 0.9 7 20.0 

12 Quality of Care 
/ Service 

64 27.8 6 17.1 

good /excellent service 12.1 34 14.8 3 8.6 

Helpful  12.2 11 4.8 2 5.7 

Efficient 12.3 3 1.3     

Good outcome 12.5 12 5.2     

Consistency of service 12.6     1 2.9 

Good care 12.7 4 1.7     

13 General / 
Other 

19 8.3 4 11.4 

General 13.1 11 4.8 4 11.4 

Neutral 13.2 6 2.6     

Thanks 13.3 2 0.9     

14 Triage Process 2 0.9 6 17.1 

Questioning process 14.1     3 8.6 

Relevance of 
questions 

14.2 2 0.9 3 8.6 

  230  86.8 35  13.2     230   35   

 

111 Summary  
 

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 90.6%, which is an increase of 3.1% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 6% , which is a decrease of  2.3% 

 There have been 149 responses, (84 text and  65 postal), 29 more than the previous month   

 The number of answered calls was 69,528, 8,001 less than the previous month 

 230 (86.8)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (27.8%); quality of staff and professionalism (18.3%) and timeliness and access to 
care (13.5%)  



  

 

 35 (13.2%) of free text themes were negative, The main themes were: timeliness & access to 
care  (31.4%), co-ordination and integration of care (22.9%), triage process (17.1%) and  
quality of care/service (17.1%) 

 Demographics, Age: over 65 – 23.3% 45-64 – 33.3%, under 44 years old – 37.5%; Gender: 
male 29.2%,  female 70%, White British 95.1%, Asian/Asian British 1.6% , Disabled: 34.7%, 
Christian 60.3%, no religion 31.4%, Heterosexual 96.6%, LGB 2.5%.   

 

Free Text Analysis 

Very fast response, paramedic was kind, easy to understand, made me feel at home, was polite and a very 
caring person. 

Directs you to the correct people. 

Waiting too long for emergencies, too many questions. 

Because my husband was in a lot of pain and they dealt with it well. 

Helpful staff and prescription done straight away. 

Good advice based on a recent hospital visit following a worrying attack of dizziness and disorientation. 

To ensure our residents get the best possible advice in their well being. 

By accident, I ran out of some of my medication [unreadable comment] Bank Holiday Monday. I was advised 
by Blaydon Walk-in Clinic to phone 111. They sent a prescription to Boots pharmacy which was open and 
had them in stock. I was able to pick them up. 

Told which hospital and department to go to. 

I think most people are aware of it. I don't think I am in a position to advice anyone about this service. 

Got illness sorted. 

Very helpful. 

Prompt service and good care with referral to walk-in centre. 

Good to have a professional to speak to - relieves anxiety. 

Prompt, understanding, helpful service. 

Considerable waiting period. 2 weeks to get doctor appointment. A&E massively overburdened. 

Prompt attention. 

Depends on the problem. I am an NHS employee and know when self-medication is required and when a 
GP intervention is needed. I felt the 111 system had not worked for me in this incident. 

Needed a catheter changing and was sent a paramedic who did not know anything about catheters. 

I was very satisfied. 

We rang up at 12 pm and was told a doctor would ring us back. They did at 1 pm. The doctor then said we 
would need to see someone and we would get a phone call with an appointment time. We did 4.5 hours 
later! 

Personal experience of people who may need the service. Only they could decided how severe their 
condition is. 

Very good service, I did not wait long for an ambulance. 

A lot of phone numbers. GP's for example it is very difficult to get through. 

Response was very good. 

Prompt service. 

111 ambulance service. 

Quick and helpful. 

Potential stroke. 

Good service, long wait for initial acceptance of call. 

So many questions are not relevant. 

Very good service. 

Always reliable and efficient. My son is severely disabled. 

Most of the call handlers very friendly and helpful. 

Quick advice. 



  

 

Helpful and very easy to talk to. They put your mind at ease. 

I was at home alone and scalded my leg. I was advised to go to an urgent treatment centre. 

Very helpful and efficient. 

They listened and did what I asked and no issues at all. 

Simple, kind and easy to use! 

My call was answered quickly. The call handler got to the relevant questions promptly. They were polite but 
friendly. 

The first time I rang (May) the ambulance team came out within 30 minutes. The second time a nurse rang 
within the hour. 

It is the only way to get medical assistance from a Friday evening onwards over a weekend. 

I would recommend only if last resort, if out of GP hours. 

Quick response and [unreadable comment] plan. 

Prompt and caring. 

Spoke to someone very quickly. 

See following answer. 

Helpful advice. 

Very quick service, brilliant at their job. 

They helped and advised in a calm manner. 

Very concerned about my eyesight. Got an appointment in a short space of time. Seen quickly. 

Very likely, quicker than trying to get to see a doctor when feeling so poorly. 

They are there when you need them. 

They were very helpful and got me an appointment to be seen that same day. 

Excellent service, would definitely recommend. 

Provided advice and sorted appointment out at walk-in centre within the hour. 

Good service. 

I was satisfied with the service [unreadable comment]. 

Good to know someone is at the end of the phone with medical knowledge. 

Very professional and friendly staff. 

Excellent service. Problem dealt with very quickly 

Very polite and helpful  

Got advice quickly and a appointment made at urgent care without having to sit and wait for a appointment. 

Very helpful and done everything to help. 

Inappropriate use of ambulance, inappropriately categorising jobs, send ambulances to patients without 
telling them they’re being sent one.  

From phone call to having the prescription in my hand was just over 1 hour and that included travel times.  

Helped with what was needed and informative  

Prompt service without trailing all over. 

The response time from my original call was 7 hrs after my initial call not acceptable if it was serious  

It’s handy advise when there’s no one else to ring without ringing 999 

Extremely helpful, spoke to me politely, very happy with service. 

I have used this service a few times when absolutely necessary and  I have always received  excellent 
advice  and care thankyou nhs 

I contacted due nausea symptoms for my dad 

Great advise and enabled me to get an appointment with a gp. 

Staff were very helpful, however I was given an appointment and still had to wait 1 hour 30 mins to be seen. 
I understand the NHS are busy, but choosing an appointment felt sensible and better with a 4 year old.  

Prompt calm advice 

I needed to see an emergency dentist.  I was on holiday in the north east and not near my usual dentist in 
Manchester 

The service gave me q good advice. 



  

 

The  person I spoke to was very professional and understanding regarding my reason  for the call. 

Very helpful and understanding  

Great prompt service 

Professional and re-assuring service. It gives such comfort to have a facility like this available. 

Provided information needed 

It saves wasting time in the doctors 

Very helpful and understanding of situations. 

Efficient and friendly staff made me feel confident in the advice I was given  

I’m pregnant and have had a reoccurring dental issue. This is the 4th time I have had to seek treatment and 
the first time I went via 111. My dentist kept plying my with antibiotics the one o was booked in with via 111 
treat me immediately and offered an excellent service. 

The telephone call secured an appointment time at a walk in service and reduced the waiting time 

Friendly, helpful, reassuring, knowledgeable, called back pretty quickly.  

Ambulance team were friendly and attentive. They looked after my mum in law really well 

Helped alot 

I got the help I needed and it's a crucial service  

Great advice and covered all bases 

Quick reassuring and competent 

Excellent service couldn’t ask for more 

Phoned for appointment time spot on  

Got through and seen to really quickly even though it was a bank holiday Monday  

They were polite, patient and kind. 

The caller was very helpful and kind  

Really helpful..easy to talk to great attitude and really friendly and professional  

We were on holidays in Ponteland Newcastle the only reason I phoned was we weren’t sure where hospital 
was.Whilst I was in agony I had to go trough endless questions.only to be told someone would call back 
which seemed like an hour. 

Then I was told I would have to Waite to 8 am when walk in center opens to get a appointment 

I said I wasn’t able to wait so they advised me to go to a&e whitch is what I should have done in the first 
place. 

Having an appointment booked for me with a Doctor in A&E at a time to suit rather than having to sit and 
wait in A&E when at the time there was a 4 and a half hour wait to be seen by a doctor.  

Excellent service 

Both people I spoke with on the phone, so the initial call handler and then the medical professional were 
helpful, knowledgeable and professional. They put me at ease, gave useful advice and enabled me to 
access the medical help I needed for my child. It was also great that despite the initial recorded message 
saying that there may be a delay it was less than hour between my initial call and the ring back from the 111 
medic.  

Beacuse the person was so helpful  

Needed to see a doctor and it was a bank holiday. Appointment given and antibiotics prescribed 

My phone call was answered within a couple of rings. The male advisor I spoke to was very helpful and 
made sure my 4yr old daughter received the right attention and treatment. 

My little girl had a few things going on and we couldn't work out what. I knew something wasn't right but felt 
like a paranoid first time mum. They were very reassuring and made me feel valid in my concern. They got 
me a gp appoinment as I couldn't go to a walk in due to her age and I didn't want to waste a n e time. It's 
good we did as she had a nasty chest infection.  It's good they said they needed a face to face and to be 
safe  with lil ones.  

The system is not fit for purpose . 5 hour wait to be contacted by a nurse practioner to take my father to a&e 

It’s the only option to get an appointment  

It was quick and able to get an appointment to see a doctor locally and received antibiotics within 6 hours 
which helped start recovery.  

Very usefull  

The waiting time was pretty quick. The staff on the phone were great, polite and made sure they had given 
and helped in every way possible  



  

 

Through prompt service  

Because of the service and advice we were given. 

Couse there do a great job  

because I was very satisfied with the service 

Got help fast 

Fast help 

Call handler very helpful, she had a caring and friendly manner. 

Got an appointment for the GP in a timely manner  

They confirmed what I was already thinking so I was not afraid that I was wasting NHS time by going to 
urgent care. They also gave me an appointment so that I didn't have long to wait. 

Helpful 

Lady was lovely on the phone, got me an appointment and I was in and out very quickly with some 
antibiotics, which I was very grateful for! 

I needed emergency prescription and 111 sorted. There was a lack of communication at first but after a 
couple more chase up telephone calls I was able to get my prescription. 

If i can't get an appointment with my own doctor they suggest i ring 111 and i get to either speak to a doctor, 
nurse or someone that can nearly always solve my problem. The staff are very polite and they direct you to 
the right person no matter how small a problem it is. I can't always travel either lack of money or can't walk 
due to my chrohns but they will make sure my problem is always sorted whether by phone or doctor calling 
out, it's all in all a good service and we're lucky we have them in lauding our own doctors. Thank you. 

Nobody responded.  My daughter was in a right state and I sat up all night waiting for a call. Nothing.  Zip.  
Nowt.  

Lovely patient understanding staff 

The caller understood my anxiety. Definitely 111 made the correct outcome of the call. 

When unable to see a GP doctor or when out of hours, e.g. night time, the 111 service gets you the help 
required. 

Waiting times are too long between answering questions and then waiting for a visit. 

I was satisfied because without this service my husband would have not been seen. 

As a professional been advised and helped with my [unreadable comment] needs quickly. 

The call handler at first seemed not to appreciate that my condition needed quite urgent and specialist 
treatment and I was given an appointment to go to a [unreadable comment] the next day. However, she 
called me back and said she had re-evaluated my symptoms and gave me an appointment the same day at 
an out of hours centre. Had she not done this, I would have gone to A&E. 

Very professional guidance given, advised to take a taxi to Cramlington A&E rather than wait for an 
ambulance. 

The service was efficient and very helpful in my situation. 

I was advised to go to the hospital, so I had to go by myself by taxi. I was not offered any assistance. 

The only problem was I waited about 15 minutes on phone until they answered. 

It would be nice to get through to a call handler straight away (no waiting), (no messages beforehand). 

An appointment was made to see a doctor within the hour. 

Told to attend walk-in centre at Washington. Seen by nurse who gave life style advice (lecture). Took myself 
to doctor's when appointment available who advised me to self present at A&E. Had L4 vertebral fracture. 
Surgery required. 

See Q.2. 

Dissatisfied with number of questions asked, call took 28 minutes in total only to be told at the end of it a GP 
visit was required. Satisfied that the 11 service offered then undertook to contact my GP. 

The clinician advised me to bathe my eyes and use eyed drops even though I said I had already done this 
for 2 days. I was then advised to see a Pharmacist which I did. The pharmacist advised me to see a GP. I 
self presented at my local [unreadable comment] where I was diagnosed with an eye infection and given an 
antibiotic cream. As I suspected an eye infection initially, I felt I had gone in circles of advice to attain 
treatment. 

Others phoned, I was incapacitated. 

Prompt response and service. 

Very good service. 

The initial questions they ask seem irrelevant. 



  

 

The way I was spoken to was polite and helpful. They also said that some questions might not be relevant. 

Long wait to get the phone call answered. Once answered swift action. 

Very satisfied with the service. 

Helpful and friendly and always direct you to the right service. 

Decided to go to RVI as there was nothing close and was already outside. Caller rang me back after looking 
for [unreadable comment] after the call, which saved us waiting hours in A&E. 

Asked the right questions and the advice given was very helpful. 

My call was answered quickly and advice was concise and useful. My only area for improvement would be 
that I could have gone to urgent care rather than A&E (I felt a little ridiculous walking into A&E). 

The waiting time to get through took a while. Overall I was satisfied. 

Calm, listened, reacted. 

None, the call handler was professional, kind and courteous. Knowledgeable and very fast. 

I got a return call from an advanced practitioner promptly who then got me an appointment for an urgent care 
centre within 4 hours. 

It was clear from what I was ringing for that my son was awake and conscious, I felt those questions were 
unnecessary. 

I was advised to contact the out of hours facility at my local hospital which does not have an A&E 
Department and they arranged an appointment for me to attend it. 

2 residents at this [unreadable comment] used 111 service. 1) 4 times - twice ambulance called and 
hospitalised, 1 time appointment made at call in centre 4 pm. Asked if any earlier appointments, advised 
none. However, when attended appointment told had several earlier slots! 2) Husband advised no 
appointments, go to pharmacist, [unreadable comment] advised to go back to 111 - appointment made 
again, at appointment advised available slots. 

Quickness. 

I was advised to contact Sainsbury's Pharmacist. Unfortunately she misdiagnosed my ailment. 

Satisfied with the whole experience. Caller really calm and spoke to me through everything. 

Very helpful, assured me and I was given a quick and local service. 

The call was deal with in a calm, efficient manner and the appointment made was kept. 

I did ring initially the 111 service late on a Saturday night. I was told the service was extremely busy and to 
ring back later. I took lots of painkillers and went to bed. Rang early Sunday and got an appointment for 
lunchtime. By which time my eye had closed up and the left hand side of my face was swollen. 

111 are very good, only when on own and feeling so poorly it's hard to answer all questions asked. 

Very good service, doctor seen on time. Given antibiotics there and then. Couldn't fault this appointment 
service. 

Helpful advice. Highlighted agency to seek treatment. Sorted appointment within the hour. Doctor seen 
within the hour and antibiotics given to resolve issue. 

I was very satisfied with the prompt reply to my call. 

Efficient but didn't appreciate being woken at 2.30 in the morning when the [unreadable comment]. 

Very satisfied, the call handler was very helpful, was very pleasant and got me an appointment within an 
hour of my call.  

I have always had a thorough and reassuring  helpful service from 111 service for myself  I can only be  
grateful and  again very appreciated  when  I have to  use 111 thankyou 

When call handler was giving advice I was trying to explain some things but I could tell she was reading from 
a set list and would not listen to me until she had completed her list  

Given an appointment but still had to wait 1 hour 30 mins 

An appointment was booked for me later that day with an emergency dentist.  It was also bank holiday 
Monday so I was exceptionally pleased. I was given a strong antibiotic by the dentist and asked to see my 
own dentist when I returned to Manchester 

I was advised to attend bishop auckland hospital. An appountment was made for 3.30am when we arrived at 
the hospital they qere unable to dwal qith the peoblem ans qe theb had to go to darlington A & E. This 
wasted time but was not really the fault of the 111 service. 

There was no dissatisfaction at all.The person I spoke to was very helpful.  

Efficient healthcare...would recommend 

Professionalism and understanding of the problem. 

Overall very informative  

They took the incident seriously and gave good advice.  



  

 

Being able to see a doctor on the bank holiday.  

I was calling on behalf of somebody else 

I am a practising medical doctor / GP 

Many of the questions and advice given seemed completely irrelevant and time wasting and gave the 
impression the operator might as well have been a mindless robot unable to think for themselves. 
The appointment offered was not the first available, we called at around 6pm, the operator offered 10pm first 
even though there were appointments at 8.15pm. 

Friendly helpful staff sounded concerned acted in reasonable time to my concerns.  

Waited over an hour longer for call back from service to advise what to do next 

I felt if I didn't have some knowledge and pressed with specific questions my experience may not have been 
so good. I explained as my daughter was only 3 and I strongly suspected she'd need an xray and didn't 
know the Sunderland area very well the main was on for my call was to see which unit I could take her. 
Initially she just gave me the nearest despite this. I had to check again that it would be suitable. She wasn't 
sure, had to check and then advised an alternative. I then asked her if she could see which a and e had the 
shortest wait as I would go there (more effecient for the staff and would be a better experience for my 
daughter too) so I felt I lead to get the help I needed.  

Competent, reassuring and easy to understand 

Satisfied with everything  

I was dissatisfied as I asked twice if I was seeing a gp up at Shotley bridge and was told on both occasions 
yes it will definitely be a gp and when I got there it was a nurse. 
I have cervical cancer and was in extreme pain but the nurse could not prescribe strong pain medication 
which meant I then had to go and sit in Durham a&e for 7 hours to see a doctor who could. 

Not great when I have cancer!! 

The advice was good but did not give me enough time to get to out patient appointment but that was only 
because   the department closed within half hour. 

Put me at eas 

Basically the advice i was given lead me  to go to A&E where i was transferred to another hospital where i 
needed an 2 hour operation that saved my life. So i can not thank 111 enough, it is an amazing service  

Satisfied with everything from them answering the phone to me putting the phone down  

Wasted a lot of time as I waited to 4 am to call them 

I had been undecided as to whether I should see a doctor or not for insect bites. The calm handler advised I 
did and booked me an appointment, as it turned out the bites were severely infected and I was given 
antibiotics. Had I not seen a doctor that day my problem would’ve been a lot worse.  

Following dialling 111, the initial recorded message said that the service was experiencing a high level of 
calls and then listed a number of different options. I felt the quality of the recording was unclear and initially I 
thought it stated that if I held on I'd be transferred to 999 service which I didn't want and hung up. I then rang 
back and listened to the options again but you had to listen very carefully as the wording was unclear. 
The actual service from call handler and the ring back call from the medic were fantastic. Following my initial 
111 call at around 5/5.30am I was speaking to the medical professional by 6.30am and my child had seen a 
doctor in our local out of hours service by 7.30am. Excellent service, very impressed  

The promptness and the way my call was handled was brilliant by the operator.  

They didn't pretend to know what was wrong but found me the right person to get to within a few hours. The 
validated my concerns and were concerned. It took a few hours to be put through to all the right people and 
get booked in but i was at home and they did a good job on a Saturday to get me the right gp appoinment.  

I think it highly inappropriate to judge over the telephone when call handler is unable to see the patient.  

Compassionate call handler.  

Excellent service and made an appointment at the outpatients for the next couple of hours 

I was very satisfied with the help and attention my husband was given.xx 

Very happy  

Great fast help  

Great fast service 

Given an appointment that was timely and fit in with my job 

Some questions irrelevant but was advised this would seem the case. Service quick, professional and 
reassuring. Clear instructions. 

Everything was done quickly the doctor rung back within ten minutes of me calling 111. The doctor made an 
appointment for my own doctor to ring me a few days later but it didn't matter when my doctor called 
because i have chrohns desease and its not going anywhere soon so it made no difference as long as i got 



  

 

too speak to one soon. I know their very busy and their time is short with us when having an appointment i 
do wish we could have more time to talk to them i believe our world is being used more by machines rather 
than people it's good too talk and you can't get feeling from a machine like you can from a fellow human 
being. Thank you for your help and spending the time too talk to me. x 

Issue resolved and I wasnt made to feel stupid  

 
 

  



  

 

 

Social Media Update September 2019 
 

 

 

 

 

 

 

 



  

 

 

 

 



  

 

 

 

 



  

 

 

 

 



  

 

 

  



  

 

 

 

 



  

 

Patient/community engagement – September 2019 

 

Date Event Details 

01/09/2009 Etal Show 
Overview of service, first aid demonstrations, employment 
and volunteering opportunities and membership 

02/09/2019 New CFRs CFR Initial course 

02/09/2019 Dispatch Workshop CFR talk-cPAD 

03/09/2019 New CFRs CFR Initial course 

04/09/2019 NUFC Foundation Heartstart Instructors 

04/09/2019 New CFRs CFR Initial course 

05/09/2019 New CFRs CFR Initial course 

06/09/2019 New CFRs CFR Initial course 

07/09/2009 Wolsingham Show 
Overview of service, first aid demonstrations, employment 
and volunteering opportunities and membership 

10/09/2019 UTC Foundation Futures Overview of the serice 

10/09/2019 
Futures University technical 
college CPR Awareness 

12/09/2019 Winlaton WI AED/CPR Awareness 

19/09/2019 Dryden School Show and tell 

28/09/2019 Barnard Castle Open Day Over view of the service 

29.09.2019 Sunderland Pride 

Overview of service, first aid demonstrations, employment 
and volunteering opportunities and membership, survey 
colelction 

 



  

 

Patient Transport Service - (August 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) 1,880 510,232 92% 4% 1,318 420 65 37 34 6 

England (excluding Independent Sector Providers) 1,880 510,232 92% 4% 1,318 420 65 37 34 6 

Selection (excluding suppressed data) 1,880 510,232 92% 4% 1,318 420 65 37 34 6 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 767 23,754 94% 2% 466 253 34 13 1 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 29 29,967 48% 48% 7 7 1 7 7 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 254 4,502 87% 7% 168 54 12 5 13 2 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 73,568 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 21 49,080 86% 0% 17 1 2 0 0 1 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 15 15,867 80% 7% 11 1 1 0 1 1 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 38 75,838 92% 3% 16 19 2 1 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 163 46,798 92% 4% 114 36 6 5 1 1 

ISLE OF WHITE NHS TRUST 567 117,507 96% 3% 495 48 7 5 11 1 

SOUTH CENTRAL AMBULANCE SERVICE 20 1,015 100% 0% 19 1 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 6 72,336 83% 17% 5 0 0 1 0 0 

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


  

 

Emergency Care Service - See and Treat (August 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) 291 200,068 93% 5% 172 100 4 5 10 0 

England (excluding Independent Sector Providers) 291 200,068 93% 5% 172 100 4 5 10 0 

Selection (excluding suppressed data) 291 200,068 94% 5% 161 100 2 5 9 0 

LONDON AMBULANCE SERVICE NHS TRUST 4 30,177 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 17,373 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  123 9,468 99% 1% 36 86 0 1 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS 4 16,339 * * * * * * * * 

WEST MIDLANDS AMBULANCE SERVICE NHS  12 31,777 100% 0% 12 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  43 24,134 98% 2% 39 3 0 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 89 27,512 87% 11% 67 10 2 4 6 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  4 26,673 * * * * * * * * 

ISLE OF WIGHT NHS TRUST  0 590 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  10 16,025 80% 20% 7 1 0 0 2 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/

