
 

Friends and Family Test – October 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 

168 98.2 1.2 

Scheduled Care (PTS) 18 94.4 5.6 

111 Service 92 90.2 5.5 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

October 2019  

   98.2% 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 helpful, nothing seemed too much for the paramedic 
for my little one and put my mind at ease with the 
information and advice given. 

 Very professional, efficient and friendly. Put me at ease 
before proceeding and told me step by step what was 
happening. 

 The Switchboard were fantastic-calming me when I was in 
tears and the paramedic outstanding; came within minutes-
never had an ambulance before.  Couldn't believe how 
good.  100% marks and thank you. 

  



  

 

 

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

October  2019 
 

Number of Responses 

Online Surveys  17 
Total: 168 

Postal Surveys 151 

Activity   

Number of see and treat patients for the month 9,247 

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  165 98.2 -0.8 

Extremely Likely  163 97 +4.7 

Likely  2 1.2 -5.5 

Neither likely nor unlikely 1 0.6 +0.6 

Unlikely 2 1.2 +1.2 

Extremely unlikely 0 0 -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 dropped slightly to 98.2%, -0.8% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has remained fairly static at 1.2%, a 0.2% increase 

 The number of responses has increased by 64 this month by 168.  

 The number of See & Treat cases this month has increased by 470 to 9,247 

 97.5% of free text comments were positive. The three main themes were quality of staff and 
professionalism (40.5%), quality of care and service (18.3%) and emotional support (15%) 

 2.5% of free text comments were negative,mostly relating to response times 

 Demographics, age: Over 65 years 76.7%, 45-64, 15.7%, 25-44, 4.1%; Disabled 77.3%; 
Gender: Female 52%, Ethnicity: White British 97%, White Other 2.4%. Data is only collected 
for sexual orientation and faith online for this survey, too few responses received to provide  
analysis 

 National Comparative data for September 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%), 10% 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 7% below the national average. 

 
 

Free Text Comments 
 

Professional staff who were very helpful 
Listened and responded to the patient  

Rapid attendance of local paramedic 

Completing on behalf of patient. ** & ** are ‘Angels of the night’; well they were to my Mum. They were 
so careful, kind and knowledgeable and weighed up all the possibilities of actions available to them 
before competently carrying them out, risk assessing the whole time. Luckily no requirement for 
hospitalisation but a home visit was expedited before noon the next day. Can’t thank them enough for 
all they did.  

Very helpful, nothing seemed too much for the paramedic for my little one and put my mind at ease 
with the information and advice given.  

Great staff, every detail covered and didn’t feel like we were being rushed. Spent the time needed to 
establish what help could be accessed. Referrals and recommendations made.  
Great service long may it continue. 
Absolutely brilliant team. Thank you 

The crew were extremely understanding to my situation, and dealt with me very professional. Gave 
very good advice. Very happy with the service. 

The people who were looking after me were great. Took as long as "I" needed to help me out! Great 
people to look after me. Thank you. 

After two failed cannula fittings by a consultant RVI. We had very little confidence re going back to 
hospital, along came your crew to take us down to RVI. (I'm disabled and cannot get down outside 
stairs). After a while the paramedic [name removed] fitted the cannula with the assistance of [name 
removed] her nurse partner on the night. A fantastic job which was carried out in the true tradition of 
the NHS. Well done to both people. 

I got 100% care and attention. Young man was very patient with me and calmed me down. 

The man that came and saw me was very, very helpful and made me feel at ease very quickly which is 
a very hard thing to do so I would really like to thank him. 

Totally professional and proficient. Couldn't fault them in any way. 

The service was excellent and quick. Very caring phone operators and thorough. Excellent paramedic, 
took his time and very polite and caring on examination and manner. 

Thank you to your team. Very professional and caring. 

Both responders were highly professional, sympathetic and efficient. They clearly and courteously 
explained what they were doing and gave clear advice and options on how to proceed. 

The excellent and friendly treatment I received. 

I cannot fault the service which I have received from the 111 team and the paramedics. 

Lovely service, friendly people, put me at ease straight away. Can't understand why the Government 
don't help these people more. 

Efficient, considerate and very professional. 

The service was outstanding. 

Ambulance needs to respond quicker. 

Expecting to wait hours, but arrived quite prompt. Would not have used the service if our doctors had 
not closed for training day without warning and no cover (need some training in management). The 
ambulance service was excellent. Maybe we should close GP service, and expand ambulance 
service. 

Called ambulance: crew were second to none on listening, caring, guiding family.  Their conduct was 
perfection with regard to my mother. 

[Name removed]. Quite prompt and when he arrived he was very thorough and professional but at the 
same time friendly and approachable. 

I would like to thank the ambulance service and crew for the way they did their work of putting my 
mind at ease, so very helpful (thank you very much). 

Both the paramedics were very helpful, competent, professional and reassuring. 



  

 

Because the 2 paramedics were very kind and helpful and couldn't do more for me. 

I was on my own with my husband who was 'poorly'. As soon as they arrived I immediately felt 
confidence in them. My husband was not quite 'with it' at the time, but I saw that they were doing 
everything confidently and before they left both of us felt that al their ministrations could not have been 
more or better. 

Quick response, efficient and comprehensive. Good equipment, remedy to hand, no need to leave 
home. 

FRRS. 

Although we waited over an hour for ambulance to arrive the paramedics attending were both the most 
professional, caring and understanding men. They made us feel like we were in safe hands and treat 
our elderly dad with respect and kindness. [Names removed] are a credit to the NHS and Ambulance 
Service. 

Acted very professional. Did all checks and offered sound advice (thank you). 

After suffering a blackout [unreadable comment] I was attended by a paramedic who I think was called 
[name removed]. He was [unreadable comment], smart and dealt with me with great kindness. 

Sunday 22/09/19 about 9 pm. Spoke to very efficient lady called [name removed] after calling 111 
(quick response to call). Ambulance with me within 12 minutes and attended to by [names removed]. 
So reassuring, professional, skilful and knowledgeable with great personalities. Thank you so much. 

FRRS. Friendly and efficient staff, who solved the problem. Amount of paperwork they had to fill in 
was ridiculous. 

Alone in house. Ambulance arrived in 20 minutes. 

[name removed] was very efficient and kind when I was struggling with breathlessness. 

The two girls were excellent: caring and very efficient. They knew what they were doing.  Job very well 
done. 

The North East Ambulance Service are always sympathetic and kind.  Very patient with the elderly. 

Prompt, efficient. 

Falls Rapid Response Service. [names removed] I thought this was very good and I would imagine 
really useful.  Reassuring when you have had a fall and a really good service.  Extremely good 
examination. 

Both of the crew members were extremely thorough and professional.  They handled the situation 
brilliantly and put my mind at ease. Where appropriate they had a great sense of humour. 

I was impressed and encouraged by the efficient and thorough examination I received by the two 
ambulance men who attended to me. 

[name removed]. Prompt, efficient, courteous and caring. 

They were very thorough and made me feel safe. 

The staff are great and very helpful. 

Very good to me. 

Very helpful ambulance staff . 

The service is faultless. The staff very helpful and courteous. 

My son was having breathing difficulties. He couldn't breathe, paramedics were here within 15 minutes 
and knew straightaway my son had had 4 panic attacks and showed us how to cope and got his 
breathing back to normal. 

Staff very polite and confident. They are the best. 

After feeling dizzy/faint paramedics' response was quite fast and tests and measurements (BP etc.) 
were comprehensive and thorough. All eventually well acceptable. My initial problem was put down to 
delayed shock following minor car accident. Was advised not to drive home that day and take taxi 
home. 

They were very caring and came in good time. They made me feel that I was in good hands. 

Good, quick response. 

Professional and competent. Friendly and courteous. Very prompt response. Many thanks. 

For all this was a stressful visit due to eleven hours wait. The gentleman who arrived was extremely 
helpful and reassuring. And the time delay was nothing to do with him. 

Polite and punctual. 

Very prompt and efficient service. 



  

 

The crew that came out to my husband on the 3rd of October, they were both so caring, helpful and a 
credit to the NHS. They made sure my husband was well before they left they were very thorough. 
Could not praise them enough. 

They are all very nice, kind and friendly. They also put you at ease. They are all very good at their 
jobs. 

Experience good. Service very good. Recommended. 

Very professional, efficient and friendly. Put me at ease before proceeding and told me step by step 
what was happening. 

FRRS. The team arrived 15 minutes after our request. They were extremely helpful and very caring 
and did a very thorough check. 

Could not do without them. 

Your ambulance crews are the front line of the NHS and [unreadable comment]. 

Very thorough, professional medics. 

FFRS Both the paramedic and OT therapist were efficient and empathetic to our situation. The OT did 
her utmost to get us the help we needed. I could not fault them on their dedication to offer the support 
we desperately needed. 

Your team were reassuring, polite and knew their job. Friendly without being too familiar. Very good. 

I rang 111 and received a recorded message stating that they were very busy and to ring back later! 
999 rung - ambulance crew were excellent, very friendly, professional and explained the situation. 
Phoned doctor who provided further information. Couldn't have done more. 

The quick response, professional behaviour and attitude of all staff involved in the call out and 
attendance for the patient. 

Quick response. Pleasant, plain speaking ambulance personnel. 

Excellent crew, knowledgeable, efficient, friendly and reassuring. 

Ambulance slow in coming, approx. 3hrs. Service on arrival excellent. 

Very clear. Excellent staff. 

It was explained 2 hour window and help arrived within 1.5hrs. Very friendly approach and helpful. 
Both lads were very good with my mother in law. Good, sensible advice given. [Crew ID removed]. 

My previous experiences of 111 were very negative. Help came very quickly, within 30 mins a 
paramedic was at the house. Very professional service. 

Long response time. Crew were excellent and caring. 

Both paramedics were fantastic, they put my mind at rest. Although my problem wasn't as serious as I 
thought it was, they did all the necessary tests and reassured me. Could not have done more. They 
were great. 

The staff on the ambulance were very courteous, helpful and calmed me down to stop me from 
panicking. Also made me feel as though I wasn't as ill as I thought I was. Thank you. 

Prompt response. Very pleasant, professional paramedics. 

Friendly and knowledgeable service. 

Paramedics were very courteous, friendly and efficient - gave me confidence and help. Living alone 
and aged 89 is difficult but I was very grateful for their visit. 

I had an operation on my foot and couldn't walk. I live in a block of flats, so getting down the stairs was 
impossible but the ambulance crew were fantastic, they took me up and down the stairs. Very, very 
friendly. They are fabulous. 

Excellent care and support. Very reassuring. 

My husband (who has dementia) had fallen on the floor and was disorientated. I needed help to get 
him into bed and to have him checked over. 

In appreciation of your tremendous service. 

Two fantastic medics [names removed] get to be two of your 5* team. 

Great care and explanation of cause and symptoms, advice given was essential to diagnosis. 

All the ambulance people were fantastic. Thanks everyone. 

The team were very thorough. 

Sat. august 31st woke with a very red and painful swollen right leg.  To cut a long story short, 3 
paramedics came 2 plus 1 in training and they were wonderful.  I am afraid I can't remember their 
names.  they diagnosed cellulitis and arranged for me to see a doctor at Alnwick A&E.  I cannot  praise 
then highly enough and so sorry it took so long to respond to the survey. 

FRRS.  Very helpful. 



  

 

Very helpful, friendly. 

Put me at my ease.  Very efficient. 

Technicians were wonderful and could not do enough to help me.  They arranged for my surgery to 
send a prescription. Ten out of ten for the Ambulance Service. 

The paramedics were very attentive.  Their manner and professionalism was very good. 

FRRS.  As well as getting good attention, (I am 88 yrs). also picked up on a previous condition I 
mentioned which remained unanswered for quite a few years, even at hospital. 

They were very helpful and assured it was [unreadable comment]. 

I have had to use your service more than once and found them to be as quick in coming as their 
circumstances permit.  When they arrive are welcoming, pleasant and very efficient. 

Ambulance team were prompt, polite and professional. 

The paramedics were excellent; knew what was required and fulfilled their job 100% as well as being 
very kind and caring. 

Had very good care from paramedics after a fall at home. 

My husband aged 90 yrs had a fall in the breakfast room; he fell getting his crutch, sitting in chair at 
table.  He has heart failure, found after first hip op., so no second hip op.-now 4 years.  I rang 999 had 
response in 20 mins.  Paramedic and physio.- no break, very bruised hip, shoulder, ankle, head.  They 
did everything, even ECG so we didn't have to go to A&E.  They were both wonderful, service 
excellent.  Hospital not my husband's favourite outing. Thanks. 

The Switchboard were fantastic-calming me when I was in tears and the paramedic outstanding; came 
within minutes-never had an ambulance before.  Couldn't believe how good.  100% marks and thank 
you. 

The two men were professional, efficient and very kind.  I felt safe and in good hands. 

Very good, attentive, professional, fast, efficient service. 

From the minute we phoned to when the paramedics arrived the treatment we received was second-
to-none.  The paramedics were kind, caring and humorous, putting us at our ease, whilst maintaining a 
high standard of professionalism.  Definitely the unsung heroes of the NHS. 

Dialled 111 for assistance, they arranged an ambulance when it arrived (two females) who said they 
would contact his doctor for appt. Got to doctor, she was not happy the ambulance crew did not take 
him to hospital as she said we need to go to hospital as my husband's heart rate was even higher than 
it was when they checked it.  Absolute disgrace! 

The ambulance crew were very reassuring and professional. They eased what was a difficult situation 
and we are very grateful for their support. 

They were very helpful. 

Prompt arrival - excellent staff, they really put me at ease. Made me comfortable, kept me well 
informed to what they were doing and why. Kept family members informed to what was happening. 

The paramedics came out to my 90 year old mum who had fallen. They were extremely kind and 
caring. My mum has dementia and is very deaf. 

Excellent service; friendly staff;came really quick. 

Helpful and kind. 

The caring attitude of the paramedics. 

The paramedics were very well informed and treated me with respect and care. I can't praise them 
enough. 

Fantastic service saving time, distress and money for the NHS.  It is remarkable saving patients from 
going to hospital and able too stay st home.  First class service.  thank you. 

I would never call 999 unless required.  The paramedics are notable for their expertise and 
reassurance.  I always try doctors, try to get appt at Drop-in Centre but going through 111 means a 
wait of many hours by which time some facilities are then closed.  Also is difficult to get appt. out of 
hours. Problem for me, heart attack within last 12 months a recurring U.T.I. 

I feel I have had caring and professional help from the telephone help to the paramedics who attended 
to me.  Thank you. 

Fabulous fast action service and reassurance given. 

They were polite, knowledgeable, caring, understanding and went out of their way to make me feel 
comfortable. 

The two ladies who were dispatched to me were extremely compassionate,caring and put me totally at 
ease, which cannot have been easy as I had been on the floor for 2 and-a-half hours.  They kept me 



  

 

feeling safe at all parts of the lift explaining what was happening at each point of the lift. They 
demonstrated brilliant knowledge of what was required to get me raised.  They are a brilliant 
advertisement for the NHS paramedic team. 

Reassurance, polite and friendly. Empathy offered and offered support to my plight.  A real good crew.  
10/10. 

Extremely quick response.  Very caring attitude of paramedic.  all checks carried out efficiently. 
Everything explained clearly, checking to see we understand. 

aThe care I received from both crew members was outstanding.  Their expertise was again 
outstanding.  they were able to stabilise my condition at home, advising me to see my GP ASAP which 
I did.  As it happens my GP sent me to A&E to have my condition sorted, (passing the buck).  I would 
like to thank the crew who attended me very much. 

Lovely service and enabled Mum to sty at home. 

Very good service, nothing was a bother.  They put you at ease straight away. 

Care and professional attitude of paramedics. 

Twice the ambulance service have saved my life.   Once when I had a heart attack and I had to have 
stents, pacemaker/defibrillator fitted at the Freeman.  Second time when I ruptured my spleen.  the 
ambulance man arrived with his Controller on the phone who wanted to take me to South Tyneside 
Hospital.  The ambulance medic insisted I went to Sunderland Royal.  His decision saved my life as I 
had to have an emergency op. 

Prompt action by ambulance personnel. 

Good. 

Arrived at my address very quickly, dealt with in a professional manner; chest infection.  Would highly 
recommend North East Ambulance Service. 

They were very pleasant, helpful and efficient. 

Reliable, efficient, pleasant.  I have in the past always been well treated. 

Speedy response erring on the very safe side. I had expected advice not an ambulance. 

The service from the paramedics was excellent. Listened to my husband - OBS. Telephoned out of 
hours GP for advice, [unreadable comment] this to my husband. 

My husband has COPD and was very poorly. Paramedics [names removed] were absolutely brilliant. 
Apart from the medical attention [name removed] gave us some good advice on how to cop. [name 
removed] 1st responder was brilliant too. 

Very quick (around 20 mins). Most pleasant and cheerful. Extremely helpful. Proud of the NHS. 

The paramedics who treated me were excellent. 

First responder was very thorough in examination of my back problem and in questioning my health 
background. 

Rang 111 for advice and paramedic came. He was very helpful. 

Very, very helpful and give us some information to get help. 

I would recommend this service to anyone. They gave great care and attention. 

Very friendly and helpful crew. Only problem lying on floor waiting for ambulance. 

Very professional and dealt with the situation in a calm and collected way. Helped to get the outcome 
that was best for resident. 

My heart rate was 150, the 2 paramedics put me at ease. They were great. 

The paramedics were extremely polite, professional, and caring. We did not have to wait long for them 
to come and explained everything to us. I would like to thank them for making a difficult and upsetting 
time more bearable. 

Very helpful and kind. 

2 times paramedics have come to attend to me. All 4 paramedics were pleasant and helpful (on 
different occasions). Can't speak highly enough about all of them. 

Fast, excellent, and friendly service. 

Quick, reassuring service in time of panic. Cannot recommend this service or individual highly enough. 

Because we had such a prompt and courteous reply and visit to our call. 

Quick response and the 2 paramedics were very caring. 

The response to my call to 111 was appropriate and efficient. The ambulance crew were brilliant 
carrying out all the necessary tests in my home and ensuring I received the treatment as soon as 
possible from the [unreadable comment] doctor. I was very impressed by, and grateful for their 
expertise. 



  

 

2 lovely ladies came out to me. They  [unreadable comment] attack but did have food poisoning! They 
were patient, friendly and very professional. God bless our NHS, we'd all be lost without you. 

Arriving quick. Efficiency of staff. Caring attitude. 

FRRS. Because I found the two paramedics very capable and friendly. 

This team turned what could have a traumatic or stressful event into a well handled, friendly occasion. 

On 3 calls to your service we (both my husband and I) have had excellent care and attention. Husband 
fractured hip and myself. Knee replacement [unreadable comment]. 

The service from call handler to paramedics was outstanding. The two paramedics showed 
compassion and dignity to my father. 

   



  

 

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

          October 2019 
 

     94.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 91.7% Negative themes = 8.3% 

Top positive 
themes 

Quality of 
care/service 

Quality of staff/ 
professionalism  

Timeliness and 
access to services  

Positive     
free text 

Comments 

 Couldn’t attend hospital appointments without the 
ambulance cars. Drivers polite and helpful. Occassional 
waits but not over long 

 The response time, the utter caring and professional 
response of the crew, so kind caring and knowledgeable 

 Extremely difficult to get to appointments from Berwick. 
Very grateful for service and helpful staff 

 

 

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

number of responses. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             October 2019 

Number of Responses 

Online Surveys  18 
Total: 18 

Electronic Tablet Surveys 0 

Activity   

Number of completed journeys for the month 54,611 

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  17 94.4 -5.6 

Extremely Likely  13 72.2 -1.5 

Likely  4 22.2 -4.1 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 0 

Extremely unlikely 1 5.6 +5.6 

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 

Relationship 
Themes 

 21  63.6                 

1 Emotional 
Support 

3 9.1     Caring  1.2 3 9.1     

3 Quality of staff 
/professionalism 

18 54.7     

Knowledgeable 3.1 1 3     

Good/Excellent Staff 3.2 6 18.3     

Friendly 3.3 3 9.1     

Helpful Staff 3.5 5 15.2     

Attitude 3.6 2 6.1     

Professional 3.8 1 3     

Transactional 
Themes  12 36.4 3   100             

5 Kindness and 
compassion 

2 6.1     Kindness 5.1 2 6.1     

6 Timeliness 
and access to 
care 

4 12.1 2 66.6 

Collection Times post 
appointment 

6.6     2 66.6 

Late /on time for 
appointment  

6.12 3 9.1     

I need the service to 
access my appointment 

6.11 1 3     

9 Co-ordination 
and integration 
of care 

    1 33.3 Taxi Provision  9.5     1 33.3 

11 Physical 
comfort & safety 

1 3     Comfort 11.3 1 3     

12 Quality of 
Care / Service 

5 15.2     Good /excellent service 12.1 5 15.2     

Total 33 91.7 3 8.3     33   3   

 

 

Summary 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service 
dropped by 5.6% to 94.4% (caution respondents are still low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 5.6, a 5.6% 
increase compared to the previous month (1 person) 

 We received 18 responses, 1 less than the previous month.  We continue to experience issues 
with collection mechanisms. A new methodology and survey process will be in place in early 2020 

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 54,611, 4,623 more compared to the previous month  

 91.7% 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 

 3 free text was negative relating to pick up times post appointment and taxi provision 

 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 September 2019 indicates we are the 7th out of 11 organisations 
and 4th in the NHS Ambulance sector for response rates. We scored 100%, 14% above the 
national average for NHS organisations for the number of people who are likely to recommend us 
to patients. 0% of patients would not recommend our service to friends and family which is 7% 
lower than the national average. 

 
 

Free Text Comments 
 

One to one care nothing is a problem staff caring and knowledgeable of their craft always polite (even when the 
patient is nasty) great group working together in very difficult traffic conditions to get you to your appointment with 
so much roadworks now it's very difficult  

This service is a God send to me. I attend James Cook University Hospital, Middlesbrough for injections in my 

eyes so I'm not allowed to drive for a number of hours after the treatment. The transport always arrives in plenty of 

time to get me there at the appointed time and I have never had to wait  longer than 30/40 minutes for the return 

transport. The drivers/volunteers are usually polite and  take care  of me, I usually take my ROLLATOR and the 

drivers have no problem with this. I would like to point out, however,  the drivers from BORO TAXIS do not come to 

the door to assist me,  in fact they don't get out of the car until I'm actually at the car. I have to lift my rollator down 

2 steps, lock my door and then go to the car.  I have mentioned this to 3 drivers from Boro taxis and they all said 

they weren't aware  they had to come to the door. I asked how I was to know they had arrived if they don't ring my  

door bell & one of the drivers suggested I LOOK OUT OF THE WINDOW & WATCH FOR THEIR ARRIVAL!  I am 

a 79yr old widow  living in sheltered accommodation so how am I supposed to know the taxi is not here to collect  

a neighbour? The PTS mini bus drivers/assistants & the NE Ambulance drivers are top notch. 100% 

Staff very friendly and helpful 

The response time, the utter caring and professional response of the crew, so kind caring and knowledgeable. 

I can only praise the staff they are dilligent kind and caring I am glad it is back in house bookings  can I suggest a 
notice in the pts vehicles we can scan as its a little confusing to remember location of this survey. You have a great 
staff treat them well they deserve it. 

Whilst it is a good service i was very disappointed with the time i had to wait to be collected after my appointment. I 
waited for 2 hours and had to return to the x ray dept and ask them to recontact my transport service to get home.  

Reliable service but mini buses are uncomfortable.  

Both drivers very friendly. 1st class service. 

Extremely difficult to get to appointments from Berwick. Very grateful for service and helpful staff 

Because you are fantastic people and very professional people and would like to say thank you to******for bringing 
our daughter home after her accident on holiday. 

Lovely service very helpful driver. 

First time service used and it went very well. I hax a wait for car home but not too long 

The ambulance cars are very comfortable and drivers helpful especially at the hospital. 

Couldnt attend hospital appointments without the ambulance cars. Drivers polite and helpful . Occassional waits 
but not over long.  

Great service.great drivers. 

Driver excellent and helpful. 

Very friendly driver. Punctual and courteous. 

   



  

 

 

111 Service 

Friends and Family Test Survey 

October 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 

October 2019  

Number of Responses 

Postal Surveys  52 

Online Text Surveys 40 

Total 92 

Activity   

Number of 111 calls (answered) 75,090  

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  183 90.2 -0.4 

Extremely Likely  64 69.5  -5.7 

Likely  19 20.6 +5.2 

Neither likely nor unlikely 2 2.2 - 0.5 

Unlikely 3 3.3 +0.6 

Extremely unlikely 2 2.2 - 1.2 

Don't know 2 2.2 -+1.5 

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 

64 40.5                 

1 Emotional 
Support 

15 9.5     

Reassuring/put at 
ease 

1.1 11 7.0     

Caring 1.2 4 2.5     

3 Quality of staff 
/professionalism 

47 29.7     

Knowledgable 3.1 2 1.3     

Good/Excellent Staff 3.2 5 3.2     

Friendly staff 3.3 4 2.5     

Understanding 3.4 3 1.9     

Helpful staff 3.5 15 9.5     

Attitude 3.6 10 6.3     

Professionalism 3.8 8 5.1     

5 Kindness and 
compassion 

2 1.3     Compassionate 5.1 2 1.3     

Transactional 
Themes 

94 59.5                 

6 Timeliness and 
access to care 

24 15.2 7 29.2 

Quick response – 111  6.1 23 14.6 2 8.3 

Quick response - 
Ambulance 

6.2     2 8.3 

Called back  6.13 1 0.6 3 12.5 

7 information 
communication and 
education 

16 10.2 6 25 

Good advice 7.1 14 8.9 4 16.7 

Communication with 
patient 

7.5 2 1.3 2 8.3 

9 Co-ordination and 
integration of care 

3 1.9 2 8.3 

Links to services 
outside NEAS 

9.1 2 1.3     

Treatment at other 
service 

9.2 1 0.6 2 8.3 

12 Quality of Care / 
Service 

48 30.4 2 8.3 

good /excellent 
service 

12.1 29 18.4 2 8.3 

Helpful  12.2 14 8.9     

Efficient 12.3 4 2.5     

Good outcome 12.5 1 0.6     

13 General / Other 3 1.9     

General 13.1 1 0.6     

Neutral 13.2 1 0.6     

Thanks 13.3 1 0.6     

14 Triage Process     7 29.2 

Questioning process 14.1     4 16.7 

Relevance of 
questions 

14.2     3 12.5 

  158 86.8 13.2       158   24   

 

 

111 Summary  
 

 The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 90.2%, which is a small decrease of 0.4% 

 The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 5.4% , which is a decrease of  0.6% 



  

 

 There have been 92 responses, (42 text and  50 postal), 57 less than the previous month   

 The number of answered calls was 75,090, 5,562 more than the previous month 

 158 (86.8)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (30.4%); quality of staff and professionalism (29.7%) and timeliness and access to 
care (15.2%)  

 24 (13.2%) of free text themes were negative, The main themes were: triage process (29.2%) 
timeliness & access to care (29.2%), and information, communication and education (16.7%)  

 Demographics, Age: over 65 – 23.6% 45-64 – 32.9%, under 44 years old – 42.1%; Gender: male 
27.6%,  female 71.1%, White British 97.4%, Asian/Asian British 1.3% , Disabled: 37.7%, Christian 
38%, no religion 35.5%, Heterosexual 84.2%, LGB 5.2%.   

 

Free Text Analysis 

Helped with my issue quickly and professionally. 

Very helpful. 

Such a good service, helpful, caring and prompt. 

I have been able to get through quick and staff are polite and helpful. 

Phone service was great but service at the actual health centre was less positive. 

Dealt with quickly. 

Ambulance crews are very kind and friendly. 

The men were very helpful and gave good explanations about what they were doing. 

Very helpful. 

Need to contact medical services quickly. 

Very good service. 

It is a good service and helpful. 

They help even if they don't need to visit. They give us advice. 

Helpful, a bit time consuming but thorough. 

Listen. Usually efficient. 

Not long to get through initially. Helpful first response, then call back. [unreadable comment] 

Efficient service, friendly operators. 

Always helpful and patient. 

Adequate advice. 

Polite, helpful staff. 

Very friendly staff. 

Very helpful when we cannot contact a GP. 

I was advised I needed an ambulance, even though I knew it was unnecessary. 

A calm voice who put my mind at ease and understood my situation. 

Dealt with me efficiently and with empathy. 

Useful as it cuts A&E waiting tie [unreadable comment]. 

We always get the help we need. 

Complete satisfaction with the service. 

Quick service, very quick to see a doctor within 20 minutes of first call. 

Unhelpful especially in an emergency. 



  

 

Very helpful. 

Very helpful and reassuring. 

Prompt and reassuring. 

The phone rang a few times. I think it was only 2 minutes then I got through. The lady was very helpful. 

It was helpful in the situation. 

They were very helpful and caring, when I was worried and distressed about my wife. 

Helpful, pleasant, compassionate, always feel comfortable with these angels. 

Professional, helpful, caring people. 

Accurate advice. 

Took 4 phone calls and 2.5 hours for ambulance to be sent for possible DVT. 

Quick service. Knowledgeable. 

Got appointment with my baby's GP following the call to 111. 

Good service x 

Because its the first person you ring for advice before if your unsure on what to do.. They are there for advice 
and to make sure you get the right care provided to you.. I have not had one problem with the service..  

The service I received was fantastic, great advice and made sure I got the best outcome for my issue/ 
illness. Fantastic people. 

Great prompt service manager my expectations 

The lady I spoke to was lovely and extremely helpful  

The 111 advisors were friendly & polite but unfortunately their hands are tied following scripts that don’t fit 
with the injury & also it took almost 7 hours for an ambulance to arrive. Once it did arrive though the crew 
were amazing but I think it’s terrible I was left with a dislocated knee & in pain for that length of time  

The staff doing a fabulous job  

Dealt with professionally and prompt with polite staff. Thank you  

Really good wen comes to kids  

Excellent service  

Helpful staff  

I was dealt with promptly and they sent someone to assist me as soon as they could!! Thankyou  

I got my concerns answered in a professional & caring manner. It’s a great service especially at 4.30am 
when you need to find out information. Thank you  

It’s good for quickness and if you have no internet access but a lot of the time u can get the same answers 
from nhs online. 

They helped and gave advice when I was concerned about a health problem 

The 111 service is absoulty brilliant fast response and people on the end if the phone have brilliant patience 
and respond very quickly  

Can be a useful service depends on the call handler  

My little girl got took to Durham hospital but got transferred to Newcastle RVI couldn’t thank the ambulance 
service enough for what they done for my little girl, felt at ease when they came to collect us felt in very safe 
hands. Thank you once again!  

I was very ill and they. Made sure I was seen fast  

They were very good ok 

I rang because my daughter was having a breakdown.  Nobody called me back. It was awful. 

Good advice 

The pain eased 

The call handler was very polite and put me through to the correct people. 

Service was quick. 

Very clear and helpful. Explained things so I understood, very friendly. 



  

 

The staff I spoke to were very helpful every time I needed to call the service. 

The phone service staff couldn't be more helpful but the doctor at the health centre was not very comforting 
and I came out the appointment more worried until my follow-up appointment at hospital the following day. 

The swiftness of reply and advice given. 

Relevant advice and response. 

Empathy and knowledge. 

Satisfied with the advice given. 

Satisfied with promptness. Dissatisfied with 111 service, spoke fast and low. Had to ask for repeat for older 
people, not good. 

Some questions are irrelevant when issues are not serious. 

Generally a good, efficient service - good advice given. 

Thorough operator. Calm and friendly. Knew all of the right questions to ask. Answered my concerns before 
admitting to an out of hours urgent care appointment. 

Call handler polite, knowledgeable. Not dissatisfied at all. 

Friendly. Understanding. 

Knowledgeable. Polite. Understanding. 

The questions asked were completely irrelevant and the advice unnecessary. (I knew I did not need an 
ambulance). 

Waited over 5 hours for someone to call me back. 

Very professional and understanding nature. A calming influence who had a knowledge of my condition. 

They got me appointment with A&E. 

They insisted on speaking and asking questions of the patient rather than my husband - was in no state to do 
so. Didn't suggest a doctor could call, which would have saved an ambulance and bed in A&E. 

They were thorough, asked my opinion and gave me opinions. 

Everything I needed to do was clearly explained. 

Within 20 minutes of phoning 111 we had an appointment to see a doctor at Shotley Bridge Hospital. Within 
20 minute of phoning 111 the problem was resolved. It was extremely quick - not far to travel, the service 
was excellent. 

Sounds like they are reading off a script and not listening to explanations given to them. 

They have threatened and abused me in past verbally over phone. Last time refused to give me a helpline 
number I needed then rang back later saying that I [unreadable comment] given number to me. [unreadable 
comment]. She could not understand me and hummed and hawed and [unreadable comment] and sighed on 
phone like an [unreadable comment] triggering me making me worse. Truly disgusting the level of ignorance 
and way your staff talk to people causing further pain. 

Very helpful, got me help as needed. 

Professional, helpful, reassuring, calm. 

Not having used the 111 service for myself before, I found the questions to be somewhat rushed. Exercising 
a little more patience would have made my call somewhat easier to respond to. 

The questions were general but I can understand why. I did however find it upsetting that I was not allowed 
to give some background to the situation for contact. 

Satisfied with the appointment found for me at a care centre so quick. 

They said I would receive a call back within 2 hours, it was near 2.5 hours. 

It took a long time for someone to call me back. 

Quick response, appropriate tests done. Reassurance and support given to me. 

No problems, great people, great service. 

Pleasant, helpful staff. 

When the call was answered the handler was reassuring and helpful. 

Very dissatisfied how long the process took. Then each of the 4 times getting through being asked the same 
questions over again and wasting time. The same process repeated when the call information should have 
been looked on original call. 



  

 

Knowledge excellent and dealt with in a professional manner  

I rang about my son who fell in the garden.. The advice was so helpful to me reassured me that I was doing 
the right thing.. I descriped his pain ect and the way he was acting.. They told me to go to the nearest walk in 
at wansbeck. Its hard with toddlers to judge but the adviser was so patient and helpful and very reassuring to 
me as I was abit shaking up. They do an amazing job..  

Fast service, great advice a all round excellent service. 

Nothing...love the service 

The call was made following a knee dislocation, I was asked if my chest was clammy & had I lost a lot of 
blood, totally irrelevant questions. Also I was told over & over no to move which saying I had a knee 
dislocation I wasn’t able to  

Took too long to resolve my complaint  

I was given an appointment for 2 hours time at walk in centre and X-ray straight away 

Reassured me  

They helped as best they could with the knowledge they had from me 

Very helpful staff  

They said that I was seeing a gp at the local centre but it was a nurse practitioner  
So then I had to go to bigger a&e to c a gp  

I think their manner was very assuring and the advice and assistance in helping you was brilliant. On my last 
call though,  I got sent to the wrong hospital for my health concern - North Tees said I should have been sent 
to James Cook for an eye related problem, as they had a clinic there.   

Child was having difficulty with asthma I was told to give honey and lemon I did not do this rang gp myself 
and got a quicker appointment than the one offered  

How they took over looking after my little girl while she was very poorly in Durham hospital (which Durham 
left her to go very lethargic) but the ambulance service came in without a problem and seen to my little girl 
straight away and transferred us safely to the RVI, saved my little girls life.  

They got me help very fast 
 

 
 

  



  

 

 

Social Media Update October 2019 
 
 

Twitter 

Impressions: 345,300 (+137,300)  

Link clicks: 523 (+50) 

Retweets: 424 (+90) 

Likes: 2,100 (+900) 

Replies: 68 (+26) 

Engagement rate: 1.6% (+0.2) 

Total followers: 14,800 (+100) 

Total profile visits: 3,974 (-1,946) 

Total mentions: 549 (-257) 

 

 



  

 

 

 

Top posts in October: 

 After one of their students suffered a cardiac arrest, @tynemet was inspired by Restart a Heart Day. Dylan 

Taylor would like to share his story to raise the importance of why people should receive CPR training, to 

save more lives. http://bit.ly/2nQv4s5  

#RestartAHeart2019 

Impressions: 9,568 

Total engagements: 1,477 

 

 Well done team Gateshead!! @QEGateshead (Video that BBC Newcastle posted of a cardiac arrest patient 

reuniting with the off duty nurse and paramedic) 

Impressions from us retweeting: 6,916 

Total engagements from us retweeting: 91 

 

 A number of staff have taken part in the #closingthegap BAME inclusion event organised by 

@NewcastleHosps.  A range of suggestions have been made about what we can do including: listening 

more, mentoring, more diverse boards & continue to link with regional partners. #inclusion 

Impressions: 6,485 

Total engagements: 203 

 

 We’re all ready for the afternoon session @NatAmbLGBTUK conference 2019. We’ve had a great morning, 

looking forward to this afternoon. @NEASproud #NALGBT19 

Impressions: 5,677 

Total engagements: 244 

 

 It’s International Control Room Week and here are some of the faces behind the phone calls in our 

Emergency Operations Centre: 

Section manager Barbara Wells who supports our clinical team in the EOC  

#UnsungHeroes 

Impressions: 5,669 

Total engagements: 242 

 

 

 

http://bit.ly/2nQv4s5


  

 

 

 

Patient/community engagement – October 2019 

 

Date Event Details 

07/10/2019 Tyne & Wear Fire HQ Operation Dragoon launch 

14/10/2019 Newcastle city centre Hate Crime solidarity walk 

14/10/2019 Consett Boys Brigarde When to use service, hoax calls, ambulance tour 

14/10/2019 ICS Road Show Hexham General Q&A 

15/10/2019 ICS Road Show Alnwick General Q&A 

16/10/2019 
Healthwatch 
Northumberland AGM 

Presentation about how Service User Engagement has 
influenced services 

16/10/2019 ICS Road Show Berwick General Q&A 

17/10/2019 Frosterly Primary People who help us  

18/10/2019 
Joint event with Fire & 
Rescue Over view of the service 

23/10/2019 
Newcastle College 
Nursery People who help us  

25/10/2019 ICS Road Show Bishop General Q&A 

30/10/2019 Gateshead College Working for the service 

   

   

   

 

October Defib/CPR training data not yet available



  

 

Patient Transport Service - (September 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) 2,086 506,191 86% 7% 1,268 527 140 79 61 11 

England (excluding Independent Sector Providers) 2,086 506,191 86% 7% 1,268 527 140 79 61 11 

Selection (excluding suppressed data) 2,086 506,191 86% 7% 1,260 526 139 79 61 11 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,043 22,642 87% 5% 541 366 87 35 13 1 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 108 26,941 44% 31% 25 23 20 19 15 6 

UNIVERSITY COLLEGE LONDON HOSPITALS 249 4,601 80% 11% 141 58 23 11 16 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 74,545 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 19 49,988 100% 0% 14 5 0 0 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 29 15,430 100% 0% 22 7 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 7 75,039 86% 0% * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS TRUST 115 45,926 90% 5% 77 27 2 3 3 3 

ISLE OF WHITE NHS TRUST 496 119,087 94% 4% 431 37 6 10 11 1 

SOUTH CENTRAL AMBULANCE SERVICE 9 958 100% 0% 6 3 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 8 71,034 38% 50% 3 0 1 1 3 0 

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


  

 

Emergency Care Service - See and Treat (September 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) 242 192,363 89% 8% 199 17 5 5 15 1 

England (excluding Independent Sector Providers) 242 192,363 89% 8% 199 17 5 5 15 1 

Selection (excluding suppressed data) 242 192,363 90% 8% 196 17 5 4 14 1 

LONDON AMBULANCE SERVICE NHS TRUST 2 27,781 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 16,809 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  104 8,777 99% 1% 96 7 0 0 1 0 

EAST MIDLANDS AMBULANCE SERVICE NHS 9 16,329 89% 11% 7 1 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  9 30,920 89% 11% 8 0 0 1 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  42 22,980 95% 2% 37 3 1 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 53 26,928 70% 25% 31 6 2 2 11 1 

SOUTH WESTERN AMBULANCE SERVICE NHS  7 25,936 100% 0% 7 0 0 0 0 0 

ISLE OF WIGHT NHS TRUST  0 538 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  13 15,365 77% 8% 10 0 2 1 0 0 
 

 

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

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

