
 

Friends and Family Test – November 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 

98 98 1 

Scheduled Care (PTS) 10 90 0 

111 Service 86 88.4 8.2 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

November 2019  

    98% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 100% Negative themes = 0% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

• The paramedics were absolutely incredible! They are a 
credit to the NE Ambulance Service showing care, 
compassion and true professionalism throughout. They 
made my relative feel relaxed and at ease, whilst also 
ensuring she was going to be taken to a safe environment. 
Thank you 

• The very helpful paramedics who attended to me were very 
friendly and professional. 

• I couldn't have had 2 nicer paramedics so friendly and 
sympathetic putting me at ease. 

  



  

 

 

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

Novemeber 2019 
 

Number of Responses 

Online Surveys  5 
Total: 98 

Postal Surveys 93 

Activity   

Number of see and treat patients for the month 9,527 

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  96 98 -0.2 

Extremely Likely  90 91.8 -5.2 

Likely  6 6.1 +4.9 

Neither likely nor unlikely 1 1 +0.4 

Unlikely 0 0 -1.2 

Extremely unlikely 0 0  0.0 

Don't know 1 1 +1.0 

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 115 63.9                 

1 Emotional Support 31 17.2     
Reassuring/put at ease 1.1 18 10.0     

Caring 1.2 13 7.2     

3 Quality of staff 
/professionalism 

74 41.1     

Knowledgeable 3.1 2 1.1     

Good/Excellent Staff 3.2 35 19.4     

Friendly staff 3.3 22 12.2     

Understanding 3.4 3 1.7     

Helpful staff 3.5 12 6.7     

5 Kindness and 
compassion 

10 5.6     

Kindness 5.1 3 1.7     

Compassionate 5.2 3 1.7     

Respectful 5.3 4 2.2     

Transactional Themes 65 36.1                 

6 Timeliness and access 
to care 

14 7.8     

Quick response – 111  6.1 1 0.6     

Quick response - 
Ambulance 

6.2 13 7.2     

7 information 
communication and 
education 

9 5.0     

Good advice 7.1 2 1.1     

Good explanation 7.2 5 2.8     

Communication with 
patient 

7.5 2 1.1     

9 Co-ordination and 
integration of care 

1 0.6     
Links to services outside 
NEAS 

9.1 1 0.6     

12 Quality of Care / 
Service 

35 19.4     

good /excellent service 12.1 12 6.7     

Efficient 12.3 2 1.1     

Good outcome 12.5 1 0.6     

Consistency of service 12.6 1 0.6     

Good care 12.7 19 10.6     

13 General / Other 6 3.3     Thanks  13.3 6 3.3     

Totals 180 100         180       

 

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%, - 0.2% 

• The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has gone down to 0, 1.2% lower than last month 

• The number of responses has decreased by 70 this month by 98.  

• The number of see & treat cases this month has increased by 280 to 9,527 

• 100% of free text comments were positive. The three main themes were quality of staff and 
professionalism (41.1%), quality of care and service (19.4%) and emotional support (17.2%) 

• 0% of free text comments were negative 

• Demographics, age: Over 65 years 75.8%, 45-64, 18.2%, 25-44, 4 %; Disabled 66.7%; 
Gender: Female 63.6%, Ethnicity: White British 97%, Data is only collected for sexual 
orientation and faith online for this survey, too few responses received to provide  analysis 

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

organisations for response rates, we collected 55.4% of all responses nationally. We are 2rd 

(3 organisations attained 100%) for the number of patients likely or extremely likely to 

recommend services to friends and family (98%), 5% higher than the national average. We 



  

 

are second  (1 organisations record 0%)  for the percentage of patients said that are unlikely 

or extremely unlikely to recommend our services1%, 5% below the national average. 

 
 

Free Text Comments 
 

The paramedics that came to see my mother were professional, efficient and understanding as my mother is 92 
yrs and can be temperamental at times. 

111 operator was considerate of situation but extremely professional. Paramedic team were amazing, caring, 
respectful, considerate, very knowledgeable and kind. They explained every procedure, offered advice and never 
rushed patient (our mam) who is 86 and palliative care. 

Took time for all details and they explored everything that could be done to improve conditions at home. Lots of 
recommendations given. 

Were called out for my husband, they were here within 30 mins and very caring and attentive. Can't fault them in 
any way. 

Due to previous experiences I could not fault the service. 

Very professional, organised and friendly. Really cared about me. 

I was treated very well. The two ambulance crew were friendly, reassuring and efficient. 

Friendly and efficient. 

Excellent service from the 2 guys who attended quite a difficult situation. 

Punctual and courteous. 

I cannot fault the service I was given, as both paramedics were helpful and cheerful. Nothing was too much 
trouble. (We cannot do without our Ambulance Service). 

Very informative, good relationship with patients. Very caring and professional. 

Because your ambulance crew were brilliant. Thank you so much. 

The paramedics [names removed] on night shift 29/10/19 were absolutely incredible! They are a credit to the NE 
Ambulance Service showing care, compassion and true professionalism throughout. They made my relative feel 
relaxed and at ease, whilst also ensuring she was going to be taken to a safe environment. Thank you girls. 

Because the men were so professional, and very helpful. 

Pleasant, polite, efficient staff. 

Compassionate handling of my frail, elderly mother. Prompt treatment and reassurance. Very professional and 
pleasant. 

FRRS. Fantastic service which stopped my father being admitted to hospital unnecessarily. 

Always sort me out. Thank you. 

a) Because you asked me. b) To say thank you for kind, friendly, professional advice and reassurances. 

Crew were lovely, put you at ease. 

We needed the services of the paramedics on 6th November and they were fantastic. They were so helpful and 
professional. Put us at our ease under the circumstances we were under. I would recommend these two men. 
Thank you for the hard work and selfless work they do. 

As the daughter of the patient, I found the paramedics, in particular [name removed], treated my mother with care 
and compassion. He was patient centred, and aware of the needs of mum, myself and the carers in a responsive, 
professional and caring manner. 

Friendly, helpful. 

The treatment given by the ambulance staff exemplary  

Paramedics are very professional, caring and knowledgeable. 

Quick, responsive, lovely lady 

Men were great arrived fast took great care of my husband 

Kept me calm during a time of panic when my partner was having a sezuire and came very quick  

Service and personnel exceptional. 

Very helpful and caring last night although they were very busy they took time to care for me, I am very grateful. 

Quick response and efficient service and friendly staff. 

Helpful, reassuring. 

My treatment was 1st class [unreadable comment]. 

The team checked me out thoroughly and were very helpful. Thank you. 

The ladies who attended were cheerful, friendly and obviously very professional and competent. Caring attitude. 



  

 

The 111 service is excellent. I have always had good service and advice from them. 

Quick, efficient, thorough and caring. 

Good, prompt service. 

They were very professional and very friendly, in fact they made the whole situation a lot easier the way they 
handled it. They were great. 

The care the paramedic gave my ex partner who is an alcoholic, he went above and beyond to make sure [name 
removed] received the best care. The paramedic is [name removed] from Blucher Station. 

They are very understanding, also put me to [unreadable comment], very nice and the lady very good. They also 
are very, very understanding. 

The speed of service and knowledge/friendliness of the paramedics was very good. 

Ambulance staff were calm, very reassuring, polite and courteous. They carried out various checks and waited 
until my husband came to collect me. I could not have been in better hands when help was needed. Brilliant. 

I could not wish for a more friendly, professional and caring service. 

The service I received from calling 111 to paramedic arriving was excellent. The paramedic was extremely kind 
and patient with me. Well done. 

Excellent service  

I called 999 as my granda had a second fall within a week. They sent an ambulance crew to have a look at him. 
They went above and beyond their job and spoke to lots of people on my/his behalf. I can’t thank them enough for 
all they’ve done.  

From ringing 111 your staff were most helpful. The ambulance crew excellent, reassured me and stayed with me 
as I was very anxious. Thank you so much for your help. 

I was dealt with in a very caring and professional way. Both paramedics had their own role and carried out the 
initial examination quickly and efficiently. My husband and I both felt comfortable with them and having them in 
the house. 

Excellent service given. 

The service was prompt and the care was excellent. 

I was extremely worried about the swelling around my mouth and the paramedics were calm and very reassuring. 
They went about doing their tests quickly and quietly. Lovely, caring people. 

Thorough and friendly. 

Pleasant, professional and most important friendly, and put me at ease. 

The response from the medical team was swift and efficient. Very professional and sympathetic. Both ladies 
calmed me down, after testing me gave me options of a hospital visit or being treated at home. 

The 3 paramedics that came to see my mum were very kind and helpful and excellent at their jobs. Thank you. 

Superb paramedics, really knowledgeable and calm. Explained everything to patient, reducing anxiety through 
fantastic professionalism. 

Two very pleasant paramedics checked me out. 

The crew were very sympathetic and patient with me and made sure I was OK before leaving. 

Attitude of paramedics was excellent, they spoke directly to the patient who has down's syndrome - including her 
in discussion but clarified issues with me (parent). 

I would just like to express my appreciation of the excellent care, advise and treatment from the two paramedics 
who called at our house after my husband called for help. I was rooted to the spot in the bathroom with sciatica 
and couldn't move any further. They soon had me mobile again so thank you once again. I have always had great 
faith in the NHS services, they are such wonderfully dedicated people and we would be lost without them. 

Helpful advise on first phone call, 999 ambulance to be 20 mins, then I had a call to apologise for delay and to 
check how I was . A while later a paramedic in car came and after examination he offered to take me to hospital 
in car. Could not fault service. Staff were really understanding to my needs and kept me informed all the way 
through. A big thank you to all involved. 

On behalf of my dad, thank you so much for everything you have done. Absolutely amazing team and help so 
much. 

The crew were brilliant, as my husband has a great fear of hospitals they put him at ease from the start. A big 
10/10 for them. 

Very comforting to speak to the service who were very reassuring.  Paramedic was amazing.  Thank you all so 
much. 

They were very kind and treated me with dignity.  I would like to thank them very much. 

They were very good people. 

The very helpful paramedics who attended to me were very friendly and professional. 

Explained everything they were doing and why. 

Good pair of lads: helpful and polite and they gave me peace of mind.  It was nice to know I was OK.  Felt I'd 
wasted their time but I was a lot happier knowing what was going on. 



  

 

I was treated at home instead of spending time at A&E.  As I was not well enough to go to hospital with family 
taking me in the car. 

The paramedics were lovely; genuine and friendly. 

Very quick to arrive. And very pleasant. [unreadable comment] 

Only required as needed. Excellent crew helped a lot. No ambulance required. 

I couldn't have had 2 nicer paramedics so friendly and sympathetic putting me at ease. 

I really thought I was having a heart attack. Turns out I wasn't, at no time did they treat me as a time waster. Such 
skilled, professional, friendly, dedicated heroes. Really! 

The staff were very professional, who put myself and family at ease. I didn't feel that the staff rushed, but gave 
me the time I needed and they gave me plenty of reassurance. 

The Ambulance paramedics were professional and friendly. Gave explanations and advice. 

Very quick response to my 111 call - operator concern and comforting attitude to my problem and condition 
[unreadable comment]. 

My husband became very unwell. The ambulance arrived within 10 minutes. They were extremely professional 
and efficient in dealing with him. They were helpful in explaining the symptoms. No need in the end to transfer to 
hospital but very kindly made an appointment at our local surgery for him. 

Gave a very thorough check on me. Were encouraging and sympathetic about problems. 

Two very pleasant and efficient gents. 

[Name removed] and [unreadable comment] team excellent. A credit to NEAS. 

Was treated with respect, made to feel at ease. Everything was explained to me, very professional team. 

Came quickly, were extremely helpful and made sure I understood their findings and arranged for a doctor to visit. 
Thanks! 

Ambulance staff very caring, thorough, efficient and extremely understanding. 

Helpful, considerate, arrived on time said they would. 

Very helpful, kind, lots of patience, treat me with respect. 

On 7.11.19, I had a repeat of one of my bad breathing episodes, whilst out for a lunchtime meal. Eventually the 
staff called the Ambulance Service. The team of [names removed] could not have been more pleasant and 
efficient - a credit to the Ambulance Service. 

Very thorough, very pleasant, informative and respectful. 

on the 11.11.19, I had a heart attack, if it wasn't for the quick response of the ambulance crew I might not have 
been seeing Christmas this year, I can't thank them enough for making me feel as comfortable and safe as I 
could possibly be, they saved my life and I will forever be grateful for that. the ambulance crew 
 

  



  

 

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

          November 2019 
 

     90% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 100% Negative themes = 0% 

Top positive 
themes 

Quality of staff/ 
professionalism 

Quality of 
care/service 

Timeliness and 
access to services  

Positive     
free text 

Comments 

• A very efficient and pleasant experience 

• I got well look after 

• I had no idea the PTS existed but I am so happy that it 
does. 

 

 

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

number of responses. 
  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             November 2019 

Number of Responses 

Online Surveys  10 
Total: 10 

Electronic Tablet Surveys 0 

Activity   

Number of completed journeys for the month 50,053 

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  9 90 -4.4 

Extremely Likely  7 70 -2.2 

Likely  2 20 -2.2 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 0 

Extremely unlikely 0 0 -5.6 

Don't know 1 10 +10 

Trend Graph 

 

 



  

 

Free Text Summary  

 Free Text 
Comments  

Positive Total 
Negative 
Total 

 Sub Codes 
Description 

Sub 
Code 

Positive 
Total 

Negative 
Total 

Relationship 
Themes 

3 50               

3 Quality of staff 
/professionalism 

3 50   

Good/Excellent Staff 3.2 1 16.7   

Helpful Staff 3.5 1 16.7   

Attitude 3.6 1 16.7   

Transactional 
Themes 3 50           

6 Timeliness 
and access to 
care 

1 16.7   
I need the service to 
access my appointment 

6.11 1 16.7   

12 Quality of 
Care / Service 

2 33.3   Good /excellent service 12.1 2 33.3   

Total 6 100     6 100   

 

Summary 

Narrative  

• The FFT score for the number of patients likely or extremely likely to recommend the service 
dropped by 4.4% to 90% (caution respondents are still low) 

• The FFT score for patients unlikely or extremely unlikely to recommend services is 0, a 5.6% 
decrease compared to the previous month 

• We received 10 responses, 8 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 50,053, 4,642 less compared to the previous month  

• 100% (4) free text themes were positive 

• 0 free text comments were negative 

• Demographics, the numbers of responses were too low to provide a demographic profile.  

• Caution should be taken when comparing figures due to the low number of responses. 

• National comparative data for October 2019 indicates we are the 8th out of 11 organisations and 
4th in the NHS Ambulance sector for response rates. We scored 94%, 5% above the national 
average for NHS organisations for the number of people who are likely to recommend us to 
patients. 6% of patients would not recommend our service to friends and family which is 1% 
above the national average. 

 
 

Free Text Comments 
 

 A very efficient and pleasant experience 

There was no other way for me to travel for my appointments. However all of the staff are fantastic whether it’s 
the driver’s or administration staff. They are all so helpful, friendly, well trained and safe making the journey so 
pleasant regardless of the destination.  

I got well look after 

I had no idea the PTS existed but I am so happy that it does.  

  



  

 

 

 

111 Service 

Friends and Family Test Survey 

November 2019  

    88.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 79.7% Negative themes = 20.3% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of 
staff/professionalism 

Timeliness and 
access to care  

Examples 

Positive free text 
comments 

• Excellent response. Very reassuring and calm. Have 
had to use the service several times and it’s been 
excellent every time. Extends to the A&E teams - fast 
hand over and we were seen and my little boy treated 
very quickly. Good communication between the 
ambulance team and the hospital - they even popped 
in to see how my little boy was doing later in the night, 
which was lovely 

• The call taker listened to my concerns and asked 
relevant questions to gain further information to help 
her make the best assessment. 

• Can't complain, everything was very good and 
professional. Recommend it to anyone. 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

November 2019  

Number of Responses 

Postal Surveys  62 

Online Text Surveys 24 

Total 86 

Activity   

Number of 111 calls (answered) 84,044 

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  76 88.4 -1.9 

Extremely Likely  54 62.8 -6.8 

Likely  22 25.6 +4.9 

Neither likely nor unlikely 2 2.3 +0.2 

Unlikely 4 4.7 +1.4 

Extremely unlikely 3 3.5 +1.3 

Don't know 1 1 -1.0 

Trend Graph  

  



  

 

Free Text Comments 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes 
Description 

Sub 

Code 

Positive Total Negative Total 

Count % Count % 
Coun

t 
% Count % 

Relationship 
Themes 

44 32.1                 

1 Emotional 
Support 

14 10.2     
Reassuring/put at ease 1.1 13 9.5     

Caring 1.2 1 0.7     

3 Quality of staff 
/professionalism 

27 19.7     

Knowledgeable 3.1 3 2.2     

Good/Excellent Staff 3.2 7 5.1     

Friendly staff 3.3 7 5.1     

Understanding 3.4 1 0.7     

Helpful staff 3.5 9 6.6     

5 Kindness and 
compassion 

3 2.2     Kindness 5.1 3 2.2     

Transactional 
Themes 

93 67.9 35 100             

6 Timeliness and 
access to care 

15 10.9 13 37.1 

Quick response – 111  6.1 11 8.0 5 14.3 

Quick response - 
Ambulance 

6.2 1 0.7 5 14.3 

Ease of use 6.3 3 2.2     

Called back  6.10     3 8.6 

7 information 
communication 
and education 

9 6.6 4 11.4 

Good advice 7.1 4 2.9 3 8.6 

Good explanation 7.2 1 0.7 1 2.9 

Communication with 
patient 

7.5 4 2.9     

9 Co-ordination 
and integration of 
care 

9 6.6 6 17.1 

Links to services outside 
NEAS 

9.1 6 4.4 1 2.9 

Treatment at other 
service 

9.2 3 2.2 5 14.3 

12 Quality of 
Care / Service 

45 32.8 4 11.4 

Good /excellent service 12.1 24 17.5 3 8.6 

Helpful  12.2 8 5.8     

Efficient 12.3 7 5.1     

Good outcome 12.5 4 2.9 1 2.9 

Good care 12.7 2 1.5     

13 General / 
Other 

14 10.2     

General 13.1 9 6.6     

Neutral 13.2 4 2.9     

Thanks 13.3 1 0.7     

14 Triage 
Process 

1 0.7 8 22.9 
Questioning process 14.1     4 11.4 

Relevance of questions 14.2 1 0.7 4 11.4 

  137 79.7 35 20.3      137   35   

 

111 Summary  

• The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 88.4%, which is a  decrease of 1.9% 

• The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 8.1% , which is a increase of  2.7% 

• There have been 92 responses, (24 text and  62 postal), 6 less than the previous month   

• The number of answered calls was 84,044,which is 8,954 more than the previous month 

• 137 (79.7)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (32.8%); quality of staff and professionalism (19.7%) and timeliness and access to 
care (10.9%)  



  

 

• 35 (20.3%) of free text themes were negative, The main themes were: timeliness & access to care 
(37.1%), triage process (22.9%) and co-ordination & integration of care (17.1%)  

• Demographics, Age: over 65 – 23.8% 45-64 – 32.9%, under 44 years old – 41.3%; Gender: male 
29.1%,  female 69.6%, White British 97.4%, Asian/Asian British 1.3% , Disabled: 37.7%, Christian 
39.7%, no religion 25.6%, Heterosexual 94.5%, LGB 1.4%.   

 

Free Text Analysis 

Nurses are very helpful but the waiting time is longer than I expected (for the ambulance). 

Quick service. Helpful operator. 

The A&E good. 

Very pleasant operation who tried her best. 

Satisfaction. 

Advice after discharge of pulmonary embolism. 

The service is easy to use and takes the [unreadable comment]. 

If you need help you have to ask. 

Only place to find information, support and 24 hour service. 

The number of questions you asked I could have been dead. I phoned 999. 

Because it's true about the help. 

Found it very helpful and felt safer knowing I was getting help. 

It took quite a while for the call to be answered. 

I have used 111 before and have found it helpful. 

This time I found it easy. 

Call answered promptly. Friendly and helpful call taker. Thorough assessment. 

Extremely helpful. Friendly adviser. 

Advised to see emergency dentist, which I would have done anyway if the number was publicly available. 

Extremely efficient service. 

Efficient. 

Personal experience. 

Has if needed them. 

Good service, very helpful service. 

Chest infection. 

Good service and knowledge from call handler. 

Person on the phone was friendly. 

Very helpful and got all the help I needed. 

Expert help and very good and helpful medics. Brilliant and friendly service. 

Excellent customer service. 

Quick, friendly response. 

Speed of action is not reassuring. 

The response received was explained well and gave an understanding as to why I was given the response. 

I have M.S. and recently am having falls. 

Call handler kind and professional. 

They have to go through non-relevant questions. 

They came when I needed them. 

You sent a free taxi for me. 

They gave the correct advice and I was seen quickly. 

On this occasion it was fine.  However, there have been periods in the past when the experience was 
appalling. 

Always supportive. 

Used a few times.  Always got appt.  They always listened on the phone etc. 

Waited for 9.15 am until 5.45 pm  Length of wait stressful as in a lot of pain. 

Very prompt service. 

Efficient and informative. 

The staff were kind and polite, plus the driving was of the highest standard. 

Helpful - always someone to visit. 

It is helpful to have somewhere else to go when 999 is not appropriate. 

Ambulance never came. No update. Had to drive baby to hospital. 



  

 

Wonderful alternative to 999 especially if you're too unwell to leave the house. I feel protected [unreadable 
comment] as they establish my whereabouts 

Helpful and efficient. 

Efficient, helpful, got treatment I needed quickly. 

They took control and sent me to hospital, but they gave me pain relief first so I didn't have to wait for 3 
hours in pain in A&E. 

I was advised to go to own GP - who then rang for an ambulance! 

The information provided to me was worrying and unfounded. 

Was able to get the help needed through the service. 

Very professional. Knowledgeable. 

Quick and simple, knowledgable. 

Took too long to come and see patient over 6 hours bext time i will be using my carto transport a patient  

Got help straight away, and was seen to in the infirmary. They also rang me back to ensure everything was 
okay. 

Excellent service over a bank holiday weekend 

They was very professional and polite  

Fantastic customer service 

Very good  

I was dealt with very quickly and professional and medical conditions resolved thanks  

According to my specialist.!! I was given wrong information.!! There for I was left in discomfort for few days 
before I could see a doctor. By this time I was completely in agony.!! Ist time iv used this service.  Hopefully 
the last!! 

Excellent response. Very reassuring and calm. Have had to use the service several times and it’s been 
excellent every time. Extends to the A&E teams - fast hand over and we were seen and my little boy treated 
very quickly. Good communication between the ambulance team and the hospital - they even popped in to 
see how my little boy was doing later in the night, which was lovely.  

Did not think my problem was resolved.  

It was better than just turning up at A&E 

Wife ill  

I have already responded to your mail 

I have had to use  use this service acouple of  times  and have always been very  grateful for the  care  of all  
involved  many thanks to all 

Felt call handler was approachable and helpful 

The ambulance service guys were amazing 

Nobody rang us back as arranged. 

Very professional helpful and put me at ease  

Good service. 

Questions unrelated to my problem. Long wait to get through. 

They give the right advice. 

I had to wait 2 hours and only got a call back after I contacted 111 for a second time. One the 1st of my 
times I've used 111 the first time I waited so long I went to A&E and had been dealt with before I was called 
back by 111. 

Satisfied. 1. 24 hour and can call again. 2. What to do till help given. 3. Friendly service. 4. Can speak to 
more knowledgeable. 5. Questions answered. Dissatisfied. 1. Sometimes too long for someone to call back. 
2. Get advice that is not available or the same answer when calling where we were advised. 

111 service is rubbish. Too many stupid questions. It is a dangerous service for the public. 

It was a Saturday morning, called at my GP surgery who wouldn't help me. Having rang 111 I was told I 
could travel to Redcar or Brotton to see a GP there. I chose to travel to Brotton and saw a lovely doctor who 
prescribed me some antibiotics for a sinus infection. Seems ridiculous having to travel 20 miles to see 
someone when all I needed was a prescription which would have taken 5 minutes. Bearing in mind I felt so 
ill with a swollen face! 

Satisfied with everything. 

Only the fact that it took a while for the call to be answered. 

I called 111 within a week twice. On one of the occasions I was met with profuse apologies because they 
realised I need A&E or X-ray. 

The person I spoke to on this occasion was very good and very helpful and calmed me down. 

The call taker listened to my concerns and asked relevant questions to gain further information to help her 
make the best assessment. 

Efficient. 

Positive, call answered quickly, call back from (someone medical was quick). Negative, advised to see 
emergency dentist following day, which did not address the agony of a dry socket straight away. P.S. 



  

 

emergency dentist at Wansbeck was woeful, scruffy, unconcerned, did not clean out socket before packing, 
so the packing came out on the way home! Useless. 

Everything from 1st phone call to going home. 

Very good. 

Gave the expected good service. 

Adviser reassured me. 

They assured me it was correct to have an appointment asap and not to wait, I wasn't wasting their time. 

They were very friendly and helpful. 

I had a very bad water infection in the middle of the night, so their help kept me calm until I could get to a 
walk-in centre the next morning, which they made the appointment for me so I would not have to wait around 
in pain.  

Can't complain, everything was very good. And professional. Recommend it to anyone. 

Put my mind at ease. Listened to my problem and acted calmly. 

The delay from call to receiving a visit is far too long. When calling to progress, the same questions are 
addressed again and again. 

They were able to seek advice if they were unsure of what to suggest, giving the nature of the call. 

They were able to get me an appt. with the out-of-hours GP which I had been unable to do.  Call handler 
was calm and concise. 

None of the questions were relative to my 88 years old mother's illness.  I needed to see a medically trained 
person to look at what I was describing. 

I was passed from one to another. 

He listened and acted on hospital evidence.  I was able to tell him on this occasion. 

Sometimes too many questions;  don't always all feel appropriate.  This can be difficult to answer a lot of 
questions when you don't feel well. 

Was told we would receive a call back-did not call.  I phoned again and given same info.-would call back.  At 
third call they sent an emergency ambulance 2 hours later. My Mum is 82 yrs, had broken bone in spine and 
in pain. 

Quick, efficient response and very pleasant, helpful person on the phone. 

Waiting time and advice. 

The advice was concise and beautifully explained.  The member of staff had regency manners. 

Reassured me, very caring operator. 

An our of hours appointment made at a local surgery, seen within 2 hours due to symptoms. Really 
reassured me. 

111 advised that an ambulance come to take baby to hospital within 20 minutes. After 1 hour no ambulance 
had arrived. After contacting again, unable to state when ambulance would arrive (likely to be several 
hours). Ended up driving ourselves. Dissatisfied with communication around this. 

I love the clear, punctuated way the adviser manages the call. How they explain reasons behind their 
questions. Particularly like being called pet names such as pet, or sweetheart, with empathy. Like the 
calmness and reassuring demeanour. 

Operator understood my problem and the need to get antibiotics as soon as possible. 

They put me at ease. They took control. They were helpful, friendly and non-judgemental. 

Great service. Helpful advice. Got the right service. 

Some questions not relevant. Doctors thought an ambulance should have been called (chest pain). 

At the time of the 111 call the operator seemed confident regarding the diagnosis, but arranged for an appt 
for me that had at least a 4 hour waiting time. On arrival, the diagnosis was dismissed immediately. 

When you have a long term condition you know what help you need and where you need to get that help. 
Having to go through 111 is just a press that seems unnecessary but part of the current process. Also the 
111 online service states that you can attend walk-in centre without an appointment yet the staff always look 
really annoyed that you haven't got an appointment, the information is not correct. How is the patient to 
blame for this? 

Answer the phone quickly. Very kind and supportive. Make sure the right treatment is done. 

They rang me back several times to make sure I had received help. 

They were in touch with my local area so got help around me 

I was satisfied with everything the call handler done for me  

Very happy  

Very good service and good time  

I was not satisfied with the advice given. Ibuprofen and Paracetamol did not solve my problem.  Adviced 
Urgent Care would not solve my problem.!! When the days of suffering. When I eventually seen my own 
Doctor.!! All of my pain and discomfort could have been solved straight away if I had went to Urgent care 
and ignored 111 advice.  

The advice I was given didn't help one bit.  



  

 

I was directed to bishop aukland hospital but on arrival i was then redirected to darlington A&E as the 
hospital could not deal with the issue(a deep head wound). This wasted time. In hindsight i should have 
driven straight to Darlington instead of calling 111. This comment does not reflect  on the advice given as 
the operator could only respond to my answers to her questions. 

Everything  was  dealt  with calmly and very reasuringly 

Very prompt referral to gp 

The 111 lady was mostly helpful but then when I got an ambulance they were quiet on me. In the hospital I 
was spoken to like s**t then spoken again like s**t by the 2nd person I saw. 

They just simply didn't respond 
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Patient/community engagement – November 2019 

Date Actvity  Details 

01/11/2019 Andy Clarke Re-cert 



  

 

02/11/2019 Sunderland CCG - Bede Tower Restart a Heart 

02/11/2019 UFR Course CFR Initial Course 

03/11/2019 UFR Course CFR Initial Course 

04/11/2019 Maltby village hall AED/CPR Awareness 

04/11/2019 People who help us  World of play  Redcar 

05/11/2019 ACS Stat&Man Stat & Man 19/20 

05/11/2019 Slaley First School Restart a Heart 

06/11/2019 UFR Course CFR Initial Course 

06/11/2019 Percy Main Primary Restart a Heart 

07/11/2019 Vehilde Redesign Group Accessible vehicle launch  

07/11/2019 Toft Hill Community Centre AED/CPR Awareness 

08/11/2019 Sickle Cell Video  
Community engagement African Community 
Association NE 

08/11/2019 Craig Godwin Re-cert 

09/11/2019 Sunderland CCG - Houghton le Spring Restart a Heart 

11/11/2019 ACS Stat&Man Stat & Man 19/20 

12/11/2019 People who help us  Hexham Primary School 

12/11/2019 Tynemet - Health & Social Restart a Heart 

12/11/2019 Wellfield Middle Restart a Heart 

13/11/2019 UFR Course CFR Initial Course 

13/11/2019 Newcastle University x 3 AED/CPR Awareness 

14/11/2019 Benton Dene Special School Restart a Heart 

16/11/2019 Sunderland CCG - Washington Art Centre Restart a Heart 

19/11/2019 Whittonstall First School Restart a Heart 

19/11/2019 Broomley First School Restart a Heart 

21/11/2019 Road Safety - Operation Dragoon Newcastle High School for girls  

22/11/2019 111 Service Overview  Elders Council Newcastle  

22/11/2019 Step up for Sfety - Road Safety Week Redcar & Cleveland College 

22/11/2019 Road Safety - Operation Dragoon Kings School Tynemouth 

27/11/2019 Ship Inn Middlestone AED/CPR Awareness 

27/11/2019 Newcastle University x 3 AED/CPR Awareness 

28/11/2019 Great Stainton Kings Arms AED/CPR Awareness 

29/11/2019 Working at NEAS Berwick Middle School  

 

 

Mini Medics – November  

Date Activity  Details  

1st Nov 999/111 Hoax Calls Dunston Hill  

1st Nov 999/111 Hoax Calls Kibblesworth Academy 

3rd Nov CPR Demo Sunderland FoL 

4th Nov 999/111 Hoax Calls Coxhoe School 

4th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

5th Nov 999/111 Hoax Calls Holystone Primary 

6th Nov CPR & Defib Argyle House 



  

 

6th Nov 999/111 Hoax Calls St Josephs 

6th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

7th Nov 999/111 Hoax Calls English Martyrs 

7th Nov 999/111 Hoax Calls Milecastle 

11th Nov 999/111 Hoax Calls Bailey Green 

11th Nov 999/111 Hoax Calls Star of the Sea 

11th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

12th Nov 999/111 Hoax Calls Holy Family 

12th Nov 999/111 Hoax Calls Springfield Academy 

13th Nov 999/111 Hoax Calls Ferryhill Station 

13th Nov 999/111 Hoax Calls Bowburn Primary 

13th Nov CPR, AED, Choking, Recovery Position  Scouts 

14th Nov Pudsey Day West Rainton 

14th Nov 999/111 Hoax Calls St Bedes Denton Burn 

19th Nov 999/111 Hoax Calls Lemington Riverside 

19th Nov 999/111 Hoax Calls St Pauls 

19th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

20th Nov 999/111 Hoax Calls Haltwhistle Academy 

20th Nov CPR, AED, Choking, Recovery Position  Beavers 

21st Nov 999/111 Hoax Calls Hadrian Primary 

21st Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

22nd Nov 999/111 Hoax Calls Wheatlands Primary 

22nd Nov 999/111 Hoax Calls White Mere Primary 

25th Nov CPR & AED Haltwhistle Academy 

26th Nov 999/111 Hoax Calls Wingate 

26th Nov 999/111 Hoax Calls St Bedes Catholic (Marske) 

27th Nov 999/111 Hoax Calls All Saints Primary 

27th Nov 999/111 Hoax Calls Thorney Close Primary 

27th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

28th Nov CPR & AED Bill Quay 

28th Nov 999/111 Hoax Calls Bothal 

28th Nov CPR, AED, Choking, Recovery Position  Fire Cadets 

29th Nov 999/111 Hoax Calls St John Vianney 

29th Nov 999/111 Hoax Calls Pittington 

29th Nov Xmas Lights Switch On Haltwhistle Academy 

October Defib/CPR training  

Date Actvity  Details  

01/10/2019 AED/CPR Awareness Skelton community hall 

06/10/2019 Restart a Heart Wooler 

07/10/2019 Restart a Heart Ovingham Middle School 

07/10/2019 AED/CPR Awareness Raby Castle 

07/10/2019 AED/CPR Awareness Redworth Village Hall 

08/10/2019 AED/CPR Awareness Barningham Village hall 

08/10/2019 Restart a Heart St Barts Primary School 

12/10/2019 Restart a Heart Yarm Medical 

14/10/2019 Restart a Heart Gateshead college 

14/10/2019 Restart a Heart Ovingham Primary School 



  

 

14/10/2019 Restart a Heart Stockton Riverside College 

15/10/2019 Restart a Heart George Stephenson High 

15/10/2019 Restart a Heart Metro Centre 

16/10/2019 Restart a Heart Hadrian Park Primary 

16/10/2019 Restart a Heart Harrowgate Hill Primary 

16/10/2019 Restart a Heart Herrington Country Park run 

16/10/2019 Restart a Heart James Calvert 

16/10/2019 Restart a Heart James Cook/Dundas Shopping centre 

16/10/2019 Restart a Heart NCEA Dukes Secondary 

16/10/2019 Restart a Heart Northfield School & Sports College 

16/10/2019 Restart a Heart Redcar & Clevland College 

16/10/2019 Restart a Heart Shotley Bridge Primary 

16/10/2019 Restart a Heart Southmoor Acadmey 

16/10/2019 Restart a Heart St Josephs RC Middle 

16/10/2019 Restart a Heart St Marys RC First 

16/10/2019 Restart a Heart St Robert of Newminster 

16/10/2019 Restart a Heart The Duchess High 

16/10/2019 Restart a Heart Tynemet College 

16/10/2019 Restart a Heart Victoria Lane Academy 

16/10/2019 Restart a Heart West Rainton 

17/10/2019 Restart a Heart Frosterley Primary 

17/10/2019 Restart a Heart Ponteland Community High 

17/10/2019 Restart a Heart Tynemet College 

17/10/2019 Restart a Heart Valley Gardens Middle School 

18/10/2019 Restart a Heart Bede sixth form 

18/10/2019 Restart a Heart Chantry Middle School 

18/10/2019 Restart a Heart Churchill Community College 

21/10/2019 AED/CPR Awareness Angel Court 

21/10/2019 Restart a Heart Darlington College 

21/10/2019 Restart a Heart Gosforth Park First School 

21/10/2019 Restart a Heart Ovingham Middle School 

23/10/2019 Restart a Heart Wellfield Middle School 

24/10/2019 Restart a Heart Dean Bank Primary 

24/10/2019 Restart a Heart Hazlewood Primary 

24/10/2019 Restart a Heart Marden High School 

25/10/2019 Restart a Heart St Josephs RC 

26/10/2019 Restart a Heart Sunderland CCG - Tesco 

31/10/2019 AED/CPR Awareness Newcastle University x 3 



  

 

Patient Transport Service - (October 2019) national comparative data  
 
 
 
 
Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-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) 2,261 551,322 89% 5% 1,481 525 122 81 41 11 

England (excluding Independent Sector Providers) 2,261 551,322 89% 5% 1,481 525 122 81 41 11 

Selection (excluding suppressed data) 2,261 551,322 89% 5% 1,481 525 122 81 41 11 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,025 24,425 91% 4% 596 335 58 29 7 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 93 29,687 49% 41% 13 33 8 31 7 1 

UNIVERSITY COLLEGE LONDON HOSPITALS 250 4,000 78% 8% 126 70 32 9 12 1 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 0 81,434 NA NA 0 0 0 0 0 0 

NORTH EAST AMBULANCE SERVICE NHS FT 18 54,611 94% 6% 13 4 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 14 16,931 93% 7% 13 0 0 1 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 96 81,183 81% 2% 73 5 10 2 0 6 

NORTH WEST AMBULANCE SERVICE NHS TRUST 135 50,454 89% 6% 97 23 7 2 6 0 

ISLE OF WHITE NHS TRUST 599 130,849 96% 2% 526 52 6 6 6 3 

SOUTH CENTRAL AMBULANCE SERVICE 25 1,054 100% 0% 22 3 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 6 76,694 33% 50% 2 0 1 1 2 0 

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/


  

 

Emergency Care Service - See and Treat (October 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) 303 200,265 93% 6% 271 12 3 6 11 0 

England (excluding Independent Sector Providers) 303 200,265 93% 6% 271 12 3 6 11 0 

Selection (excluding suppressed data) 303 200,265 93% 6% 263 12 3 6 11 0 

LONDON AMBULANCE SERVICE NHS TRUST 0 29,543 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 3 17,633 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  168 9,247 98% 1% 163 2 1 2 0 0 

EAST MIDLANDS AMBULANCE SERVICE NHS 5 15,920 100% 0% * * * * * * 

WEST MIDLANDS AMBULANCE SERVICE NHS  8 32,510 88% 13% 7 0 0 1 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  33 23,996 100% 0% 31 2 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 59 27,064 80% 17% 40 7 2 1 9 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  9 27,542 100% 0% 9 0 0 0 0 0 

ISLE OF WIGHT NHS TRUST  0 604 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  18 16,206 78% 22% 13 1 0 2 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/
http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/

