
 

Friends and Family Test – December 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 

89 96.6 2.3 

Scheduled Care (PTS) 5 100 0 

111 Service 108 84.3 13 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

December 2019  

    96.6% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.8% Negative themes = 1.2% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

• Very good at his job. Made me feel better. Reassured. 

• To express my grateful thanks for a wonderfully efficient 
response in my hour of need. A service which I fully 
support and recommend. 

• The paramedics were marvellous, they helped my husband 
and helped him recover. They were very pleasant and did 
everything to help him. 

  



  

 

 

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

December 2019 
 

Number of Responses 

Online Surveys  11 
Total: 89 

Postal Surveys 78 

Activity   

Number of see and treat patients for the month 9,897 

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  86 96.6 -1.3 

Extremely Likely  82 92.1 +0.3 

Likely  4 4.5 -1.6 

Neither likely nor unlikely 1 1.1 +0.1 

Unlikely 0 0 0 

Extremely unlikely 2 2.3 +2.25 

Don't know 0 0 -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 98 60.1 1 50             

1 Emotional Support 30 18.4     
Reassuring/put at ease 1.1 14 8.6     

Caring 1.2 16 9.8     

3 Quality of staff 
/professionalism 

61 37.4 1 50 

Knowledgeable 3.1 4 2.5     

Good/Excellent Staff 3.2 37 22.7     

Friendly staff 3.3 11 6.7     

Understanding 3.4 3 1.8     

Helpful staff 3.5 6 3.7     

Attitude 3.6     1 50.0 

5 Kindness and 
compassion 

7 4.3     

Kindness 5.1 5 3.1     

Compassionate 5.2 1 0.6     

Respectful 5.3 1 0.6     

Transactional Themes 65 39.9 1 50             

6 Timeliness and 
access to care 

14 8.6 1 50 Quick response - Ambulance 6.2 14 8.6 1 50.0 

7 information 
communication and 
education 

9 5.5     

Good advice 7.1 1 0.6     

Good explanation 7.2 5 3.1     

Communication with patient 7.5 3 1.8     

12 Quality of Care / 
Service 

34 20.9 

  
  
  
  
  

  
  
  
  
  

Good /excellent service 12.1 18 11.0     

Helpful  12.2 1 0.6     

Efficient 12.3 3 1.8     

Good outcome 12.5 2 1.2     

Good care 12.7 10 6.1     

13 General / Other 8 4.9     

General 13.1 1 0.6     

Neutral 13.2 2 1.2     

Thanks 13.3 5 3.1     

  163 98.8 2 1.2     163   2   

 

ECS See and Treat  Narrative 

• FFT score for the number of patients who are likely or extremely likely to recommend the 
service has dropped by 1.3 % to 96.6%. 

• The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has increased to 2.3%. 

• The number of responses has decreased by 9 this month by 89.  

• The number of See & Treat cases this month has increased by 370 to 9,897 

• 98.8% of free text comments were positive. The three main themes were quality of staff and 
professionalism (37.4%), quality of care and service (20.9%) and emotional support (18.4%) 

• 1.2% of free text comments were negative, there were not enough to show any trends 

• Demographics, age: Over 65 years 75.8%, 45-64, 18.2%, 25-44, 4 %; Disabled 66.7%; 
Gender: Female 56.7%, Ethnicity: White British 97.7%, Data is only collected for sexual 
orientation and faith online for this survey, too few responses received to provide  analysis 

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

organisations for response rates. We are 2rd (2 organisations attained 100%) for the number 

of patients likely or extremely likely to recommend services to friends and family (98%), 4% 



  

 

higher than the national average. We are joint first (0%)  for the percentage of patients said 

that are unlikely or extremely unlikely to recommend our services 4% below the national 

average of 4%. 

 
 

Free Text Comments 
 

They were friendly, professional, did all the checks at home, which resulted in not going to hospital. Cannot praise 
the service enough. 

I cannot thank the 111 staff for all their help when [name removed] found himself unwell and they came to help. 
From [name removed]. 

Very thoughtful of my disabilities and explained everything to me. 

They were very professional. 

Sprained knee. 

The NHS is ours and the ambulance service is very important to us and they do a great job under very trying and 
harrowing times. 

Very good at his job. Made me feel better. Reassured. 

The ambulance men were very caring showed lots of compassion explained everything at will and ideas for 
aftercare. 

They were very helpful and polite. Calmed me down, I was scared. Did their job well. So professional, wonderful. 

Rapid response. Thorough medical exam. [unreadable comment]. Reassurance - told results of tests. 

[Name removed] was so kind and dealt with my injuries with great care and consideration. I could not have 
wished for a better service. 

To express my grateful thanks for a wonderfully efficient response in my hour of need. A service which I fully 
support and recommend. 

Paramedics crew [name removed] very thorough and friendly, doing a great job. 

Prompt arrival, very careful attention and care. Pleasant personalities. Very informative crew. 

Went to Berwick Infirmary (only 4 miles from my home) with chest infection. Got seen to by two paramedics they 
were excellent and it's great they were there to help. 

First class care and friendly service. 

Very good response and very pleasant crew. Checked everything and reassured myself and wife. 

Two lovely ambulance people took good care of me. Even told me about having picture frames on my heaters 
and took them off because they would catch fire. I would never have known. 

Paramedic were caring - took their time with patient. 

Excellent paramedics. However, 4 hours 15 minutes to arrive on a 2 hour call out. 

Left hip joint seized up not able to raise oneself. 

Because of the very good and efficient service from the paramedics. Thank you. 

[Name removed] from Redcar was brilliant, he took time to explain everything he was doing and why he was 
doing it. He is a trooper and someone your service should be very proud of. 

The paramedics were marvellous, they helped my husband and helped him recover. They were very pleasant 
and did everything to help him. 

Very professional. Very friendly. Lots of common sense used. 

Service was first class from the paramedic who attended. 

As aware of the strain the NHS is under, they attended to me very quickly, 20 minutes in which I was very, very 
grateful. 

Put me at ease. Knew I was in safe hands. 

I rang 111 and gave details of my symptoms. They arranged an emergency ambulance who attended within 30 
minutes. The paramedics were kind, caring and professional. They put me at ease and supported me while they 
did all my obs. When I made my decision not to go to hospital they gave me advice as to how to seek further 
help. Excellent service. 

Good care. Competent. 

The thoroughness and politeness and understanding of the paramedics. 

Recent use of ambulance service. First class! 

Crew were very helpful and understanding  



  

 

Crew ID was the most thoughtful and caring person I have ever come across in the NEAS. He did everything he 
could to help us and didn’t leave until the situation was resolved.  

Staff very helpful and reassuring  

2 female ambulance drivers 1 absolutely lovely the other the manners of a drainpipe just rude from moment she 
walked in shouldn’t be in that job if she has no manners I said thank you for coming and 1 said no problem 

Bye but the other just rude and slammed the door rude rude rude  

Friendly and efficient,calmed us down and reassured us. 

The crew were extremely reassuring when they came to see my daughter. They put my daughter at ease who 
was feeling quite anxious. 

i was looked after extremley well by paramedic 

The professionalism, knowledge and caring manner of the attendees  

When calling the service , we had an ambulance with us in less than five mins 

The crew were excellent in attending to my elderly dad who had passed out during our christmas lunch we were 
having with family and friends in Hartlepool     

Their manner,  communication with him and ourselves surpassed our expectations as we were as you can 

imagine visibly upset. 

Very professional and efficient 

Myself and our family would like you to sincerely thank them both for us, we could not have asked for any better 
service than what we received from them. 

The N H S would be at a loss without such people as them 

I had an incident whilst out shopping and an ambulance was called for me. The care given was outstanding and 
I'm very grateful. They made me feel safe. 

On my recent experience with this service, I was treated with the utmost kindness and care. Both operative were 
very professional and understanding, and did a thorough job. They are worth their weight in gold and highly 
recommended to my family and friends. 

Very prompt, efficient, and courteous service. 

The two paramedics who attended my husband (76) were first class. He didn't need hospital treatment but they 
didn't leave until we were settled in. Many thanks. 

I received excellent medical care and was impressed with how thorough and caring the ambulance crew were. 
However the time they waited outside my house trying to get through to 111 to make an appointment for me at 
the urgent care centre. Surely they should have a direct line to them or be able to make the appointments for 
patients themselves. 

Quick response to my call. Very nice people and efficient. Took care of me very well. 

In my opinion I could not have wished for a better service. From 1st call to ambulance coming I would like to 
thanks everyone for their support and kindness. Thank you everybody. 

FRRS. This ambulance service is amazing. They talked my uncle through different things he could do to help 
improve himself. They were understanding and patient with my uncle, the OT checked his ability to look after 
himself and gave us some info on clubs/exercise classes he could go to. 

Because [name removed] was fantastic, as was the lady on 111. 

The ambulance men were very efficient, helpful and friendly. They did a thorough job and explained what they 
were doing. Caring and kind. 

Very professional and caring. 

Quick response. Professional crew. 

The reason I would recommend the service I phoned and I had just put the phone down when the ambulance 
came and the paramedics were lovely and they never stopped seeing to my husband and they kept talking to me 
telling me what they were doing. 

Responded within 15 minutes. Friendly staff. 

I personally would like to say that the NHS NE Ambulance Service is excellent. Thank you. 

Good response time with contact made while waiting. Both paramedics friendly, caring and knowledgeable - 
explaining everything clearly. 

Staff very good and very reassuring. 

Good customer service. Good crew/happy. 

The service is brilliant. They talk through everything like what they are doing and what is happening. 

The paramedics were professional and kind and caring. They made a very distressing time easier to cope with. 
10/10. 

They arrived within minutes. I was quite distressed and upset as my daughter's hand was bleeding a lot. They 
were professional and provided reassurance. 



  

 

"Fantastic". 

Could not have been looked after better if I had gone private. 

The two young men who attended me were kind, conscientious and thorough. They were a credit to the 
ambulance [unreadable comment]. 

Never had an ambulance so quickly but explained why. Treated with respect and dignity. 

The service was fast, efficient and the paramedics very caring and friendly. Thank you. 

Very caring and answered your queries straight as they could. 

Most helpful and efficient. 

Had a health scare. 111 adviser was ever so helpful. Ambulance staff also put my mind at ease. 

Very friendly, understanding, knowledgeable paramedic who was able to explain things clearly. 

Had to call for an ambulance for my husband. Paramedics were marvellous, checked him for everything, as it 
happens it wasn't as bad as my husband thought. Can't praise the NHS enough. Thank you. 

Staff amazing, they calmed my mother down and got to get her to sit down while they dealt with my father. They 
contacted the GP and got him to make a home visit. Amazing staff under great pressure. Thank you. 

Cannot fault service provided by extremely dedicated and caring staff. Prompt visit even though ambulance 
service stretched to limit. 

Easy to talk to. Could ask anything. 

Very professionally. Communicative. Came before 2 hours. 

Very personal and friendly. Not intimidating. Both staff relaxed which helped myself. 

Because the ambulance is there to help those who need help in that hour of need. 

I would just like to say how fantastic the two ambulance men who came to the house where they both had a real 
caring nature and were very professional. I would just like to say a big thank you to both men. 

Pleasant and extremely helpful. 

The paramedics who visited me were efficient, kind and caring. No complaints at all. Thank you. 

We have needed your services a lot in the past couple of years and I can't praise your paramedics enough. 
Always very caring. 

Superlative attention at a very late hour. 

Always efficient and professional in manner whenever I have needed help as I live alone and it means a lot to me. 

My son was treated in the car after a car accident. He was complaining of chest and neck pain and was shaken. 
The paramedic was excellent with my 13 year old. He was very reassuring and put myself and my son at ease. 

An exceptional professional service conducted by both paramedics. If possible I would be grateful if you could 
pass my sincere thanks to the crew. 

It was good. 
  



  

 

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

          December 2019 
 

     100% 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 

• Fantastic service. Volunteers are brilliant.never knew the 
service existed till recently and had been struggling with 
getting to hospital.cant thank the service enough. 

• Valuable service for elderly and rural addresses 

• Crew were very helpful, caring, polite and friendly 

 

 

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

number of responses. 
  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             December 2019 

Number of Responses 

Online Surveys  0 
Total: 10 

Electronic Tablet Surveys 5 

Activity   

Number of completed journeys for the month  

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  5 100 +10 

Extremely Likely  4 80 +10 

Likely  1 20 0 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 0 0 110 

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 5 50               

1 Emotional Support 1    Caring 1.2 1    

3 Quality of staff 
/professionalism 

4    

Knowledgeable 3.1 1    

Good/Excellent Staff 3.2 2    

Friendly staff 3.3 1    

Transactional Themes 5 50           

7 information 
communication and 
education 

1    Good explanation 7.2 1    

12 Quality of Care / 
Service 

3    Good /excellent service 12.1 3    

13 General / Other 1    Thanks 13.3 1    

  10        10    

 

Summary 

Narrative  

• The FFT score for the number of patients likely or extremely likely to recommend the service 
increased by 10% 100% (caution respondents are very low) 

• The FFT score for patients unlikely or extremely unlikely to recommend services is 0,the same as 
the previous month 

• We received 5 responses, 5 less than the previous month.  We continue to experience issues with 
collection mechanisms. A new methodology and survey process is in place and we will be reportin 
on this in March 2020.   

• Numbers are too low to comment on geographical representation  

• The number of completed journeys was 45,591 50,053, 4,462 less compared to the previous 
month  

• 100% of 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 November 2019 indicates we are the 8th out of 11 organisations and 
5th in the NHS Ambulance sector for response rates. We scored 90% for the number of people 
who are likely to recommend us to patients, 2% below the national average for NHS 
organisations. 0% of patients would not recommend our service to friends and family which is 4% 
above the national average. 

 
 

Free Text Comments 
 

I had a comfortable journey and was taken to the clinic by my driver who explained how to arrange my transport 
home.  

Fantastic service. Volunteers are brilliant.never knew the service existed till recently and had been struggling 
with getting to hospital.cant thank the service enough. 

Valuable service for elderly and rural addresses 

Crew were very helpful and caring and polite and friendly 



  

 

 

111 Service 

Friends and Family Test Survey 

December 2019  

    84.3% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 79.9% Negative themes = 21.13% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of 
staff/professionalism 

Timeliness and 
access to care  

Examples 

Positive free text 
comments 

• Good call handling. Felt reassured and got 
appointment with a GP within an hour also 

• They were very helpful and my son was very ill. They 
gave good advice which helped and got us a walk in 
appointment that would've taken hours to be seen had 
we just turned up. 

• I felt very ill & they made me feel relaxed while we 
talked through my systems. They seamed very caring. 

 

  



  

 

 

111 Service 
Friends and Family Test Survey 

December 2019  

Number of Responses 

Postal Surveys  50 

Online Text Surveys 58 

Total 108 

Activity   

Number of 111 calls (answered) 90,006 

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  91 84.3 - 4.1 

Extremely Likely  66 61.1 -1.7 

Likely  25 23.2 -2.4 

Neither likely nor unlikely 3 2.8 +0.5 

Unlikely 7 6.5 +1.8 

Extremely unlikely 7 6.5 +3 

Don't know 0 0 -1.2 

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 46 28.2                 

1 Emotional Support 20 12.3     
Reassuring/put at ease 1.1 13 8.0     

Caring 1.2 7 4.3     

3 Quality of staff 
/professionalism 

25 15.3     

Good/Excellent Staff 3.2 7 4.3     

Friendly staff 3.3 7 4.3     

Understanding 3.4 2 1.2     

Helpful staff 3.5 8 4.9     

Attitude 3.6 1 0.6     

5 Kindness and 
compassion 

1 0.6     Kindness 5.1 1 0.6     

Transactional Themes 117 71.8 41 100             

6 Timeliness and 
access to care 

14 8.6 16 39 

Quick response – 111  6.1 14 8.6 8 19.5 

Ease of use 6.3     2 4.9 

Called back  6.10     6 14.6 

7 information 
communication and 
education 

22 13.5 1 2.4 

Good advice 7.1     1 2.4 

Good explanation 7.2 18 11.0     

Communication with patient 7.5 4 2.5     

9 Co-ordination and 
integration of care 

17 10.4 15 36.6 
Links to services outside NEAS 9.1 16 9.8 10 24.4 

Treatment at other service 9.2 1 0.6 5 12.2 

12 Quality of Care / 
Service 

  

30.1 7 17.1 

Good /excellent service 12.1 22 13.5 6 14.6 

  Helpful  12.2 12 7.4     

49 Efficient 12.3 5 3.1     

  Good outcome 12.5 8 4.9     

  Good care 12.7 2 1.2 1 2.4 

13 General / Other 13 8     

General 13.1 11 6.7     

Neutral 13.2 1 0.6     

Thanks 13.3 1 0.6     

14 Triage Process 2 1.2 2 4.9 
Questioning process 14.1 2 1.2 2 4.9 

            

  163 79.9 41 20.1             

 

111 Summary  

• The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 84.3%, which is a  decrease of 4.1% 

• The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 13% , which is a increase of 4.9% 

• There have been 108 responses, (58 text and 50 postal), 16 more than the previous month   

• The number of answered calls was 90,006, which is 6,002 more than the previous month 

• 163 (79.9)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (30.1%); quality of staff and professionalism (15.3%) and information, 
communication & education (13.5%) 

• 41 (20.1%) of free text themes were negative, The main themes were: timeliness & access to 
care (39%), co-ordination & integration of care (36.6%) and  quality of care and service (17.1%) 



  

 

• Demographics, Age: over 65 – 20% 45-64 – 30%, under 44 years old – 50%; Gender: male 
31.1%,  female 68.9%, White British 92.1%, Mixed/Multiple ethnic group 2.8% , Disabled: 32.9%, 
Christian 45.2%, no religion 38.1%, Heterosexual 84.3%, LGB 3.6%.   

 
 

Free Text Analysis 

Very nice and helpful on phone. 

Good on the phone. 

Professional and caring response/service. 

Good call handling. Felt reassured and got appointment with a GP within an hour also. 

Want to keep pressure off our A&E. 

Always helpful. Quick appointments. 

Answered our call and made an appointment at local hospital. 

Understanding. Helpful. 

Efficient, easier than getting through to GP. 

They responded quickly and gave me good advice. 

It would be easier in future to go straight to urgent care and wait. 

Fairly quick and easy assessment. Friendly staff. 

Long waiting times on had for quite a while. 

Call handlers very kind and caring. 

Really helpful and friendly, patient. 

Very helpful. 

Very quick. 

While it took several hours for someone to come out when they did they were very professional, pleasant 
and had my best interest at heart. 

Problem treated quickly. 

Son was unwell. 

Good advice but it took 2 hours for a call back not 1 and within that time I had to take her to A&E. 

An emergency ambulance was going to be sent for tonsillitis - totally unneeded! 

Very helpful advice. 

Listened to. Understood and good advice given. 

Some very good. Last bad. 

Great service. 

Very understanding and thorough. 

Didn't come out. 

The advice given was reassuring and almost immediate. 

As people need them when they are unwell. 

Worked as expected. 

Call answered promptly. 

Good service. 

I would like to thank your 111 service. 



  

 

Good service. 

The service is useful to me. Clog up in A&E if a visit is not necessary. The service is helpful to guide you to 
make an informed decision on a course of action. 

Got assistance out of hours. 

Efficient, friendly service. 

Very helpful. 

Quick and efficient. 

Call about a 2yr old. Call within 2 hours, called 4.5 hours later and we were all sleeping.  

Quick response. Prompt. Very helpful 

Always polite and get the help that is needed  

good advice got me an appointment 

They were very helpful x 

Informative got the help 

I needed 

Reassuring system and set of procedures for dealing with a medical issue 

Because each time I have spoken to anybody the clinical assessments are so poor quality, they cannot 
handle somebody who is experiencing more than one symptom at a time, which often people do. 

I’ve received conflicting advice and they pressure people to identify “worst” symptom, sometimes you just 
generally feel really really unwell and that itself is w clinical indication to do some digging. I don’t believe 
people can be assessed over the phone effectively, I think you can triage at best, but even then I think 
trained medical professionals are better, not an algorithm on a computer. I completely understand that it’s 
busy (I’m a hcp myself) but I had to wait 30 mins on the phone, although I understand it isn’t for acute 
problems, it can still be a worrying and long half hour when you’re waiting. 

Support 

Very quick and efficient friendly staff  

Very long time to answer my call. 

 I knew an x ray would be required, and expected 111 to be able to book an appointment in advance. This 
had happened previously when I used the service, but not on this occasion. 

Recommended that I go to Cramlington, and not Rake Lane, because it would be the shortest wait. When I 
got to Cramlington it was a 5-6 hour wait. 

Very helpful and polite.  

Professional and efficient 

It saves alot of time and medical staffs time in the hospital's for unnecessary cases, but in my case my son 
needed medical attention and he got that pretty fast via the 111 service, they can advise on what's best. 
brilliant service to have, its saved me alot of hospital trips in the past with advice been given by 111 

I really just wanted a weekend GP appointment but we were advised to go to the walk in style centre at 
North Tees. Would have preferred a GP appointment but appreciate it was busy and appointments already 
taken 

Apart from the long wait to be connected I was dealt with in a prompt no nonsense manner. The lady whom 
I spoke to was brilliant and was very informative. 

I got told they made an appointment for me but they didn’t log it so I had to wait an hour as I got sicker and 
in more pain. I was told they’d done this as well as messed up times for other patients appointments to be at 
as well. It also took half an hour to answer my call by then the pains were already worse 

Timely thorough abd friendly 

Called 111.. told needed ambulance for my 4yr old and would be 3 hours.  Drove in to Durham and 8hr wait.  
2.5hr to triage.  Daughter had a fit in waiting room and was brought a fan at 10pm  and left to lie on seats 
from 930pm until nearly 12am. Only then was she given paracetamol despite.temonbeing 41.  Left until 
4am. Told needed a bed and admitting.   People coming in as a family via ambulance with a toddler who 
was 'sick' but ran around waiting room and was discharged immediately.  At 6am discharged despite my 
daughter being seriously ill and not taking in and fluid as there were no beds.  We had to call GP and go to 
surgery nearly everyday as she was so unwell. They advised she should have received a. Iv drip Monday.  
Would never use Durham again 



  

 

Good service 

They were very helpful and my son was very ill. They gave good advice which helped and got us a walk in 
appointment that would've taken hours to be seen had we just turned up.  

A great service for non emergency and piece of mind 

Very good 

There is nowhere is darlington that could see my daughter for a dental emergency. The numbers given by 
111 weren't able to help. With one number not working. I feel there is a great need for an emergency dental 
service in darlington as this happened to me also, I had to wait 5days to be seen and had to travel to 
Durham. I ended uo travelling by train to newcastle, to the rvi emergency dental hospital as nowhere is 
darlington would see ny daughter.  

The expected wait for a call back was 2 hours, I got a call back 6 hours later which was 2am.  

Lovely caring service with clear instruction.  

Excellent service the times I had for a appointment were spot on so good this is a excellent service  

Sent to pharmacist with a 4 year old with raging (39-40) temps who was very unclear why I’d been sent 
there with such an ill child. Was totally unable to assess her. He only said don’t give nurofen and make an 
appt with GP next week.  Ended up at UCC at WGH and then transferred to NSECH. Very dangerous and 
could have been worse if waited for GP.  

Answer promptly and always give good advice 

We started ringing at about 6.30pm, were given an appointment at Bunny Hill for 8.45pm only to be told 
when we were on our way that anna needed to see a dr and they didn't have one. We were told to go home 
and wait to be contacted by 111. We went home and waited until approx 9.45 at which point we were told 
that a gp would ring which he did at 11pm and we were told that the chemist was shut so it was a waste of 
time prescribing anything. MY DAUGHTER HAD BEEN RAPED (WHICH THEY KNEW) AND WAS IN A 
MELTDOWN -SHE NEEDE SOMETHING TO HELP HER GET SOME SLEEP. Since the incident occurred 
we have extremes of service some has been excellent most has been absolutely appalling and if an animal 
had been treated in a similar way it would have been reported. The staff at Sunderland Royal A&E on 2 
separate occasions where disgraceful and shouldn't be allowed to work with vulnerable people ever again. 
Fortunately we got a fantastic nurse practitioner after 8pm.  I am appalled with the treatment of a rape victim 
someone who is at the most vulnerable place for a woman.  

Polite and friendly with accurate advice 

Fantastic  

I rang a few nights ago as my son banged his head and started vomiting. I rang 111 they sent me to Peter 
Lee hospital my app was 7.30pm while in that app I got told 111 should never of sent me there and i now 
need to go to Durham AandE to see a doctor. Luckily I drive and had my car but if I had to rely on lifts or 
taxis it would of been a very long night for my 1 year old.      

If i take bad I can phone 111 and tell them what is wrong with me till the next morning so i can get in my 
own doctors  

I had tonsillitis and they sent me to Asda pharmacy without seeing me and I was unable to get any tablets  

On both occasions I have contacted 111 the handler has been thorough and helpful. Appointments were 
made for my baby at the urgent care centre and this was more accessible than my Dr.  

Because expert advisers were more helpful than my local GP 

I feel the 111 service is vital, particularly out of GP/pharmacy hours, it's really helpful to have someone to 
contact when we need health advice but it is not an emergency warranting a 999 call. 

Helped me so much  

Very helpful and reassuring service.  

The nurse/doctor I spoke to was very friendly and managed to get me an appointment very quickly.  

Saved my mother's life. She experienced heart attack and heart failure. 

I felt very ill & they made me feel relaxed while we talked through my systems. They seamed very caring.  

I've used 111 a few times and find it very helpful  

Excellent service 

Very helpful 

Dealt with problem straight away  



  

 

I had to call back 3 times because I never had my promised call back. Each time I had to go through the set 
script and each time they insisted on talking to my mum who was in extreme pain. Why could this not be 
called up from the previous record? 

We tried to do the right thing by calling 111 but it took 3 hours and zero help. In the end we gave up and 
went to Cramlington emergency unit. Literally as I was walking though the door I got a call back. We ended 
up having to wait another 5 hours to be seen and had a total of 11 hours in the hospital in addition to the 3 
hours we wasted on the phone. I know you’re here to help screen people out to minimise queues at the 
hospital but we were utterly failed. In future I wouldn’t bother and would drive straight to the hospital. 

Didn't do what Cramlington Hospital said they would do. 

I was dealt with quickly. I had to ring back and the person was very helpful sorting out my query. 

A doctor rang me so at least I could talk with a professional what to do. 

Everything was fine. 

A line between help when you need it. 

I was advised by the handler not to give paracetamol and ibuprofen together to my 11 month old without 
rationale, and this conflicted to what I understood from previous and what GP had advised. It was only when 
I hung up I questioned the advice. 

Getting advice, reassurance and GP appointment on a Sunday night was very comforting - reducing stress 
and worry and being checked out by the GP in a timely manner. 

Had to ring over 5 times to get through. Kept putting me on hold then cutting me off. Long waits. 

Quick appointments. Good advice. 

The fact they referred my mother to the local hospital in Alnwick where she saw a doctor. Please note caller 
was me (the daughter) as I was ringing on behalf of my 87 year old mother. Note: there is no way she could 
have rung 111 and speak to staff etc. Better to have a local GP available all hours or urgent care. 

Got me seen in good time. 

They asked a lot of questions and ruled certain things out and put me in the right direction to seek 
treatment. They put me at ease then I went to A&E. Thank you. 

I have contacted 111 two occasions in the past month. The first time was to book an appt. at urgent care for 
my 15 month old son as not appts. all week in GP surgery and he was sent home from day nursery. As he 
wasn't with me, I was leaving work to pick him up, 111 could not book me an appt. 2nd occasion we were 
told A&E but 2 hour wait for ambulance. I was asked to wake him up, asked if he was playing, could but 
head on neck but he was obviously crying. 

Referred to hospital but problem is ongoing. 

Proactive, helpful, very responsive. Dealt with issue quickly. 

Dissatisfied with the questions they ask you at the start before you speak with an advisor. [unreadable 
comment]. 

Very quick. 

They dealt with my problem. 

Got me a doctor's appointment for following day which was very helpful. 

Friendliness of call handler. Empathy shown by call handler. 

Contacted 111 service on the Friday evening, given an appointment with walk-in centre on that evening, 
attended with son, told it was viral and to give regular painkillers, condition became worse, rang 111 on 
Sunday, given further appointment, attended WIC, told he had tonsillitis, given antibiotic, once home son 
started bringing up blood, rang ambulance, son was admitted to hospital with bad infection. 

Helped me get access to a doctor and therefore treatment I needed. 

Good advice, advised of delay but waited ages for call back. 

Angry that they were going to send an ambulance for a minor ailment! 

Helpful advice. 

The call back from the nurse consultant. 

I gave up. 30 minutes later dialled 999 - OK. 

They were very helpful and caring which put me at ease. 



  

 

Efficient, helpful, kind words, put mind at rest. Reassuring. Friendly voice. 

Dissatisfied. 

Call was answered quickly and advice was reassuring - no issues or things to improve on. 

Long delay in call being answered, advice was to see professional in under 2 hours but others might not 
have had means to do so and this was not queried. 

I got an out of hours doctor appointment for my child within the hour. 

I have a catheter and the 6 months I must have called your 111 service 6 times and I ask the person that I 
am speaking to, please will you contact the district nurse for me as I have a leaking catheter.  It can be 2-3 
hours before the nurse comes as they come a long distance. 

Confident with referral process. 

Calm, clear response from operator. Useful advice. Responded quickly and problem resolved because of it. 

I think they were overly cautious regarding a blood test. 

They listened to what I needed, and advised me how to achieve it. 

Friendly, approachable, listened well to my problem. 

Advised best course of action. 

Communicated clearly. 

Only improvement would be that when waiting for a call back from nurse practitioner there was no time 
scale given so just waiting by the phone constantly. Although difficult to predict time to get a call back a 
estimated time scale would be better. 

Staff polite and helpful. Long wait to get connected this time, lack of hold music/long silences on hold 
confusing-thought line was dead at times. 

Waiting time 

Method of clinical assessment - the fact your system looks at one symptom doesn’t paint a clinical picture 
atall. 

Didn't save me any time. I should have just gone to A&E without calling. 

Staff were very helpful and polite. Guided me in the right direction. A dr rang me back straight away. 

Very happy with the 111 service  

Call handled with empathy 

Was hoping for a weekend appointment for a poorly toddler but this wasn’t available due to demand I 
assume. Signposted you’re North Tees Urgent Care that was incredibly busy. Not sure whether it was 
urgent enough to have been sent there but grateful to have been seen regardless.  

Apart from waiting to be answered almost half hour I have no issues with the call handler. 

They kept me calm and were kind and reassuring. However they did take a long time to answer my call and 
failed to give me an appointment that held up which caused me to be in pain that worsened for hours 
without the ability to get help because I had to wait to go through procedures in the place they told me to go, 
which ended up not being able to help me and being transferred and waiting in A&E instead 

Told me it was an emergency and we had to use ambulance but 3 hour wait.. I took my daughter in myself 
basically got advised against it but as she had a fit I was not waiting for another at home 

On this occasion I have been very satisfied. Clearly comenof the initial questions are there to determine the 
severity of the situation quickly and not always relevant but I understand why they're asked. 

The medical advice given by the nurse who called back wasn't something I'd known and really helped ease 
my sons symptoms untill we could see a Dr.  

Excellent advice and excellent timing at the appointment  

Completely wrong service referral which if I had listened to may have been catastrophic. Made it obvious 
that was using a drop down chart on a computer also. 

Prompt response.  Reassured I wasnth wasting time and had done the right thing calling them. 

Nothing I we were in a crisis situation and were thrown from pillar to post. Shocking  

They were helpful I was just disappointed in them sending me to the wrong hospital  

Advice from 111 differed to hospital- use ice pack then hospital said they don’t use them or have them- I 
think 111 was right! 



  

 

Wait time for call to be answered was over 20 minutes on one occasion 

I have found 111 more effective than my Dr  

My local GP in ponteland refused to see. 

Walkin center in pinteland rd refused to see me 

So i called 111 again on 27/11/2019 and she sorted it out my urgent meducal treatment with blaydon 
primary care. 

Although there was an initial wait for my call to be answered I don't think that this was an unreasonable 
amount of time given that there is a high fans for the service. 

My advisor, Michael, was friendly and professional and provided reassurance and advice on what was the 
best action to take. 

We were advised to seek medical care within the hour. Unfortunately, there was a considerable wait at the 
hospital due to the demand on services but this is not a poor reflection of the 111 service itself. 

Appointment with a doctor was arranged for early morning the following day- I rang 111 before midnight.  

Very satisfied. Phone attendant was very reassuring, quick to help and easy to understand.  

The man I spoke to put me at ease and helped me by talking to me and making me an appointment for the 
following morning.  

Call handlers excellent and professional. Arranged 999 ambulance which attended in 17 minutes. Questions 
asked identified need for the ambulance and immediate admission to a&e at UCH DURHAM (DRYBURN 
HOSPITAL DURHAM). MAM had 2 pints blood, admitted for 13 days. Almost died. 

THANK YOU SO MUCH! 

I found the 111 caller very helpful and was given the right advice  

This is fine for reassuring hypochondriacs or downgrading people who have minor injuries but when you 
need referral it’s slow, cumbersome, the set script that requires talking to the patient (conscious does NOT 
mean able to talk coherently, especially if they are in extreme pain for hours) 

I’m glad they could help at all I’m not gonna complain about anything especially after 111giving me some 
help.  
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Patient/community engagement – December 2019 
 

Date Actvity  Details 

07/12/2019 ICOS Sunderland  Winter Health and Wellbeing event  

11/12/2019 Cleveland Police cadets  Working at NEAS 

 

Mini Medics  

Date Actvity  Details 

02.12.19 Argyle House Xmas Tree HQ 

02.12.19 
Hebburn Lakes 999/111 Hoax Calls 

02.12.19 Parkhead Community  After School Club 

03.12.19 Parkhead Community  999/111 Hoax Calls 

03.12.19 Hexham Middle 999/111 Hoax Calls 

03.12.19 St Wilfrids 999/111 Hoax Calls 

04.12.19 Waterville Primary 999/111 Hoax Calls 

04.12.19 Fire Cadets CPR, AED, Choking, Recovery Position  

 

October Defib/CPR training  

Date Actvity  Details 

03.12.19 Maltby village hal AED/CPR Awareness 

 

 

 



  

 

Patient Transport Service - (November 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) 2,067 518,233 92% 4% 1,504 388 85 45 37 8 

England (excluding Independent Sector Providers) 2,067 518,233 92% 4% 1,504 388 85 45 37 8 

Selection (excluding suppressed data) 2,067 518,233 91% 4% 1,496 387 85 45 37 8 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 926 22,931 92% 3% 616 234 50 21 5 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 22 28,303 68% 32% 6 9 0 4 3 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 250 4,736 85% 8% 164 48 17 10 11 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 75,023 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 10 50,053 90% 0% 7 2 0 0 0 1 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 7 16,377 100% 0% * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 98 77,250 84% 5% 56 26 8 2 3 3 

NORTH WEST AMBULANCE SERVICE NHS TRUST 138 47,393 95% 4% 108 23 0 1 5 1 

ISLE OF WHITE NHS TRUST 582 122,457 95% 3% 510 44 10 6 9 3 

SOUTH CENTRAL AMBULANCE SERVICE 26 918 100% 0% 25 1 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 6 72,792 67% 33% 4 0 0 1 1 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 (November 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) 239 202,537 94% 4% 209 16 2 3 6 3 

England (excluding Independent Sector Providers) 239 202,537 94% 4% 209 16 2 3 6 3 

Selection (excluding suppressed data) 239 202,537 94% 4% 188 15 2 3 6 2 

LONDON AMBULANCE SERVICE NHS TRUST 3 29,630 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 5 17,925 100% 0% * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  98 9,527 98% 0% 90 6 1 0 0 1 

EAST MIDLANDS AMBULANCE SERVICE NHS 7 16,543 71% 29% 5 0 0 1 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  5 32,296 100% 0% 5 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE NHS  42 24,380 95% 0% 38 2 1 0 0 1 

NORTH WEST AMBULANCE SERVICE NHS TRUST 59 27,211 88% 12% 45 7 0 2 5 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  5 27,628 100% 0% 5 0 0 0 0 0 

ISLE OF WIGHT NHS TRUST  1 585 * * * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE NHS  14 16,812 93% 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/

