
 

Friends and Family Test – January 2020 

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 

198 97.5 2 

Scheduled Care (PTS) 6 83.3 0 

111 Service 66 92.4 3 



  

 

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

January 2020  

    97.5% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.5% Negative themes = 1.5 % 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

• Arrived quickly and a very friendly and efficient service. 

• The ambulance crew were so swift in answer to our call, 
and were so friendly and efficient in their investigations, 
which made me more relaxed and safe in their hands. 

• The two women crew were fantastic, very jovial, 
professional, with the perfect manner to deal with a patient, 
very patient in dealing with an elderly person. Couldn't 
praise them enough. Thank you. 

   



  

 

 

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

January 2020 
 

Number of Responses 

Online Surveys  14 
Total: 198 

Postal Surveys 184 

Activity   

Number of see and treat patients for the month 9,361 

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  193 97.5 +0.9 

Extremely Likely  186 93.9 +1.8 

Likely  7 3.5 -1.0 

Neither likely nor unlikely 0 0 -1.1 

Unlikely 1 0.5 +0.5 

Extremely unlikely 3 1.5 -0.7 

Don't know 1 0.5 +0.5 

Trend Graph 

 
 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total 
Negative 
Total  Sub Codes Description Sub 

Code 

Positive Total 
Negative 

Total 

Count % Count % Count % Count % 

Relationship Themes 176 55                 

1 Emotional Support 45 14.1     
Reassuring/put at ease 1.1 23 7.2     

Caring 1.2 22 6.9     

3 Quality of staff 
/professionalism 

109 34.1     

Knowledgeable 3.1 3 0.9     

Good/Excellent Staff 3.2 69 21.6     

Friendly staff 3.3 23 7.2     

Understanding 3.4 3 0.9     

Helpful staff 3.5 11 3.4     

5 Kindness and 
compassion 

22 6.9     

Kindness 5.1 18 5.6     

Compassionate 5.2 1 0.3     

Respectful 5.3 3 0.9     

Transactional Themes 144 45 5 100             

6 Timeliness and 
access to care 

40 12.5 3 60 
Quick response – 111  6.1 1 0.3     

Quick response - Ambulance 6.2 39 12.2 3 60.0 

7 information 
communication and 
education 

14 4.4 1 20 

Good advice 7.1 6 1.9     

Good explanation 7.2 5 1.6     

Communication with patient 7.5 3 0.9 1 20.0 

9 Co-ordination and 
integration of care 

1 0.3     Links to services outside NEAS 9.1 1 0.3     

12 Quality of Care / 
Service 

70 21.9 1 20 

good /excellent service 12.1 36 11.3 1 20.0 

Helpful  12.2 5 1.6     

Efficient 12.3 5 1.6     

Good outcome 12.5 4 1.3     

Good care 12.7 20 6.3     

13 General / Other 19 5.9     

General 13.1 3 0.9     

Neutral 13.2 5 1.6     

Thanks 13.3 11 3.4     

  320 98.5 5 1.5     320   5   

 
 

ECS See and Treat  Narrative 

• FFT score for the number of patients who are likely or extremely likely to recommend the 
service has increased by 0.9 % to 97.5%. 

• The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has decreased by 0.3%. 

• The number of responses has increased by 109 this month to 189.  

• The number of See & Treat cases this month has decreased by 536 to 9361 

• 98.5% of free text comments were positive. The three main themes were quality of staff and 
professionalism (34.1%), quality of care and service (21.9%) and emotional support (14.1%) 

• 1.5% of free text comments were negative, there were not enough to show any trends 

• Demographics, age: Over 65 years 76%, 45-64, 18.4%, 25-44, 4.6 %; Disabled 67.7%; 
Gender: Female 55.1%, Ethnicity: White British 97.4%, Data is only collected for sexual 
orientation and faith online for this survey, too few responses received to provide  analysis 



  

 

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

organisations for response rates. We are 2rd (1 organisations attained 100%) for the number 

of patients likely or extremely likely to recommend services to friends and family, 97%, 7% 

higher than the national average. We are second  (1 organisations record 0%)  for the 

percentage of patients said that are unlikely or extremely unlikely to recommend our services, 

2%, 5% better the national average. 

 
 

Free Text Comments 
 

My dad was unconcious sweating and not able to move. The controller told me that an ambulance would be 18 
minutes. One hour later I called again and was told an ambulance was on its way. It arrived shortly after and as it 
was reversing pulled away. My son had to chase it down the road to find out why they were leaving. An hour 
later an ambulance finally arrived  

The two men that attended me [unreadable comment] very friendly but professional. They treated me with care, 
settling my condition to a stable state. 

Earlier than expected. Very professional, friendly and caring. 

Outstanding service from initial phone call to arrival of paramedic team and support, direction given. 

Could not fault care from start to finish. 

Brilliant, efficient without being intimidating and friendly. My thanks to both of them. 

FRRS. I am filling this form in on behalf of my elderly mother. She has had a couple of falls and has had this 
service twice. It is an excellent service. If not for this service she could have been on the floor 2/3 hours taken to 
hospital where she could have picked up any one of many infections. This service saved the cost of an 
ambulance, hospital care and lots of worry for family. Once again I must say this is an excellent service. 

The two paramedics were wonderful, reassuring me and my family whilst carrying out their essential medical 
checks. They explained the findings clearly, making sure we understood what they meant. Following discussion 
with 111 doctor (something I didn't want to do) they provided a plan to follow to ensure we knew what to do next. 
Their cheerful banter and good humour was a tonic to a family in panic. Thank you. 

I have SVT and AF so have had an ambulance quite a few times. I have always been treated marvellously by all 
crews who have attended. They have been caring, respectful and very good at that job. To me the NHS couldn't 
survive without them. 

The paramedic who came looked after me was excellent with her knowledge of what was required. She did all 
that was required and more. 

Very professional yet friendly service. 

Absolutely the very best. 

[Names removed] were kind, thorough, patient, friendly and explained what they were doing and why. First class 
thank you. 

They were very prompt and were very caring and professional. 

Had very serious fall, hurting head, unconscious for a while. Back pain very, very serious, bruised all down side. 
Fall so severe my stud earring fell out, was very confused, afraid as all [unreadable comment] dead. Ambulance 
crew excellent, [unreadable comment] lovely two [names removed]. So grateful to them. 

I was concerned that I was going to stop breathing. Reassurance from the attending crew was very professional 
and calming. 

The team was very professional, cheerful and reassuring. When they completed all tests I felt confident I would 
be OK. 

Very quick response, very helpful and kind. Good job done. 

Quick response and friendly paramedics. 

FRRS. 

The staff treated me with respect and dignity. I am waiting for a knee replacement. 



  

 

Very supportive and helpful paramedics. The person on the other end of the telephone line confident 
[unreadable comment] and updated the information about the arrival time of the paramedics and provided helpful 
information to the family to support me. 

Very helpful and professional. Explained everything. 

Written for mum - her words. I was feeling poorly. I had to lie down. I wasn't myself at all then the nice lady and 
man came. They were talking to me about their pets - it was nice. I got an MOT. They said I was doing really 
well. I wanted to say thank you for their time. 

Carer response. Very kind and patient ambulance crew arrived to check over mum who was [unreadable 
comment]. Thorough and gentle examination and awareness of communication difficulties. (Mum has dementia 
and is deaf). Good handover and advice to carers. Amazing service. 

Superb care and attention, down to the smallest detail. 

The ambulance arrived very quickly and the two paramedics were excellent. 

Crew were very polite and professional, which can't be easy these days. I was very happy with my treatment. 

FRRS. My wife age 82 had another fall, this time in the shower. Was in a lot of pain and was wedged in the 
shower bowl. After ensuring as best I could nothing was broken, I managed to get her up and out the pain was 
so great I had to send for help. 

Fast, efficient and very professional and caring in every way. 

Very good and helpful service. 

Thank you for your rapid, professional and caring service, it was very much appreciated. Simply excellent 
service and staff. 

The team that came were helpful and efficient. Also the lady on the phone gave good advice for the waiting time. 

I was frightened, did not know what had happened. The ambulance man explained everything to me and 
examined me. I was as a retired nurse very impressed. 

Because trying to see a doctor due to sciatic nerve caused by [unreadable comment]. Unable to see only a 
nurse who put me on codeine, which caused extreme sickness and plus [unreadable comment] and was unable 
to walk or clear my mind with pain. Your service put things right. 

Were here quickly and treated well. 

Ambulance team very professional and thorough in examination of patient. Can't thank them enough. 

The crew who came today were kind, caring and polite. They are a credit to the NHS. There was nothing that 
was too much trouble. The lady paramedic got me in touch with my doctor when I had been unable to do so. 

Because they were extremely helpful and also very thoughtful and kind and very patient. Can't give enough 
praise. 

These paramedics were efficient, pleasant men who put me at ease.  I felt comfortable in their care. 

Felt confident and in good hands. 

I consider I received excellent support and reassurance from the two paramedics.  They were kind, professional 
and I would not recommend the service to anyone as it should surely be used, not abused, but I would certainly 
advise them to use it if necessary. 

Fantastic paramedics-really cared. 

Prompt response.  Friendly and very comforting staff who assessed situation speedily and fully. 

The crew very professional, caring and good listeners.  Very knowledgeable. 

I received excellent service from 2 extremely professional paramedics following major surgery. Also assisted my 
husband verbally to attend at Day centre as he suffers from dementia and was a little agitated. 

Quick, friendly, caring. Reassuring service. 

The ambulance men were friendly and professional.  Put my mind at rest and helped me decide whether to go to 
hospital or not. 

Very professional staff who were patient and kind to my elderly Mum.  They took their time  and explained things.  
They were knowledgeable. 

Although the paramedics took longer to come than I was told, when they arrived they were extremely good and 
thorough.  I could not have asked for better care for my Mum. 



  

 

Excellent service.  Very quick even in a busy perios.  Staff fantastic; a credit to the service. 

Slipped out of his reclining chair.  I tried for 2 hours to get him up. Rang 999, very helpful, said it would be 2-3 
hours before they could get anyone.  We did get [unreadable comment] to see if we were OK after his fall.  The 
paramedics were great and had a full check-over.  He has prostate cancer and not mobile.  They were brilliant. 

The paramedics arrived quickly.  The person on the phone talked me through what to do and stayed on the 
phone till ambulance arrived.  My husband was assessed immediately monitoring heart, B.P. temperature, etc. 
till paramedics satisfied.  Very helpful and supportive. 

Because the two female paramedics were superb in every manner. 

I was very ill, suffering from a nasty cough, breathless and with burning in my chest only when [unreadable 
comment].  111 wanted me to travel to A&E at Cramlington with suspected heart condition and ambulance was 
dispatched. Berwick Community Paramedic Scheme showed up.  Absolutely fantastic, informative helpful and 
put me and my family at ease.  Absolutely fantastic service.  Thank you. 

Helpful assistance and advice in time of need. 

Dizzy and feeling unwell. 

999 operator could not give helpful information (e.g. approx. time of arrival). It's much easier to sit at a screen 
and read out what is says [unreadable comment] to be in the middle of a home emergency in the middle of the 
night. In contrast the paramedics were excellent (and flexible in attitude). 

Quick response to 111 call. Really impressed with their professionalism and kindly manner. Spent two hours 
investigating my hypertension problem and arranged follow-up investigation. 

Brilliant, polite, informative, courteous, expertise.  All round excellence. 

Excellent caring service of an elderly gentleman patient.  Explained all actions.  Reassuring. 

The Ambulance service is brilliant They have always been there for me  

Fantastic service 

Both the ambulance crew were very polite and friendly. My mam (the patient) was very distressed. The crew 
showed great patience and were very supportive towards her. Nothing was too much trouble. They spoke to her 
at a level she was happy with and able to understand. The tests were carried out quickly and efficiently, again 
everything was explained in simple terms. I cannot thank the crew enough. I didn't get their names, but I know 
they are based in Swalwell. (incident number 2119192) 

Special "nana response" team of paramedic and OT arrived within 20 minutes and left an hour later without a 
hospital admission. 

This compares with a similar incident in November involving a 2 to 4 hour wait followed by 11 hours in A&E. 

Massive thanks from the family to the team. 

We wish the project every success. 

With my accounting hat on I also appreciate the financial and cost savings. 

My 87 year old mother in law was taken ill at her friend's house and an ambulance was called (we were a 40 
minute drive away). Following initial questioning, it was decided she was not a priority case so the crew would be 
there within 2 hours. However they were already there when we arrived so must have arrived within 45 minutes 
or so. The two paramedics, Adrian (Lead) and Wil, l were superb with her and treated her courteously and in a 
very friendly manner (she has dementia). They did their assessments but decided not to take her to hospital as 
she had started to recover and her signs were improving. They did ring her GP and talked to him so he could 
decide whether she needed to go to the surgery later in the day. They also sat with us until they were sure she 
was fit enough for us to take her home. 

Ambulance crew called to check my 91 year old mother after a fall. She had been moved from the floor by the 
local authority care call and placed in a chair but was experiencing chest pains. The two female ambulance staff 
were lovely with her and carried out a full heart check and ensured she was not injured. As mum was not safe to 
be left they liased with mums GP to allow emergency access to a care home. Exceptional service. 

I didn't call nor want them. 

The ambulance crew who arrived at my house were so friendly and reassuring, they put all of my family at ease 
and did an excellent and thorough job. I can’t thank them enough. 

Superb service at a time of concern. First class and very caring paramedic crew No 2425 

Wonderful response. Full assessment of patient and felt very confident in service provided. 



  

 

Excellent service.  Was given a full assessment and was very happy with outcome.  Advised to see own GP, 
which patient did and was admitted to hospital later that day. 

The two people who came to see me were great: professional, patient, kind, understanding and overall not 
rushing me and overall outstanding. 

My partner who because of a ruptured aneurysm 6 years ago is unable to  [unreadable comment] ambulance 
crew who attended because he had breathing difficulties after being diagnosed earlier that day with flu' were 
faultless! They were both polite, professional  and put our minds at ease and prevented a trip to the hospital. 

Because the paramedic who attended was very thorough, very helpful and empathetic.  He took time to pursue 
the opportunity for my husband to be seen by a doctor for medication purposes without going to hospital.  I 
highly recommend him.  His name is [name removed] A very pleasant young man. 

Very kind and considerate.  Very reassuring as a 111 call had instigated their involvement.  My symptoms were 
not as severe when they arrived.  I was given a good health check which was very reassuring.  Delightful people.  
Excellent representatives of a wonderful service.  Date of visit Sat. 7/12 at 8 am. 

FRRS Extreme helpful and courteous and made sure everything was OK before they left. 

The crew were efficient, thoughtful and very helpful and gave useful advice. 

The ambulance crew came very quickly.  The staff weree very professional, polite and good humoured.  They 
were also well equipped. 

First class ambulance fantastic: so polite and caring.  Wonderful, can't praise them enough .  Feel so lucky to 
have had there help.  Thank you. 

Heavy nose bleed and the paramedics were excellent. 

Carer response.  Very lovely, caring service.  Patient and everything they were doing were made to feel 
comfortable and kept spirits high. 

The three paramedics were great: reassuring, efficient and explanatory.  Only problem took 50 mins from 999 
call, Fortunately in my care didn't matter. 

FRRS  Fall from chair and unable to stand up. 

The paramedic who came to help was extremely reassuring and went through her diagnosis of my husband step 
by step so was comforting and professional.  The verdict was a waterworks infection, not a T.I.A. as suspected 
and rang my GP and ordered an antibiotic to pick up before the w/end. 

Excellent job, caring staff and realistic. 

Breathing, wheezy chest. 

This was my first experience using the service.  My wife and I were impressed by their professionalism. They 
inspired us with their care and are a credit to the service.  Thank you! 

A much needed/appreciated service however so very overstretched.  Need more. 

Prompt arrival, explaining everything to me and giving me advice of other help services and contacting care 
team to call on me. 

The paramedics attended my 90 years old mother who was having breathing difficulties. Treated her with a 
nebuliser, salbutamol and recommended GP home visit re chest infection.  They could not have been kinder or 
more helpful and helped my mother a great deal.  We would like to thank them for their wonderful service. 

The crew were thorough, kind, considerate and reassuring.  They carried all tests competently. 

Very professional and efficient.  Friendly and their calm attitude helped calm patient (and me!)  Safeguarded 
patient's dignity, explained what was happening; took account of their deafness.  Answered carer's questions. 

FRRS excellent response. 

Friendly, efficient, professional.  10/10. 

Always knew where they are going. 

The ambulance response was very quick.  The paramedics were extremely professional and efficient 
[unreadable comment] very kind and gentle. 

Good service and to thank you. 

Three excellent paramedics attended.  Excellent care received.  Their names were [names removed]. 



  

 

Excellent service, good information provided. 

It was the ambulance team who came to check me out for a chest infection. They were polite and respectful and 
very knowledgeable. 

Caring, considerate, efficient, explained everything, put me at ease and left me feeling much less anxious. 

Very good service, caring, helpful. 

Very good response time. Excellent service and understanding when dealing with my condition. The team were 
very professional, and gave me confidence they did not leave my home until satisfied I was stable and aware of 
my follow-on information. 

Because my wife had a bad stroke in May. We have been in and out of hospital ever since she is bed bound now 
but every time I phone 999 your service is here in minutes. Your staff are great, putting my wife at ease talking to 
her all the time. Thank you. 

The response and treatment I received was excellent. The paramedic who attended to me at home could not 
have been more understanding and professional. He is a great credit to the NHS. Date of call-out Tuesday 7th 
January 2020, time approx. 10 am. 

FFRS. I write this on behalf of my mother who has Alzheimer's Disease and was the recipient of this service. 
We, as a family, were very impressed with this service and the professionalism and kindness of the staff 
involved. Their visit prevented a visit to A&E which would have seriously disorientated my mother. 

Very professional, made me feel safe and comfortable. The two lads were brilliant. Communicated well as well 
as make me feel comfortable with good banter. 

The two paramedics were efficient and caring. 

We have had hardly any help. 

The operatives were polite and respectful whilst assessing me when in extreme pain. I have never needed to 
use this service prior to this event. Thank you. 

Extremely quick response and positive, friendly, efficient service. First class. 

Very helpful and made me feel better. 

Absolutely 1st class service. Very reassuring and caring. 

Impressed with confidence and professionalism of the team. Never felt I had wasted their time in calling them 
out. 

Excellent care, kindness and understanding the extreme pain I was in. The x-ray showed fracture of vertebrae. 
Thank you, thank you two lovely ambulance men. 

When the paramedics attended I was scared and didn't know what was happening. They put me at ease, 
engaged me in conversation and put my husband at ease. They explained everything and made sure we both 
understood. They arrived in approx. 5 minutes from initial call. 

Colleagues called paramedics out as I was suffering from chest pains and they responded extremely quickly. 

Paramedic arrived quickly, was a great support, very professional and put me at ease after a terrible experience 
with COPD and pneumonia (couldn't breathe). Great NHS. 

FRRS. Great service. Great people. 100%. 

Quick response and amazing staff 

Helpful advice. 

Response was good. 

A prompt response and very thorough check-up also good advice. 

Written on behalf of the patient by carer. The lady wishes me to say that the paramedics who called were very 
professional, kind and considerate, and made me feel very secure. Thank you. 

The paramedics are an invaluable service when you can't always get a doctor to visit. They are professional and 
always friendly and put you at ease if you are very concerned and worried. 

I think the service of the paramedics and a service they provide that is needed in Berwick. Especially when you 
cannot speak to a doctor or get an appointment when needed. We have a lot of respect for the ones we have 
received attending me. 

A very good team. 



  

 

The two women crew were fantastic, very jovial, professional, with the perfect manner to deal with a patient, very 
patient in dealing with an elderly person. Couldn't praise them enough. Thank you. 

Staff listened to me and gave reasons of what I should do next. They were kind and helpful and patient. 

We are so thankful to have dedicated people to assess our health and treat where/when necessary 24 hours. 

He was effective and professional. 

My wife was admitted to hospital. The paramedics who picked her up and ward 14 Oncology unit were 
absolutely superb from cleaners to consultants make you feel so comfortable and were all absolutely brilliant. 5-
star service. I will never have anybody [unreadable comment] the NHS. 

FRRS - will certainly recommend this service to friends and family. A professional, friendly manner at all times. 
Efficient, full medical readings taken and recorded. Procedures explained and questions answered enabling 
forward planning. Excellent. Thank you. 

Fab paramedics! 

The courteous handling of my problem. The two girls who tended to me were first class. 

Quick response. Very caring paramedics. Explained each stage and we were consulted as to decisions made. 

RE, GP, hospitals all departments, ambulance service I have had first class treatment from all these service all 
these services and would like to thank everybody for their help. 

Wonderful. Paramedics are very empathic, professional, patient, gentle, kind. Cannot praise them and the 
ambulance service everything from the first 999 call to arrival. 

Excellent service, thorough examination by staff, advice on recovery at home or quick transport to hospital. 

Very quick response time and lovely compassionate staff. 

[names removed] were very efficient, listened to what I had to say. Very observant, I appreciated what they did 
for me. 

They are friendly - very helpful.  Answer your questions and put you at ease and make sure you are aware of 
advice available if need it. 

[Names removed] were in my home about 3 mins after I made the call to 111.  Both friendly and efficient and 
professional.  Excellent and thorough service giving me piece of mind and advice.  Thank you doesn't seem 
enough.  They were amazing. 

The two female paramedics who attended to me were kind and very caring. 

Very caring, friendly. 

The service and treatment were excellent.  The staff pleasant and kind and explained everything they were 
doing. 

Very good. 

Very quick response.  A very professional but friendly manner in dealing with the cause of their services being 
requested. 

Excellent care and information. 

I was impressed by the efficiency of the service. 

They do a great job where would be without them. 

The kindness and understanding given both to my husband and myself. 

Looked after me very well and very efficient and professional. 

Paras and ambulance arrived quickly to elderly lady who had fallen and hurt her knee, she was unable to weight 
bear, paras examined fully and she managed to walk with frame, her knee is a replacement knee, there years 
ago, just bruised. 

They came in about 10 minutes. The girl was so lovely and very helpful. I was very grateful. 

The help I received was extremely helpful. They were kind and considerate. Very thankful for their help. 

To thank you for the care and attention I received, the examination, and the antibiotics brought to us when my 
daughter dialled 111 when I felt so ill on Sunday, Jan 5th, unexpectedly. 

Very efficient, caring, informative. 

Very attentive. 

Very professional. 

FRRS 

First class service from members of the crew. Both courteous and efficient. Thank you. 

We found paramedics quick to attend, very professional, and very professional. 

Confirmed that the patient had not suffered a stroke. 

Paramedics were very helpful and excellent at their jobs, put me at ease immediately. Thank you. 



  

 

Had a visit from 2 very friendly and reassuring paramedics who made myself and other family members feel 
comfortable. 

Paramedics excellent and quick to respond to my call, found root cause of my wife's pain. Both paramedics very 
polite and asked if everything was OK. Very well done. 

The ambulance crew were so swift in answer to our call, and were so friendly and efficient in their investigations, 
which made me more relaxed and safe in their hands. 

For the speed care and consideration and information given by crew (excellent). 

Left arm and hand very numb and useless. 

Very good. 

FRRS. They came really quickly and were well able to deal with my 99 year old aunt's situation. She had fallen 
out of her hospital bed. They were friendly and well skilled to deal with the situation. They assessed her and got 
her back into bed. I have entered my aunt's details below. 

Very helpful and pleasant, very thorough and caring. 

I had to ring for an ambulance for my husband. They were very good and kind and looked after him, they then 
took him to hospital. 

Paramedics' service was prompt, thorough and efficient while keeping a relaxing, light-hearted ambience which 
kept my mind off the problem. Real professionals. 

We couldn't live without you! Thank you. 

Arrived within 30 minutes. Two attendants worked quickly, orderly and very professional. Talked to me 
throughout and explained all they were doing and why, throughout their visit. 

Because the staff were reassuring, kind and gentle. Also they had a good sense of humour which helps to relax 
the person they are dealing with. I also add they're professional, informative and helpful with any questions I had. 

Arrived quickly and a very friendly and efficient service. 

Attention via phone was excellent. Ambulance sent paramedics very thorough and professional, had full 
confidence in them. Very impressed but they just said "it's our job". Well done! 

Prompt, polite attention. I was heard, my worries not laughed at and very professionally dealt with. Very nice 
paramedics, took 35 minutes to arrive. I was not urgent, so very happy. 

  



  

 

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

          January 2020 
 

     83.3% 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 

• Very helpful staff upon booking two PTS ambulances this 
morning 

• The service is very reliable and i know i will get to my 
appointment on time.  

• Reliable service. Car today  

 

 

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

number of responses. 
  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

             January 2020 

Number of Responses 

Online Surveys  6 
Total: 6 

Electronic Tablet Surveys 0 

Activity   

Number of completed journeys for the month 51,287 

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 83.3 +16.7 

Extremely Likely  3 50 -30 

Likely  2 33.3 +13.3 

Neither likely nor unlikely 1 16.7 +16.7 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

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 1 33.3               

3 Quality of staff 
/professionalism 

1 33.3   Good/Excellent Staff 3.2 1 16.7   

Transactional Themes 2 66.6 1 100         

12 Quality of Care / 
Service 

2 66.6 1 100 Good /excellent service 12.1 2 66.6 1 100 

  3 75 1 25     3 100 1 100 

 

Summary 

Narrative  

• The FFT score for the number of patients likely or extremely likely to recommend the service 
decreased by 16.7% to 83.3 (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 6 responses, 1 more  than the previous month.  We continue to experience issues 
with collection mechanisms. A new methodology and survey process is in place and we should 
receive improve responses by Appril 2020 

• Numbers are too low to comment on geographical representation  

• The number of completed journeys was 51,287, 5,629 more compared to the previous month  

• 75% (3) of free text themes were positive 

• 25% (1) 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 December 2019 indicates we are the 9th out of 11 organisations and 
for response rates. We scored 100% for the number of people who are likely to recommend us to 
patients, 10% above the national average for NHS organisations. 0% of patients would not 
recommend our service to friends and family which is 5% above the national average. 

•  

 

Free Text Comments 
 

Very helpful staff upon booking two PTS ambulances this morning 

The service is very reliable and i know i wil get to my appointment on time.  

Reliable service. Car today  

Brought my dad home without any shoes on and walked him to and from car shoeless. 

 



  

 

 

111 Service 

Friends and Family Test Survey 

January 2020  

    92.4% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 83.3% Negative themes = 16.7% 

Top 3  positive 
themes 

Quality of 
Care/Service 

Quality of 
staff/professionalism 

Timeliness and 
access to care  

Examples 

Positive free text 
comments 

• Clear, reassuring, friendly and calm. 

• Friendly and positive advice and guidance given. 

• Satisfied with service, had a call back of a nurse and 
she was very helpful. 

 

 

 

 

 

 

 



  

 

 

111 Service 
Friends and Family Test Survey 

January 2020  

Number of Responses 

Postal Surveys  63 

Online Text Surveys 3 

Total 66 

Activity   

Number of 111 calls (answered) 77,173 

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  61 92.4 +8.1 

Extremely Likely  39 59.1 -2.0 

Likely  22 33.3 +10.1 

Neither likely nor unlikely 2 3.0 +0.2 

Unlikely 1 1.5 -5.0 

Extremely unlikely 1 1.5 -5.0 

Don't know 1 1.5 +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 20 21.1                 

1 Emotional Support 4 4.2     
Reassuring/put at ease 1.1 3 3.2     

Caring 1.2 1 1.1     

3. Quality of staff 
/professionalism 

16 16.8     

Good/Excellent Staff 3.2 2 2.1     

Friendly staff 3.3 5 5.3     

Understanding 3.4 1 1.1     

Helpful staff 3.5 6 6.3     

Attitude 3.6 2 2.1     

Transactional Themes 75 78.9 19 100             

6 Timeliness and 
access to care 

9 9.5 6 31.6 

Quick response – 111  6.1 9 9.5 4 21.1 

Quick response - Ambulance 6.2     1 5.3 

Called back  6.10     1 5.3 

7 information 
communication and 
education 

8 8.4     Good advice 7.1 8 8.4     

9 Co-ordination and 
integration of care 

5 5.3 5 26.3 
Links to services outside NEAS 9.1 5 5.3 2 10.5 

Treatment at other service 9.2     3 15.8 

12 Quality of Care / 
Service 

43 45.3 4 21.1 

good /excellent service 12.1 19 20.0 3 15.8 

Helpful  12.2 14 14.7     

Efficient 12.3 3 3.2 1 5.3 

Reliable/ Trustworthy 12.4 1 1.1     

Good outcome 12.5 4 4.2     

Good care 12.7 2 2.1     

13 General / Other         

General 13.1 7 7.4     

Neutral 13.2 2 2.1     

Thanks 13.3 1 1.1     

14 Triage Process     4 21.1 Questioning process 14.1     4 21.1 

 Totals 95 83.3 19 16.7     95   19   

 

111 Summary  

• The FFT score for the number of patients likely or extremely likely to recommend the service to 
friends and family is 92.4%, which is an increase of 8.1% 

• The number of patients unlikely or extremely unlikely to recommend the service to friends and 
family is 3% , which is a decrease of  9.9% 

• There have been 66 responses, (3 text and  63 postal), 68 less than the previous month   

• The number of answered calls was 77,173,which is 12,833 less than the previous month 

• 95 (83.3)% of free text themes were positive. The 3 most popular themes were: quality of 
care/service (45.3%); quality of staff and professionalism (16.8%) Timeliness & acces to care 
(9.5%) 

• 19 (16.7%) of free text themes were negative, The 4 themes were: timeliness & access to care 
(31.6%), co-ordination & integration of care 26.3%) and  quality of care and service  (21.1%) 
Triage process (21.2%) 

• Demographics, Age: over 65 – 4.8% 45-64 – 1.6%, under 44 years old – 92.1%; Gender: male 
34.9%,  female 62%, White British 96.8%, White other 3.2% , Disabled: 43.6%, Christian 56.5%, 
no religion 25.8%, Heterosexual 86.9%, Prefer not to say 11.5%.   

 



  

 

 

Free Text Analysis 

It was like speaking to a robot, we waited 6.5 hours for a GP to attend my elderly dad. He had an infection, just 
as well it wasn't sepsis. 

Help you no matter what. It's not a long time to be answered. 

Likely if it is needed. 

Were very helpful and acted quickly. 

Clear, reassuring, friendly and calm. 

Service was slow. Callback was arranged, which was unnecessary in my opinion. 

It's the only out of hours service available from home. 

Because it is the only source of advice when a significant change to my condition has occurred, normally at a 
time when my practice was closed. 

Very helpful. 

The connection was quick and the person I spoke to was friendly and polite, and also sympathetic. 

It's good on advice and will point you in the direction of clinical staff if needed. 

I was attended to straight away. 

Bad chest. 

It was right. 

Very helpful staff even when they are extremely busy dealing numerous calls. 

First rate service. 

Efficient and helpful service. 

Effective and professional service. 

All very good, men and women. 

Very good service. 

Helpful initial advice, however a follow-up call to update arrival of ambulance was required as didn't arrive within 
one hour as initially advised. 

Very good service. 

Because I am happy with the service. 

Takes a long time to answer. Not helpful. 

They do call you back to speak to you, a doctor or nurse. 

They are good to talk to. 

Unable to get appointment with own GP. 

111 service is needed for out of hours advice. 

Great service. Would definitely recommend. 

The service was professional. 

Very considerate and helpful. 

It is very comforting to know when advice or appointments [unreadable comment] out of hours, 111 is easily 
accessible. 

Good advice. 

Courteous, polite, knew what was required. Helpful. 

Very good in getting you help right away. 

Out of working hours. 

The response time and professionalism is very good. 

Very helpful and friendly team. 

Very helpful for non-emergency situations. 

Very helpful in getting treatment sorted. 

Very efficient and helpful. 

Good advice. Help with GP appointments, send paramedics out according to urgency. 



  

 

They helped assist me in a painful and stressful situation. Very empathetic. 

Good service, dealt with quickly 

Advice following falls. 

Took an hour from calling to wife being treated - very pleased. 

Efficient. 

Reliable connection and advice. 

It works. 

It’s not an effective way of assessing patients. 

Feeling generally really significantly unwell is a symptom of sepsis, I explained my symptoms but was told it 
wasn’t specific enough. I deteriorated and presented at a&e with sepsis. 

I understand it’s a hard thing to do, but you can’t get a clinical picture over the phone and as a registered 
healthcare professional myself I don’t think it’s a good tool. You can’t use observation or proper means of 
assessment, the patient doesn’t always know what’s wrong. I didn’t recognise it in myself until I saw my own 
clinical observations! 

The service was excellent I received from phone call to picking me up  

I told the call handler my dad was deaf and could not walk. I was forced to put him on the telephone to speak. 
She asked if he could stand on toes etc., this was unacceptable given I had explained the situation. The call 
handler was not happy because I could not get my dad to the urgent care centre and I requested a house call. It 
took 6.5 hours for a doctor to call to the house. 

Friendly voice. Good advice was given. 

Very helpful. 

Called back on the same day. 

89 years old. Have vertigo and feel heavily. I really wanted a doctor but had to have a doctor a few days later, 
was given stronger pain killers. I live in a care home. 

Son who had worse symptoms needed a callback for. I woke up the following morning to missed call at 3.30 am. 
I stayed up till after midnight, even called back to make sure I was on callback list. Couldn't give a timeframe for 
call back. Case was closed and I had to start again next day because I missed call at stupid o'clock. 

The last 2 times I contacted the service for my children they tried to send an emergency ambulance but it was 
definitely not needed.  We wanted to see a dr (for chest infection) but sent to A&E instead. 

Speed of response. Manner and interest shown by the person who answered my call(s) and understanding. 

Repeating the same question over and over. 

After taking my details, the person speaking to me advised due to my age I should see a doctor at a health 
centre and as there was an appointment within the hour I should go there. There the doctor sorted the problem 
with medication and rest. 

I was satisfied with the 111 service. She called for an ambulance then about 10 minutes later a man got on the 
phone, intervened, asked some questions and told me he was cancelling the ambulance, which was disgusting, I 
was in agony and finding it hard to breathe, disgusting absolutely. 

I was really happy I got to have an appointment within a couple of hours of calling the service. I was advised if 
my symptoms got worse to seek more medical advice which I did. The GP I saw was very reassuring and 
friendly. 

The 111 service was there for me when I needed help. Thank you. 

Very helpful. 

On the last contact with 111 service, call handler was extremely courteous, patient and helpful even on 
Christmas Day when majority of people are having fun. 

Clear advice and guidance with follow-up actions. 

Friendly and positive advice and guidance given. 

They were very good, kept me warm and helped me. 

Very satisfied all round. 

I rang about an ongoing healthcare problem which requires the attention of a district nurse. As it was out of 
hours, I can only do this via this service. It could be improved by some sort of link directly to the district nurse, 
thereby freeing up the system. 

Did not understand the circumstances. Unable to offer any suggestions. Took too long. 



  

 

Extremely capable of sorting out problems quickly! 

Prompt assessment of situation that night. 

Able to get me an appointment in drop in centre. 

Staff are very friendly and helpful, point you in the right direction immediately. 

The call handler stated he would transfer me to an adviser who rang back after 1 hour. She decided that I would 
need to speak to the doctor another 1/2 hour later. It all ended well if a little taxing. 

Very helpful nurses who attended very good. 

We have had to call the service several times in 2019/2020. You could have not been more helpful. 

When my son called for advice they were very helpful in getting me to see a doctor, the same day. 

The on-call doctor was very good, helpful and very polite. He particularly put the patient at ease and also the 
parents at ease. 

The 111 service were very understanding of my situation and helped me to remain calm. They got a doctor to 
call me back which was within half an hour and then an appointment made at our local hospital within an hour. 
Very timely and efficient. 

Was given advice to go to pharmacy, they were really unhelpful so rang back 111 and was given an app at a 
local hospital. 

111 contacted another service and made an appointment. This reassured me, but unfortunately did not resolve 
the problem completely as a required a GP appointment 5 days later. 

When in excruciating pain they insisted on talking to me even though I couldn't reply. They wouldn't speak to my 
husband but insisted on me answering questions. 

Satisfied with service, had a call back of a nurse and she was very helpful. 

Satisfied with all really. 

Very satisfied with service received. 

Time to respond (in urgent occasion). Time taken to provide advice. 

I waited for 30 minutes to speak to an advisor, and again I just don’t think that the advice I was given was 
correct. You use algorithms when actually a lot of recognising a deteriorating patient or critical illness is 
observation and having clinical knowledge and being able to interpret and contextualise information a patient 
gives. You can’t pigeon hole all symptoms into an algorithm. I do think there’s a time and a place for 111 but I 
wouldn’t advise anyone who’s feeling unwell to use it, and I do tell my patients not to unless it’s something very 
minor which they could handle themselves 

 

 

  



  

 

Social Media Update January 2020 
 

 



  

 

 

 
 
 
 
 
 
 
 



  

 

 
 



  

 

 
 
 
 



  

 

 



  

 

  



  

 

Patient/community engagement – January 2020 
 

Date Actvity  Details 

26.01.20 Chinese New Year Celebrations 
Promoted the Turst, how and when to use our 
services, job opportunitie and FT membership  

27.01.20 Boadwood Primary  People who help us 

28.01.20 The Avenue Primary Nunthorpe People who help us  

29.01.20 Brunton First School People who help us 

 

Defib/CPR training  

Date Actvity  Details 

04.01.20 Manor House pub AED/CPR Awareness 

13.01.20 Latimers Seafood Whitburn AED/CPR Awareness 

14.01.20 Freemasons - Blackhill Heartstart 

14.01.20 Seaham Town Hall AED/CPR Awareness 

21.01.20 Garden Farm Pub AED/CPR Awareness 

22.01.20 The Top House Boosbeck AED/CPR Awareness 

22.01.20 Whitehills Pub AED/CPR Awareness 

23.01.20 South shields Scouts Heartstart 

27.01.20 Bede sixth form AED/CPR Awareness 

29.01.20 Freemasons - Blackhill Heartstart Instructors 

29.01.20 Stockton Riverside AED/CPR Awareness 

29.01.20 The Railway Arms Brotton AED/CPR Awareness 

30.01.20 Redcar College AED/CPR Awareness 

 

Mini Medics 

Date Actvity  Details 

07.01.20 Bowburn Primary CPR & AED 

07.01.20 Holystone Primary CPR & AED 

08.01.20 Jarrow Cross Partnership work with Foundation of Light  

09.01.20 English Martyrs CPR & AED 

09.01.20 St Josephs CPR & AED 

10.01.20 Haltwhistle Academy CPR, AED, Choking, Recovery Position  

10.01.20 Haltwhistle Academy CPR & AED 

13.01.20 Coxhoe School CPR & AED 

15.01.20 West Rainton First Aid  

15.01.20 Argyle House First Aid 

16.01.20 Jarrow Cross Partnership work with Foundation of Light  



  

 

17.01.20 Milecastle CPR & AED 

17.01.20 St Bedes (Denton Burn) CPR & AED 

20.01.20 Lemington Riverside CPR & AED 

20.01.20 Holy Family CPR & AED 

21.01.20 Springfield Academy CPR & AED 

21.01.20 Bailey Green CPR & AED 

22.01.20 St Roberts of Newminster SEN 

22.01.20 Jarrow Cross Partnership work with Foundation of Light  

23.01.20 Rainbows & Brownies  CPR, AED, Choking, Recovery Position  

23.01.20 Wingate CPR & AED 

24.01.20 Fire Cadets CPR, AED, Choking, Recovery Position  

24.01.20 Ferryhill Station CPR & AED 

27.01.20 St Pauls CPR & AED 

27.01.20 All Saints Primary CPR & AED 

28.01.20 Star of the Sea CPR & AED 

28.01.20 St John Vianney CPR & AED 

29.01.20 St Roberts of Newminster SEN 

31.01.20 Jarrow Cross Partnership work with Foundation of Light  

31.01.20 Wheatlands Primary CPR & AED 

31.01.20 St Bedes (Marske) CPR & AED 

 

 

 



  

 

Patient Transport Service - (December 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) 1,563 496,223 90% 5% 1,166 243 59 30 45 20 

England (excluding Independent Sector Providers) 1,563 496,223 90% 5% 1,166 243 59 30 45 20 

Selection (excluding suppressed data) 1,563 496,223 90% 5% 1,145 241 59 30 44 20 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 459 21,089 95% 1% 338 96 20 2 3 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 14 28,325 57% 43% 5 3 0 4 2 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 250 2,234 78% 9% 147 48 24 7 16 8 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 69,139 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 5 45,591 100% 0% * * * * * * 

EAST MIDLANDS AMBULANCE SERVICE NHS FT 11 23,999 55% 45% 6 0 0 1 4 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 83 73,981 82% 7% 49 19 3 4 2 6 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 131 43,373 87% 8% 86 28 5 5 5 2 

NORTH WEST AMBULANCE SERVICE NHS TRUST 591 119,560 95% 3% 514 47 7 7 12 4 

ISLE OF WHITE NHS TRUST 15 922 100% 0% * * * * * * 

SOUTH CENTRAL AMBULANCE SERVICE 2 68,010 * * * * * * * * 

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 (December 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) 230 218,245 90% 7% 194 13 6 3 14 0 

England (excluding Independent Sector Providers) 230 218,245 90% 7% 194 13 6 3 14 0 

Selection (excluding suppressed data) 230 218,245 90% 8% 185 12 6 3 14 0 

LONDON AMBULANCE SERVICE NHS TRUST 2 31,271 * * * * * * * * 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 2 19,081 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  89 9,897 97% 2% 82 4 1 0 2 0 

EAST MIDLANDS AMBULANCE SERVICE NHS 7 18,847 86% 14% 5 1 0 0 1 0 

WEST MIDLANDS AMBULANCE SERVICE NHS  2 34,133 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  42 26,586 100% 0% 41 1 0 0 0 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 61 28,999 72% 21% 40 4 4 3 10 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  4 30,296 * * * * * * * * 

ISLE OF WIGHT NHS TRUST  0 680 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  21 18,455 90% 5% 17 2 1 0 1 0 
 

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

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

