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What was the Issue?

Across all surveys we witnessed:
« Falling response numbers

« Difficulties understanding survey trends from
patients with protected characteristics

« Low text survey uptake and accessibility issues

 Inability to understand performance at a station
cluster or CCG level

« High levels of human resources to manage and
report

« Challenges from HealthWatch groups about
providing more local survey data for
scrutiny/assurance.




How did we identify the solution?

» Explored good practice from across the NHS
« Developed a specification and tender
« Over 20 organisations responded to the tender

» Interviewed 5 organisations, explored proposals and
appointed

* 9 months setting up surveys, letters, texts, data transfer
systems, hierarchy’s, data protection and |G protocols

« Tested and amended processes until correct

» Developed a range of standard reports — monthly/
quarterly/annual/adhoc

* Provided greater levels of automation across all

« Trained staff how to use the system and report
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Surveys

Mixed mode survey methodology — Paper
surveys, text, online, tablets

Used best practice to frame letter content
and text content to encourage responses

Sent texts out Mon- Friday between 17:00 —
19:00hrs

Sent surveys out within 2 weeks of using
the service

Random Sample of patients set to supplier
automatically (from various CCGs) each 2
weeks

SUBMIT

Supplier manages numbers, distribution and
processing

Real time data received for online surveys,
upto 5 days to input paper surveys
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urvey Design
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North East Ambulance Service NHS Foundation Trust

999 Emergency Ambulance — taken to hospital

Please complete this survey if you have recently used the 999 service and you were
taken to hospital

‘Your feedback helps us to understand how we can improve and also tells us where we are
doing well.

The survey is entirely confidential. No personally identifiable data will be associated with
your response and your feedback will be used for research purposes only.

If you have any questions please contact 0191 430 2263 or email yourviews@neas.nhs.uk

This survey consists of 17 questions about the service plus some questions about you and
should take no longer than 3 minutes to complete

Morth East
Ambulance Service

i Foundation rust

Question 2 of 18
77y

999 Emergency Ambulance

999 Emergency Ambulance

The last time you used the ambulance service, how would you describe your
experience of each of the following aspects?

Please can you tell us why you gave your answer?

|:| Please tick this box if you do not wish your comment to be made public.

Maximum of 500 characters
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999 Emergency Ambulance

Thinking of the 999 service we provide, Overall how was your experience of the
service?
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Question 3 of 18
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999 Emergency Ambulance

Please tell us about anything that we could have done better

i Neither
Very Fairly good nor Poor aany NP‘
good good g poor applicable

1.The length of time it
took for the
ambulance to reach
you

@)

2.Thetreatment
provided by
ambulance staff

3. The explanation you
got from the
ambulance staff about
your treatment

4.The attitude of
ambulance staff in
general

5. The dignity and
respect with which
youwere treated by
ambulance staff
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0|0 |0
Q9|9 |0
G 0|0 |0
Q9|9 0
O O O O

6.The kindness and
compassion with
which you were
treated by ambulance
staff

7.The overall
condition of the
ambulance

8.The comfort of the
ambulance

9.The cleanliness of
the ambulance

10. The time it took to
get you to hospital
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Maximum of 5000 characters

Mission: Safe, effective, responsive care for all
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Questlon 15 of 18

999 Emergency Ambulance

Sometimes we contact people to discuss their experience, Would you be happy
far us to da this?

() as - Grest, samenne may contact you

() Ma - Qkay no problem thank you for your time.

 provos [ v |
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Improved response rates and reduced costs

Emergency Care Service (February 2019) National Conj Patient Transport Service (February 2019) National Comparative Data FFT Trend Graph
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Paper surveys cost £1.30 each to manage and process (non-response surveys cost £0.50)
Text surveys costs £0.08 each to manage and process (non-response surveys cost £0.08)

2017/18 2018/19 2019/20 2020/21 2021/22
Text surveys 927 841 720 7 266 5 751

VL IEE{IEEES 5 23% 25% 26% 69% 62%
Total responses 3,948 3,360 2,750 10,486 9,242
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Station, cluster and CCG data

Quarterly Heat Map -

Monthly CCG / Cluster report

Quarterly reports

Results by resource CCG
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Range of standard reports

Monthly reports

North East
Ambulance Service
u

IHS Sounitation Trust

111 Service

Patient Surveyv Faadhack

Morth East
Ambulance Service
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Patient Transport Service (scheduled Care)

Patient Survey Feedback

Quarterly reports

gisl Month: May 20273
Positive
free text | thouy nmmnzﬁ
comments | —— Ambulance sg.v'?:,
. undaton
my cof
999 Ambulance (Unscheduled Care)
See and Convey - taken to hospital
Delay| P Y P
Negative kind. Patient Survey Feedback
free text Too | Positive y
comments bt Ll Month: May 2022
e comments
Very i Very good or good overall

experience of the service

Pick u

Free text comments

Online Negative o Quick response, cansiderate crew, thorough, friendly, and helpful.
free text
home. ¢
comments Pasitive Quick response and excelient staff who were efficient, professional, friendly
Print free text | and put my father and the family at ease.
Waiting
they w They had a professional, friendly support attitude and genuinely cared
Text about my well-being. I'm forever grateful. Thank you
_ When they arrived they were unhelpful and refused me any pain relief
Negative [, .l down to the one paramedic, maybe he could do with extra training
Online freetext | o how to talk to anxious and frightened patients
My 92 year old mother in law broke her hip and had to wait over € hours in
Print agony for an ambulance
Number of responses
Online 40
s Total:
Print 119
664
Text 505

999 (Unscheduled Care)
See and Convey

Quarter 1, 2022/23

Patient Survey Summary

& Improved by 5%
@ Declined by 5%
() Less than 5% change

Thinking of the 999 service we provide. Overall
how was your experience of the service?

| was confident of the ability of the person
managing my call

The length of time it took for the ambulance to
reach you

The treatment provided by ambulance staff

The explanation you got from the ambulance
staff about your treatment

The attitude of ambulance staff in general

The dignity and respect with which you were
treated by ambulance staff

The kindness and compassion with which you
were treated by ambulance staff

The overall condition of the ambulance
The comfort of the ambulance
The cleanliness of the ambulance

The time it took to get you to hospital

North East

Ambulance Service

Responses: 1,708
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Report Options
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Demographic trends captured and analysed

Friends and Family Test Demographic Breakdown Graphs

‘Demographic Breakdown Quarter 1 2022/23
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Free Text Comments — automatic sent

Waiting :

All Used Categories Pos/Neg Count

Professional and Compeatent
Compassion :
Emotional and Physical
Heip! t’r‘ﬁé%g o

Friendliness
Quahty of Treatment and Cara T
Politeness |
Ambulance and Tr ansport i
Feeling Safe __
Commumcating to Patients .
Pain :

Information
=

Privacy Dignity and Respect i

Comfort

Listening Involving F’allents:
Facilities

Food & Beverages :
Equity

Parking i

Hygiens j

Communication Batwean Staff

8]

Click legend to

iment analysis

[INHS |

North East
Ambulance Service
NS Foundation Trust

Free text comments

They came quickly and were very polite, helpful.

Waiting time

They went above and beyond to make sure | was safe. They worked quickly and efficiently to give me care
and treatment and get me to a hospital.

It took them 6 hours to get there but the were good when they came

The y long wait for an

Fast response, caring attitude, competent praciitioners.

90 minute wait while for air | was frightened

Instructions given by the NHS telephonist supported me through a traumatic situation . My neighbour had
fallen from a ladder and slashed her thigh on a broken pot . The ambulance came sooner than expected
land once again | was provided with an excellent service from the two paramedics in attendance . They
reassured both myself and my neighbour and we both felt we were in safe hands . Excellent service from
all concemned . | can't say in words how grateful we both are

| waited 7 hours for ambulance and then6 hours in corridor before | got into cubicle

(Crew very helpful

[Arrived within 10

The call was very p 1al and ir . Thep dics were brilliant with my dementia resident

| had a stroke, the crew amived in 20mins, and they were

Had to wait four hours

ics were lovely when being on the phone everyone was very under

m
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The lady on the phone was very calming took what | was saying and recognised that my mum needed

urgent i Without panicking me. The ambulance was sent out straight away.
Very good and well done
Prompt and efficient service. Polite and cor staff.

Because the call handler asked relevant guestions and expla what would happen

A swift resp and dics were They were so kind and helpful while providing
Professional support. Unfortunately I've had to use ambulance service frequently after a stroke and it's after
effects. I'm so grateful for the service we have here. Thank you so much. Paramedics were delightful and |
felt at ease during difficult situations.

Although | waited some time for an ambulance the communication with the service during that time was
very good, and when the cs did arrive they were

 They listened and took my dads vies onboard as well as being very caring and putting him and us at ease

They were very good with my mum and covered all basis with her and explained as they went along what
they were doing.

Very polite and put my worries at ease

Only when it y camellll The 2 girls were fantastic

| was made to feel fi and d by the 2 p: dics. They behaved professionally and in a
friendly reassuring manner.

12 hours in A & E was fling for a TIA

Quick and very friendly

My wife was getting more as time passed with breathing difficulties

The par ics were amazing when they amived but we did have a very long wait

Didn't feel too confident in call handler but was then contacted by nurse practitioner who was good and
crew arrived quickly and were

Mission: Safe, effective, responsive care for all

\Waited 5 hours for ambulance and was told was urgent and only cardiac arrest before us!!Some of
telephone triage staff unhelpful. Gave very detailed answers and told on several occasions had to answer
all the questions again instead of just an update. My mother 81. No ability to get to toilet. No commode or
bed pan available and told by district nurse that local district nurses had no pads to give to aliow her to

urinate. Totally unacceptable

Vision: Unmatched quality of care




elf Service reporting system
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Reduced the
human factors

« Sending data to from
supplier

« Analysing free text data
« Analysis

* Producing reports
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Social Media to report results and encourage feedback

You Retweeted

NEAS & @NEAmbulance - 21h
In May 267 patients told us about what it’s like to use our Patient Transport
Service. 95.5% of them rated the service good or very good - a fall of 5.6%
on April’s figures.

Let us know how we’re doing by completing a survey bit.ly/3zz6iN9

#NEASEngagement

94.4% of people
who used our
Patient
Transport
Service rated it

good or very
good

atient Feedback - N

You Retweeted
NEAS @ @NEAmbulance - Feb 21

In January 656 patients completed a survey to tell us what it’s like to use
our services.

If you've recently used our services, let us know how we did by completing

a survey at bit.ly/3zz6iNS

#TeamNEAS #NEASEngagement

99.3% of people rated our Patient Transport Service
good or very good

79.6% of callers rated our NHS 111 service good or
very good

94.2% of people we treated at home rated the
service good or very good

92.4% of people we took to hospital rated the
service good or very good
Patient Feedback - January 2022
#TeamNEAS

Engagement & Inclusion @NEAS @NEAS _EDI - Mar 24
Wow 100%, great result, well done #TeamNEAS.

(@ NEAS @ @NEAmbulance - Mar 24

In February 44 patients completed a survey after being treated at home
by our crews — and all of them rated the service good or very good.

If you have recently used our services, visit the website to complete a
short survey bit.ly/3zz6iN9

#TeamNEAS #NEASEngagement

100% of people

| we treated at
1 | home rated the
| service good or

very good

Patient Feedback - Febr
#TeamNE/

© () O

11 You Retweeted

NEAS & @NEAmbulance - Nov 27, 2021 e
Last month, 109 patients gave us feedback about our Patient Transport
Service and 94.5% of them rated it good or very good.

If you've recently used our Patient Transport Service, visit the website to let
us know how we're doing bit.ly/3zz6IN9

#TeamNEAS #NEASEngagement

'/

From the point of contact
to drop off the service is

excellent.

P 301views 0:07 / 0:10 £])

®

NEAS & @NEAmbulance - Mar 25
286 patients completed a survey in February to tell us about their
experience of being taken to a hospital or treatment centre by our crews —
91.6% of them rated the service good or very good.

Visit the website to complete a short survey bit.ly/3zz6INS

#NEASEngagement

91.6% of people
we took to
hospital rated
the service

good or very
good

Patient Feedback - February 2022

Today is #AutismAwarenessDay - 1in 100 people are on the autism

@ NEAS & @NEAmbulance - Apr 2

spectrum and there are around 700,000 autistic adults and children in the

UK.

If you would like to provide feedback of our service, to keep it as inclusive

and accessible as possible visit neas.nhs.uk

Autism
Awareness

Mission: Safe, effective, responsive care for all

NEAS & @NEAmbulance - Jun 28

@ Last month 267 people completed a survey about our 111 service and
83.19% of them rated it good or very good - that’s an increase of 7.9% on
the previous month.

Have you recently used our 111 service? Share your experiences here
bit.ly/3zz6iN9

#NEASEngagement

83.9% of people
who called NHS
111 rated the

service good or

\ NEAS & @NEAmbulance - May 2
@ #EidMubarak ! #Ramadan has ended and it’s time for #Eidalfitr, ‘the feast

of breaking the fast’. Our staff understand the importance of the day and
will do their best to support you. If you have any feedback on this, please
visit: neas.nhs.uk/about-us/patie...

@NatAmbBME

NHS

North East
Ambulance Service

NMS Foundation Trust

Eid
Mubarak

Vision: Unmatched quality of care



NHS Foundation Trust

HealthWatch & other reports = greater scrutiny R

Sorvey Uem
AGENDA i
Title of Meeting: Healthwatch Ambulance Forum Mol Survey Results Summary 2022
Date, Time and Venue: | Date: 12 July 2022 Time: 2pm

Venue: Teams meeting Link alzo in calendar invite sent by Susan
Coldron}

Newcastle & Middlesbrough
Mela Report 2022

All local Healthwatch Groups e

Iark Johns Engagement Manager {Chair)

Iark Cotton Assistant Director of Communications & Engagement

Susan Coldron, Engagement & Membership Officer

Hannah Marshall, Patient Experience Manager

John Holt, Assistant Performance Manager

PALS | ]
Agenda ltems: \ Al TOGETHER

eneas
No | Description i imai

R

Newcastie ™

Patient
Experience
Annual Report

Results by resource CCG

1. Apclogies

Published: September 2022

2. Minutes of last mesting

poog

3 Matters arsing and register of acfions

sesuodsey
aood Jou

poob seyyen

Mouy| Juog

poob fusp

4. | Healthwatch members & PALS updates Resource CCG

5 Update on media reporting re Whi: i Total 494 Emn
. NHS County Durham 838% | 91% | s9 JOMNEEE 7 Summary 2021/22
Performance report NHS Newcastle Gateshead  |87.1% | 9.7% | 31 [PXBNCIN 1 [ -
7. | Patients Experience Annual Report NHS North Tyneside 95.7% | 43% | 23 ] 1 o RN @ ot s -
8 | Paient Transpor update NHS Northumberland 86.8% | 6.6% | 76 1 3
NHS South Tyneside 66.7% |20.0% | 15 s BN B— ride Suvey Resus Summary 2022 2021/22 Summary DA
EQC update e S 2% | 5% s BN ride Repo e e ik i 1
1. | Equality, Qiversity and inclusion Annual Report NHS Tees Valley 91.7% | 56% | 72 4 3 e 22,783 5,450 1,089
T iingatigan | i M o
- N No CCG 86.8% | 9.7% | 144 30 5 / 9,239 88.3%' 6.4% e g oo
11. | Patient Safety Incidence Response Framework Naporses Good orvery good Pose or very poor
1?,800 9,587
12. | Research updale r 999 (Unscheduled Care) see & convey e onnglacs
13. | Pafients survey report Q4 L 3 4,959¢ 91.1%V S%A
7 g 7 . 4 2 : Rezmrnen Good o very good Pooe or very poor In-person Engagement
14. | Future agenda items H H [ i H
Eé " E :’E § i Patient Transport Service (Scheduled Care) 100+ 2,102 238
15. | Any other business Resawre C06 Respormes ? ié i E; g i 3 aweral J—%ﬁi}w 1 '531 0 95 3% 2 9 % 0 S Seouh e oy
i H i oE F B i Lot sl o
16. [IJme. Time and venue of the next | gg H 5; 7 H § i B ” 83 1,781
- - @ NHS 111 ooy fromrer gl oo
[— . ) e
\u 2,195% 77.2%‘ 13.4% s
Denchmark EREND \G Repormes Geed srverngwed e o very poor
I PRIDE
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[T — 52 A 999 (Unscheduled Care) see & treat Themes from the survey sentiment comments
&
[T — w 0] 554 ¢ 97.1%' 1.3% - ; e
g Gnadirruipood fosssrvroes : :
%5 Hothumberand g
ar (—'—\ Compliments and Complaints
“— 808% 3837
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Mission: Safe, effective, responsive care for all Vision: Unmatched quality of care



Informing Improvements

=

Po

Extra padding in vehicle seating
added

Standard message delivered pre
111/999 calls changed

Post call 111 text messages introduced
reminding patient of advice provided

Staffing numbers in EOC increased

This is NHS 111. Please
click this link to view your
care advice - this fink will
expire in 24 hours.

T1ladvice.neasnhs.uk &

This is NHS 111. Please
click this link to view your
care advice - this link will




North East

Ambulance Service
NHS Foundation Trust

North East Ambulance Service
Bernicia House

Goldcrest Way

Newburn Riverside

Newcastle upon Tyne

NE15 8NY :
www.neas.nhs.uk/about-us/patient-

feedback/give-us-your-views.aspx
Name: Mark Johns

Telephone: 07972 111 202
Email: yourviews@neas.nhs.uk
Twitter: @NEAS EDI, @NEAmbulance

Mission: Safe, effective, responsive care for all | Vision: Unmatched quality of care



