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

PENNA Awards

Measuring, Reporting

& Acting



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

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.
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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 IG 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

• Supplier manages numbers, distribution and 
processing

• Real time data received for online surveys, 
upto 5 days to input paper surveys
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Survey Design 
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Improved response rates and reduced costs  

2017/18 2018/19 2019/20 2020/21 2021/22

Text surveys
927 841 720 7,266 5,751

Text responses % 23% 25% 26% 69% 62%

Total responses 3,948 3,360 2,750 10,486 9,242

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)
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Station, cluster and CCG data Monthly CCG / Cluster report 

Quarterly reports 
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Range of standard reports

Monthly reports Quarterly reports 
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Demographic trends captured and analysed 
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Free Text Comments – automatic sentiment analysis
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Self Service reporting system 

Manager Personalised dashboard
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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 
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HealthWatch & other reports = greater scrutiny
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Informing Improvements

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
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North East Ambulance Service
Bernicia House 

Goldcrest Way 

Newburn Riverside 

Newcastle upon Tyne 

NE15 8NY 

Name: Mark Johns 

Telephone: 07972 111 202

Email: yourviews@neas.nhs.uk

Twitter: @NEAS_EDI, @NEAmbulance 

www.neas.nhs.uk/about-us/patient-

feedback/give-us-your-views.aspx


