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1. Foreword by Director of Quality, Innovation and Improvement
I am delighted to present the trust’s annual patient engagement report for 2018/19. We are committed to gathering and considering all the feedback
we receive with a view to providing high quality services which meet the needs of our patients.
This report seeks to present the feedback we have received from patients and the wider public about their care and our services and identify key
themes. Importantly, the report also focuses on how we learn from these experiences and improve our services as a result.
The report is presented to the Board of Directors as well as being shared internally and externally with all stakeholders, and published on our website
(www.nwas.nhs.uk ).
Thank you for taking the time to read the report.

Maxine Power
Director of Quality, Innovation and Improvement
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2. Introduction
Patient experience is recognised nationally as a fundamental measure of quality healthcare provision. It is only through active listening, recording feedback
and acting on patients’ insight that the trust can respond and implement change to reflect patient needs.
3. Methods and approaches
An extensive patient engagement programme was successfully completed during 2018/19. Our Patient Engagement Team
(formerly known as the Patient Experience team) engages with and obtains feedback from our patients across all service areas,
including our Paramedic Emergency Service (PES), Patient Transport Service (PTS), the NHS 111 Service and our Urgent Care
Desk. Some of these methods and approaches include: postal questionnaire surveys, community engagement activities, focus
groups and Friends and Family Test (FFT) comments cards on ambulances. We also offer the opportunity for our patients to
provide FFT feedback comments using SMS text messaging and integrated voice recognition via landline. This annual report
details the range of innovative methods and approaches used by the Patient Engagement Team to obtain patient feedback
during 2018/2019.
The Patient Engagement Team also produces patient stories which are created from feedback received across the various routes
where this is collected. Patient stories are used for training and service improvement purposes in future and to share learning outcomes across the trust.

4. Patient engagement surveys
The table (Figure 1) below provides a breakdown of the different methods undertaken to survey patients that use our key
ambulance services of PES, PTS, UCD and NHS 111 during 2018/19. This shows that a significant 18,602 patients have provided
feedback this year as a result of using this wide range of methods.

4

2018 - 2019 PE Programme - Survey Methods Table
(01 Apr 2018 - 31 Mar 2019)
Patient Transport Service

(Postal/Telephone)

Completed
Returns

% of
Total

4,021

21.6%
1.6%

Patient Transport Service - Scheme

(Postal)

293

Patient Transport Service - Health Information and Concern Survey

(Postal)

208

1.1%

(Postal/Telephone)

2,933

15.8%

Clinical Assessment Service

(Postal)

2,078

11.2%

Urgent Care Desk Service

(Postal)

690

3.7%

Urgent Care Practitioners

(Postal)

35

0.2%

NHS 111 Service

(Postal)

2,578

13.9%

3,561

19.1%

122

0.7%

1,589

8.5%

Paramedic Emergency Service

PTS FFT

(SMS Text)

PTS FFT

(Post cards)

PTS FFT

(Postal Surveys)

PES FFT - See and Treat

(SMS Text)

322

1.7%

PES FFT - See and Treat

(Post cards)

78

0.4%

PES FFT - See and Treat

(IVR)

94

0.5%

TOTAL

18,602

Figure 1 - Survey Methods Table

* Please Note: All data as at 31 March 2019

5. Postal survey questionnaires
Patient engagement questionnaire postal surveys are sent out to a minimum 1% of patients who have used the 4 key ambulance services of Paramedic
Emergency Services (PES), Patient Transport Services (PTS), Urgent Care Desk (UCD) and 111 in five different areas across the North West. Those areas are
Greater Manchester, Cheshire, Merseyside, Cumbria and Lancashire.
A combined 47,704 questionnaire surveys were sent to patients and a total 10,364 were returned for these services in 2018/19. This shows an average return
percentage of 22%. The highest percentage return was from PTS at 27.54%. Area returns are proportionate to the numbers of surveys sent per area. *It
should be noted that during 2018/19 patient engagement questionnaires findings and data were reported on using the term patient experience. Hence some
of the tables and graphs in this report providing this information will be shown as patient experience surveys*.
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Figure2: Paramedic Emergency Service Patient Experience Surveys

Pie Chart 1: PES surveys sent by area

Pie Chart 2: PES surveys returned by area

Figure 3: Patient Transport Service Patient Experience Surveys

Pie Chart 3: PTS surveys sent by area

Pie Chart 4: PTS surveys returned by area

Figure 4: Urgent Care Desk Patient Experience Surveys
Figure 5: NHS 111 Patient Experience Surveys

The NHS 111 surveys are not sent out proportionally by area
activity levels; hence we are not able to report by area as
‘percentage volumes of returned versus sent’.

Pie Chart 5: UCD surveys sent by area

Pie Chart 6: UCD surveys returned by area
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Figure 6: Summaries of Postal Survey Questionnaire Feedback including FFT by Quarter

Figure 6 shows; alongside the extensive detail provided in the main part of this annual report 2018/19, postal
questionnaire survey results are overall very positive with satisfaction being high across all our main ambulance service
lines. A high 96.84% of PES patients told us that they were ‘treated with dignity, respect, kindness and compassion’.
96.01 % of PTS users stated the same. ‘The staff considered how I felt about traveling and reassured me. Got me to the
right department and were with me all the time’ (PTS). 92.40% of Urgent Care Desk service users told us that ‘staff were
polite, respectful and listened to their concerns’.
Some of the best performing questions and related scoring rankings based on the feedback received are highlighted below.
This shows high satisfaction with services, general high regard for the staff that work for the trust, patients feeling safe and
clarity of explanation with NHS 111 feature. This high satisfaction and high regard for the ambulance service is further
endorsed by the comments received from patients when returning surveys.
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6. Best performing areas of the questionnaire *
PTS

PES

Figure 8: PTS Best Performing Question

Figure 7: PES Best Performing Question

111

UCD

Figure 9: UCD Best Performing Question

Figure 10: NHS 111 Best Performing Question

*The score is made up of the cumulative ‘weighted responses’ for that given question out of a 100, (i.e. Strongly Agree = 100, Agree = 75, Neither Agree nor Disagree = 50, Disagree = 25 and Strongly Disagree = 0).
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7. Scoring question ranking*
PTS

PES

Figure 11: PES Question Ranking

UCD

Figure 12: PTS Question Ranking

111

Figure 13: UCD Question Ranking

Figure 14: NHS 111 Question Ranking
*The score is made up of the cumulative ‘weighted responses’ for that given question out of a 100, (i.e. Strongly Agree = 100, Agree = 75, Neither Agree nor Disagree = 50, Disagree = 25 and Strongly Disagree = 0).
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8 - Comments from patient engagement postal surveys

“All the paramedics who have attended have
been professional, kind, caring, respectful and
mixed with a degree of humour which I think
is essential to the difficult job they do.”
- Patient, Cumbria
“They assessed the situation
quickly. Spoke in a calm and
reassuring way. Spent 45
minutes trying to get father to
agree to go in the ambulance
as he was confused. Treated
him with dignity and respect.”
- Relative, Cheshire

“Great service provided by the staff

involved. Ambulance arrived promptly. All
issues resolved. Thank you.”
- Relative, Lancashire

PES

“I have had to use the
ambulance service quite a few
times and have always been
well treated by staff on phone
and paramedics are simply the
best.”
- Relative, Merseyside

“The teams that attended my father on 3 occasions over a 24 hour
period were all absolutely brilliant. On new year’s night when he
passed away they fought for him at home, in the ambulance and at
Fairfield. They were all superb.”
- Relative, Greater Manchester

“From booking the ambulance
the lady was very helpful to the
ambulance people. They were
very caring and took into
account my needs.”
- Relative, Merseyside (PTS)

“Whenever I have to book this
service I am extremely happy
and confident in the care of
my father in law. Reliable and
efficient and caring at all
times. Thank you.”
- Carer, Greater Manchester

PTS
“I have been using hospital transport
since 2016 and in all that time only a
couple of blips occurred. I have no
transport of my own and rely totally
on hospital transport for which I am
very grateful.”
- Renal Patient, Cumbria - (PTS)

“One of the drivers told me how

to join the service to be a driver
which I will consider one day very
soon!!.”
- Patient, Lancashire (VCS)

UCD
“I had a doctor come to my home to
attend to me and gave me antibiotics to
calm the situation down.”
- Patient, Greater Manchester

“Made me feel that I was not wasting
people’s time and told me to phone
back if more problems occurred.”
- Patient, Merseyside

“Great service all round. My
call at the time was a panic
reaction to a symptom.”
- Patient, Cumbria

“Very professional, mental
health patient, thank you very
much”
- Patient, Lancashire

“My mum had severe backache and could hardly walk. Ambulance was
called. When we received the phone call, the paramedic asked a number
of questions and it was then thought that mum needed the walk in
centre rather than A&E and the paramedic phoned the walk in centre
and the doctor phoned and mum got an appointment for 40 mins later.
We really appreciate this service and all who were involved as if we had
gone to A&E we would have had to wait around 4-6 hours. I would like to
personally thank all involved in the help my mum got and it turned out to
be sciatica. Once again big thank you and keep up the good work.”
- Carer, Cheshire
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8. Friends and Family Test (FFT)
The patient engagement team invite Friends and Family Test (FFT) feedback from all patients through PTS postal surveys, PES
see and treat and the provision of free post comments cards on ambulances. The team have recently completed the process of
redesigning the NWAS FFT free post comment cards which have been made available on all our ambulance vehicles to ensure
they are inclusive for all of our patients. This process has included working closely with a design company and consulting at all
stages of the process with a number of community groups, to ensure the postcards meet the purpose of inclusivity. This has
been accompanied with internal marketing communications to inform staff.
We also offer the opportunity for our patients to provide FFT feedback comments using SMS text messaging and integrated
voice recognition via landline. NWAS monthly Unify FFT results, for both PES and PTS, are forwarded for publication and
comparison with other ambulance trusts on the NHS England (NHSE) website. During 2018/19 we received nearly 5,958 FFT
responses supported by 4,398 comments. Some comments are detailed below. 75.9% and 94.2% of our patients using PES and
PTS services respectively stated they were extremely likely or likely to recommend North West Ambulance Service NHS Trust to
their friends, family and relatives.
The patient engagement team are aware of outcomes on discussions at a national level with NHS England (NHSE) – on whether
the FFT question should be changed to be more relevant to patients, and an increase in the time in which FFT feedback should
be collected. A trust specific FFT migration plan will be delivered in line with NHSE guidance for 01st April 2020.
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Family and Friends Test (FFT) Responses by service
(FFT Free Post Comment Cards and SMS Texts)

PTS

PES

 75.9% PES patients responded they would recommend.

“They were lovely
to mother-in-law
age 88, explained
everything in
simple words so
she understood
what was
happening. She
didn't want to go
to hospital they
put her mind at
rest and she was
then ok to go.
Thank you for your
excellent service.”
- FFT SMS Text

PES

“Ambulance attended for a serious
seizure, fall and head wound
regarding my mother. Arrived
promptly and on coming in were not
only extremely efficient and
effective dressing wounds and
taking readings but also put me at
my ease as I was in a state of near
panic at seeing my mother in such a
condition. They were also courteous,
respectful of property and
considerate. I cannot comment them
highly enough. - FFT Postcard



Total of 5,958 FFT responses - Supported with
4,398 comments

 94.2% PTS patients responded they would recommend.

PTS

“I have made many journeys to
hospitals and on each occasion I
have found the ambulance staff
very caring and kind towards me
and very understanding. All the
ambulance staff do a first class
service to all the people who use
the ambulance service and I
congratulate them all for their
professionalism of duty and care..”
– FFT Postcard

“The drivers are
mostly friendly and
will do anything to
help
I have had bad
experiences with
waiting times but at
the same time I do
understand this.
Thank you for
helping me get to
appointments.”
– FFT SMS Text
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9. Demographic data – postal surveys
ONS 2011 data states that the total usual resident population of the North West stands at 7,052,177. About 8% of those residents (577,232) were born
outside of the UK. This same data on age estimated 0 -15yrs (21%), 16-74yrs (72% with 65+ yrs at 16.7%) and 75+ yrs (7%) and gender breakdown at 48%
women and 52% Men. The numbers of population stating they had a disability or permanent illness was 374,928 (5%). Approximately 9.2% of the North West
population belongs to ethnic minorities. Of these 5.5% are of Asian or Asian British origin.
Appendix 1 at page 19 shows pie chart percentage demographic data breakdowns by patient; age, gender, disability and ethnicity on our NWAS four service
lines NHS 111, PTS, UCD and PES respectively. A summary breakdown of the key demographic data received via our postal survey respondents is shown at
Figure 15 below:
111
 63% over 45+ yrs
 4% under 16 yrs
Patient Gender
 63% - Female
Patient Disability/Impairment  Limiting Illness 32%
 None - 62%
Patient Age

Patient Black & Minority  BME – 6%
Ethnicity (BME)
None Respondent to
 3%
Demographic Data Request

PTS
 93% over 45+ yrs
 21% over 85 + years
 52% Female
 Mobility - 68%
 Hearing - 19%
 Visual – 13%
 Mental Health 11%
 Learning - 2%
 BME – 5%
 3.25%

UCD
PES
 82% over 45+yrs
 93% over 45+yrs
 23% over 85+ yrs
 53% over 75+ yrs
 51% Female
 51% Female
 Mobility 36%
 Mobility - 45%
 Hearing – 18%
 Hearing – 20%
 Mental Health – 20%  Visual – 8%
 Mental Health -9%
 Learning – 2%
 BME – 5.8%
 BME – 2.7%
 6%

 3.25%

Figure 15: Summary breakdown of the key demographic data received via postal survey respondents

Analysis of the demographic data shown in Figure 15 suggests that females are more likely to contact the NHS 111 service and nearly 4% of the users of this
service are under 16 years of age. As expected both PES and PTS show over 90% of users are over 45 years of age. Again as expected mobility impairments
feature when declaring disability. This is followed by a high feature on our service lines with re hearing impairments. Mental health is shown for a minimum 1
in 10 users of our main service lines PES, PTS and UCD. Ethnicity data is proportionally consistent with the North West demographic profile when linked to age
of respondents for all our service lines of 111, PTS, UCD and PES.
An average of only 4% of users across the four service lines provided no response to the demographic data requested on our postal surveys.
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10. Patient engagement focus groups
As well as undertaking quantitative patient surveys, we provide focus on capturing more qualitative data at equality and
diversity community events and focus groups. The NWAS patient engagement board game is used for targeted focus group
engagement. The patient engagement team have visited a total of 14 different community groups and organisations in 2019, to
showcase the board game. Some of these have included: ‘Pendle Seniors Forum’, ‘Lyndale Cancer Support Centre’, ‘Prevent and
Protect – Learning Disabilities event in Lancashire, ‘Fylde and Wyre CCG Patient Cancer Care Improvement group’ and the
‘Sefton –Breathe Easy’ support group’. In addition and in conjunction with the trust Communications team community
engagement has been undertaken at 18 high footfall specialist community events. These have included: Cheadle Mosque,
Manchester PRIDE, NHS Windrush Event and Disability Awareness Day 2018.
Feedback received from community groups in 2018/19 revealed there was an opportunity to deliver CPR/AED training to
groups, so as a result, supporting this became one of the team’s objectives. We have continued to deliver this training to groups
we have engaged with in 2019, with the support of our Community Resuscitation teams at NWAS. Those groups we have
delivered training to include ‘Caritas Care ‘Speak up’ Learning disabilities support group’, ‘Maghull Older Persons forum’ and
‘Ainsdale Older Persons forum’.
Pie Chart 9 below shows the equality and diversity protected groups we have engaged with at community events and focus groups during 2018/19.
The Equality Act 2010 introduced the term "protected characteristics" to refer to groups that are
protected under the Act. These are cited as: age, disability, gender reassignment, race, religion
or belief, sex, sexual orientation, marriage and civil partnership, and pregnancy and maternity.

Pie Chart 9 - Protected Characteristics Engaged during 2018/19
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11.

Patient stories

Patient stories continue to be a powerful tool to describe patients’ experiences and the learning that has been obtained from them.
During 2018/19 patient stories were presented to the Board of Directors, to Incident Learning Forum, staff as part of mandatory training,
and on education and awareness campaigns. The team use a range of methods to present patient stories such as printed, voice
recordings and visual presentations. Our patient story at the end of March 2019 focused on a patient waiting a long time for a resource
after calling for an ambulance for her husband but her story helped to highlight and showcase improvements that have been made within
EOC since this incident. Members of the team will continue to receive training in 2019/20 to help build and improve their filming skills
using in house equipment.
12.

Transformation projects

Patient Engagement data collation for 2018/19 were completed and all required quarter 4 results were finalised and shared with appropriate leads for the Acute Patient
Assessment Service (APAS) involving NHS 111 and Urgent Care Services. These were: ‘The PES Green Car Project’, ‘See and Treat Project’, ‘Paramedic Support of EMD Call
Takers Survey’ and the ‘HMR Emergency Assessment Team Survey’ (HEAT). Further work during the quarter fin alised understanding of the effects of the ‘PTS Health
Information Leaflets’. The team continue to support ambulance care for children and young people with attendance at ongoing ‘Alder Hey Patient and Family Patient
Experience Forums’.

13.

Project specific engagement

A number of our engagement activities during 2019 have focused particularly on cancer care, which has supported us with the work we have been involved with, in
partnership with ‘Macmillan cancer support’. This project aims to improve the care experience of people living with cancer, so engaging with service users has provided a
valuable insight into their experiences, which will identify any areas for improvement.
The patient engagement team have also continued to engage with community groups who support visually impaired patients, which will support us with our project to
improve trust awareness when transporting Assistance Dogs (usually referred to as Guide Dogs) in our PES/PTS ambulance vehicles. We have now produced a policy and
guidance for NWAS staff, and we have also filmed a Guide Dogs specific patient story to be used in the E-learning module.
We are also working closely with the NWAS mental health manager, to look at those care experiences of patients with mental health conditions and to see how we can
make improvements.
So far in 2019, we have engaged with the ‘Open Doors – Dementia services group’ and ‘Bolton Dementia support group’ which will support us with this project. We are due
to meet with a number of other mental health groups in the next quarter, which will continue to support this project.
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14. Patient engagement awareness
The Patient Engagement team continue to provide regular updates in relation to FFT Quarterly results for PTS/PES and board game engagement activities in the staff
regional bulletin. These updates are also shared on our patient engagement intranet page, and on our Twitter account (@NWAmb_PtEngage). Our focus on social media has
been on some of the sessions that have taken place including that with the ‘Caritas Care Learning Disability group’ and the ongoing work that we have been doing with the
Guide Dog Association to introduce an Assistance Dog Transportation Policy within the Trust.

15. Complaints, compliments and enquiries
The data below displays the cumulative figure of complaints received between April 2018 and March 2019.

1 - Minimum
Emergency Response
Staff Conduct
Communication and Information
Navigation
Driving Standards
End Of Life Care
PTS Transport
Care and Treatment
Damage or loss to property
Safeguarding
Total

10
106
73
0
80
0
41
93
9
1
413

2 - Minor
114
160
125
2
35
2
1065
332
14
1
1850

3 - Moderate
120
21
14
0
3
1
35
103
1
0
298

4 - Major
63
1
4
0
0
0
1
31
1
0
101

5 - Serious
50
0
0
0
0
0
0
7
0
0
57

Total
357
288
216
2
118
3
1142
566
25
2
2719

Figure 15: Cumulative Number of Complaints 2018/19

Figure 15 shows that, PTS transport issues, care and treatment, emergency response and staff conduct perceptions dominate the main reasons for making a
complaint. The negative staff conduct perceptions seen in complaints are in direct contrast to feedback received from our postal surveys. Pie chart 10 below
identifies the top 10 reasons for upholding complaints. The main ones were PTS collection outward and inward journeys, 111 staff attitude, staff behaviour
and inadequate information given by NHS 111. There were 1623 compliments including for the NHS 111 service during 01st April 2018 to 31st March 2019.
During the same period there were 478 general enquiries.
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Pie Chart 10: Top 10 reasons for upholding a complaint
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16. Feedback themes
Some of the patient engagement feedback themes identified during the year in 2018/19 include:










17.

A general high regard for the ambulance service and in particular for staff and crews. Patients want to provide a formal
compliment during real time use of the service.
Patients feeling concerned they may not be able to perform CPR if they were required to do so.
Regular confusion as to which number to call, and whether 999 or 111 is the most appropriate when accessing the
ambulance service.
Not feeling informed on who makes the decision on whether an ambulance is sent or not.
Low levels of awareness on why the ambulance service does not provide an ETA in an emergency.
A belief that if you go to ED in an ambulance you will be seen quicker.
Concerns about the criteria for PTS transport eligibility.
PTS patients (in particular renal patients) perception of length of wait for transport home.
Lack of awareness of PTS booking reminder and vehicle on route text.

Accountability

Board receive a monthly dashboard of FFT patient feedback results. Year - end data on all patient engagement initiatives themes
and feedback reports are presented to the Quality Committee and Board as well as in the Patient Experience Annual Report.
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18.Appendix 1 - PE Annual Report 2018/19 Postal Survey Demographics
NHS 111 Demographics – 2018-2019 PE Survey
Patient age range

Patient gender

19

Patient has long-term illness, health problems or disability that impacts daily activities or
work

Patient ethnicity
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PTS Demographics – 2018-2019 PE Survey
Patient age range

Patient gender

21

Patient disability

Patient ethnicity
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UCD Demographics – 2018-2019 PE Survey
Patient age range

Patient gender

23

Patient disability

Patient ethnicity

24

PES Demographics – 2018-2019 PE Survey
Patient age range

Patient gender

25

Patient disability

Patient ethnicity
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