
 

111 Service  

Patient Survey Feedback  

Month: December 2020 

 
90.2% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

Very reassuring, thorough, excellent communication, explained what was 
happening at every stage of the call and referred me to the appropriate health 
professionals.  I was originally advised to go to a walk in before calling 111 but this 
was not needed as problem improved. 

 Very helpful- helped me to get treatment the next day 

Staff were so helpful and friendly and were great with my daughter who has 
mental health problems. They kept us informed at all times and helped us through 
a difficult and stressful situation 

 

Negative   
free text 

comments 

Waiting times. 

I waited 33 minutes in the queue to them be told to look online not helpful at all 
because I couldn't understand the online covid that’s why rang 111 to help me 

Dissatisfied how many times attempted to get through. Satisfied with adviser, but 
problem was out of his control 

 

Number of responses 

Online 21 
 

Total: 

214 

 

Print 80 

Text 113 

 

  



 

Thinking of the 111 service we provide. Overall 
how was your experience of the service? 

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 193 90.2% +0.6 

Very good 146 68.2% +0.3 

Good 47 22.0% +0.3 

Neither good nor poor 6 2.8% -1.6 

Poor 9 4.2% +2.3 

Very poor 5 2.3% -0.8 

Don't Know 1 0.5% -0.5 

Survey trend graph 

 

Sentiment Analysis  

 

 



 

Results by resource CCG  

Resource CCG 
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Total 90.2% 6.5% 214 146 47 6 9 5 0 

County Durham CCG 83.8% 10.8% 37 23 8 2 3 1 0 

Gateshead CCG 89.5% 5.3% 19 10 7 0 0 1 0 

Newcastle Gateshead CCG 95.5% 4.5% 22 19 2 0 0 1 0 

North Tyneside CCG 85.0% 10.0% 20 8 9 1 1 1 0 

Northumberland CCG 96.3% 0.0% 27 20 6 1 0 0 0 

South Tyneside CCG 88.9% 11.1% 9 8 0 0 1 0 0 

Sunderland CCG 87.5% 6.3% 16 13 1 1 1 0 0 

Tees valley CCG 88.4% 9.3% 43 28 10 1 3 1 0 

CCG unknown  100.0% 0.0% 21 17 4 0 0 0 0 

 

 

 

Free text comments  

To assist with the survey  

Son had pain in testicles and we needed to get to hosp asap incase it was a torsion 

The call handler was very thorough, the questions were a logical way to diagnose. The call handler advised of referral to a GP call within 6 hours 
and this timescale was met by my GP 

I asked a question and she told me to look on covid online site wichbi didn't understand thats why I rang 111  

Boy with poorly chest(possible asthma) 

The person i spoke to reassured me and helped me at a time of need  

Very professional and referred us to the appropriate health professional to get the problem sorted that day 

It was friendly  

I was asked questions in a holistic and investigate sense that allowed me to feel confident I could continue to go into work secure I was covid 19 
well  

Helpful advice which put me at ease and highlighted what I needed to do 

Very friendly paramedics, although big waiting time. 

They were unable to help me 

Very helpful- helped me got treatment within the next day 

The person I spoke to was friendly, quick and efficient and got us the help we needed really quickly. 

Professional interaction 

First attempt to call 111 I packed in  after waiting 40 mins.2nd effort phone answered after 45 mins then 20 or so minutes later after what I feel 
like were irrelevant questions to my case I was told to contact my GP,appointment for X-ray was required which they were unable to help with 



 

Far too many questions to filter out covid19 issues before getting to asking about my enquiry 

Mostly positive experience, the only negative was multiple handoffs. To shotley then to Durham out of hours. During the second handover the 
nominated contact number was not passed on resulting in them ringing a phone that wasn’t being monitored. However that aside I was happy 
with service provided  

I was properly screened and good advice given and I was referred to what I felt was the most appropriate medical support  

Staff were so helpful and friendly and were great with my daughter who has mental health problems. They kept us informed at all times and 
helped us through a difficult and stressful situation. 

I gave this answer as I have had numerous severe panic attacks over the last 48-72 hours. Early hours of the morning on 04/12/2020 I had to call 
111 due to further concerns for my health. The advisor who took my call was extremely helpful and ensured I had the best and most effective 
care as quickly as possible. She made me feel very safe and arranged for an ambulance to attend my home address as soon as one was 
available.  

The advisor was extremely helpful and considerate  

Because it was probably the best experience of 111 to date  

Arrived in good time and the paramedics were excellent 

It took about 40 minutes to get through, but once I spoke to someone I was told I would hear from Urgent care within the hour & I did.  

I was worried and fretting, call handlers all professional and understanding. 

Alcohol withdrawal.  Pancreatitis  keto diabetes. 

They helped my daughter get seen too quickly and advised me on what to do  

Generally were of very little help 

Person answering the phone was very helpful identified possible problem and didn’t take any risk.  Drs appointment arranged on my behalf to be 
seen within two hours.   

35 minutes on hold to speak to an advisor, having to confirm atleast four times that it was not COVID related is excessive. Once i completed the 
interview i was then told i would be called 9am on my day off by a GP the next morning. I am still yet to receive this call. I thought i might of gave 
the wrong number and it was my fault but you sent the survey to me so clearly have my correct number 

Efficient and effective 

Advisor did a good job but the info I needed just wasn't there.  

Efficient, friendly service that signposted where I could get help for my condition  

Quick and efficient  

I was very anxious and in pain, the call taker was   very pleasant and explained everything clearly, The ambulance service turned up in 20 mins 
and the service was very impressive and thorough. The paramedic and her team were so kind and caring. They checked me over and arranged 
a prescription for me. They were outstanding.  

Very professional and caring service 

Very helpful and assertive operators 

A prompt and helpful service 

Asked relevant questions and was able to quickly advise next action  

Very helpful 

Quick and responsive. Calm authoritative prescience. Efficient and thorough. 

Waiting time in phone acceptable, reasonable return call 

I was very ill with a trapped sciatic nerve and in a lot of pain. The operator and the nurse advisor were really helpful and patient.  

Very helpful 

Quick attention. 

Friendly staff on telephone and prompt service 

Excellent advice, prompt service  

Help was limited but clear 

Quickly to call handler Sensible lady 

Answered my enquiry  

The service and response time was very good 

Great advice 

Quick, knowledgeable and reassuring, the gentleman was particularly cheery!  

Helpful person on phone 

I was told by the 111 operator they would ring through to GP surgery and arrange for callback. I am still waiting 

Very good operator who was very understanding and approachable  

Very efficient and non judgemental. Supportive.  

They could not make us an appointment anywhere in any local walk in centres  as stated all were full  

I phoned for advise for myself & was given an appointment for within the hour at my hospital.  

After ringing the doctors surgery and been told repeatedly to go to A&E  My condition was not an accident nor an emergency I needed a blood 
test to see if my levels were ok I suffer from anemia and was very breathless and tiredBut was repeatedly being told to have a covid test.Dr 



 

Higgins rang me back and set the ball in motion and I am now well as I had my infusion.  I know hospitals and services are pushed to its limits , 
but you should be able to see your doctor or at least speak to them with out being sent to A&E. 

Was I was worried as I went for test in hospital but I had pre prep for bowel prepubescent came home and so many day later still was very lose 
was worried  

Never had no problems it all went smoothly  

Efficient and quick  

Very good customer service  

Good advice could have contacted the hospital prior to arrival. The hospital says 111 sometimes does 

Good advice. Clear and concise  

My experience of the service was very efficient and reassuring at every step of the way 

Passed case to senior advisor who rang back within 5 mins  

Had to wait so long for ringback from doctor 

The 2 paramedics were absolutely amazing and very reassuring  

Our attending paramedics Joanne and Kevin showed my grandmother upmost respect and empathy through the care they provided. 

Considered appreciation of my problem and suggested all options 

Jane and Abbey were amazing. I felt well looked after. I rang yesterday as I had short of breath and after going to hospital and sent back home 
because it might be covid. I felt awful, symptoms were worse and I rang 111. Lady over the phone was great and Abbey and her Co-corker Jane 
were incredible. A big thank you for both of them  

It took a while to get an answer which I can understand.  They got in touch with my Drs & said I had to be seen within 2 hours.  5 hours later I 
had to ring the surgery myself to get to talk to a Dr.  I was really distressed & in pain.   

Found the response very prompt & accurate. Offered an ambulance as an emergency but chose to get a family member to take me to hospital. 
Surgery the next day. 

On hold for too long 

Everything handled professionally time scale from call handler to assessment fantastic in the current situation  

Really good sort problem out and got sort quick 

I received very prompt and excellent attention from the service at this extremely dangerous time.  

Quick professional and polite 

Very efficient, doctor called as specified and diagnosed problem on phone  

Operator was rude 

Very helpful in helping and giving advice 

The advice I was given was very good and I received a fast response.  

They were very helpful contacted doctor who rang back and advised hospital  

I’ve been diagnosed with Atrial Fibrillation & on Christmas Day I had Pain in back & ache on chest I rang 111 for advise  they checked I was not 
alone then told me ambulance would be with me in 18 mins which arrived & 2 paramedics Andrew & Paul were wonderful they did ECG & 
decided I needed to go to hospital. On route Andrew sat near to me and was very reassuring I was frightened but he reassured me with his calm 
professionalism. I cannot thank these 2 enough & the 111 service was superb the lady said Ambulance on way and not to get anxious if it was 
late. I now know & appreciate how hard you all work. Thank you  

Helpful efficient and put me in contact with the help I needed. 

told me I would be fine when I was losing my baby  

Didn't bother ringing back as they told us they would. Spent 3 extra days in agony! No need! 

Satisfied with all aspects of the service  

I just want to say thank you for everyones help and i appreciate the hard work and effort by all 

Waited 50 minutes to answer the first time then 15 the 2nd time  

The diagnosis and the speed of the response from my GP 

I waited 33 minutes in the queue to them be told to look online not helofull at all because I couldn't understand the online covid thats why rang 
111 to help me  

Quickly responded and got in me urgently 

The questions asked were relevant  

I was referred to a pharmacy which was no help at all 

The lady I spoke to was great. She was knowledgeable and dealt with my problem really quickly. 

Good timely support service 

Dissatisfied how many times attempted to get through.satisfied with adviser,but problem was out of his control 

Signposted well.Too many covid19 questions to filter out cv10 enquirers.Insistent that I gave my current address even though I did not know it 
and was about to be driven to home address, Then to drop grandkids and then go to hospital walkin  Wasted 3 minutes finding current postcode.. 

Very reassuring, thorough , excellent communication, explained what was happening at every stage of the call and referred me to the appropriate 
health professionals.  I was originally advised to go to a walk in before calling 111 but this was not needed as problem improved by following 
advice.  

I was particularly satisfied with the care and understanding of my situation from the call handler. She made me feel very safe and reassured that I 
would be receiving the quickest and most effective care.  

Service was good Treated with respect patient was 89 years old  



 

Speed of ambulance arrival, care of ambulance crew were excellent. The people I spoke to on the phone were all professional, helpful and 
considerate.It takes a long time to get through on the initial 111 call, but I don't think that can be helped.  

Satisfied with their patience and understanding, mostly their professionalism 

The whole experience for me was very professional empathetic knowledgeable. I cannot say anything negative.  I was so very poorly and I was 
given reassurance and felt taken care of by advisor  

Quick referral to hospital  

Not receiving my GP call. Whose fault is this?  

The person who dealt with me made me feel at ease 

The information needed was not available. Maybe too offbeat.  

Friendly and reassuring  

It was the care,  compassion and friendliness, along with being extremely competent from the call taker to the ambulance staff. 

Assertiveness of the staff is incredible and an ambulance arrived within the hour.with very pro-active paramedics. 

As before 

It was quickly dealt with in a professional manner  

Everything I was told was spot on & can't fault that.  

Felt my initial call to 111 should have resulted in referal to urgent care due to pain level 

Paramedic sent 

The person dealing with my call was most reassuring and helpful. 

Everything was done how it should be 

On hold for quite a while but to be expected at the moment  

Quick 

It was all gòod  

The knowledge of the colleague and the paramedics was excellent 

I found the advice i was given was really helpful and the speaker was very polite . 

Very cheery man 

No advice was given. Simply advised gp would call me back 

Very good operator compassionate and professional  

The person who called back was very helpful and empathetic to the situation  

Call handler was helpful  

Satisfied with questions I was asked & the patience & reassurance given by the caller.  

Helpful and quickly helped by calling an ambulance which to me to hospital  

Immediate response. Sound advice 

Very satisfied just think call answering time could be improved  

I was satisfied that the problem I was calling about was taken seriously and that the advise and further steps taken to receive treatment were 
helpful and efficient. I was calling regarding someone under 16, some of the questions we answered were not applicable, the call handler needed 
answers from the child directly and this was unhelpful as he was unable to understand and answer effectively  

Call back was very quick and ambulance despatched swiftly  

was satisfied with person I spoke to and just dissatisfied with the length of time I waited for doctor to ring me back  

The woman on the phone was very helpful and sent out an ambulance within 25 minutes  

Joanne and Kevin showed professionalism when dealing with my anxious grandmother 

None - job done as described 

Extremely satisfied with Abbey and Jean who visited me outside my house and gave me the help needed and an amazing advice  

Speed and advice given 

Efficient service 

Was satisfied with everything  

All of it 

Everything positive & excellent help. 

 

Anything we could have done better?  

Erm... the paramedics were not aware we were meant to be blue lighted as they had not been notified by hospital who requested this. But when i 
asked them they did this which meant we arrived quicker 

Be more understanding with the elderly especially if they live on there own  

Nothing very good service 



 

I didnt feel the lady listened to me at all  

Less time to wait to get through to speak to someone  

Response time  

Waiting times. 

Allowed me a Dr call 

Nothing, it was great 

Made appointment at A&E for me 

1 question max about covid.If enquirer asks about covid despite this Just transfer to covid111 queue 

Ensure nominated contact number is properly passed on during hand offs between different parts of the service  

First time I've used 111 - was better than I expected  

There is honestly nothing they could have done any better. 

I feel that I received the best care possibly during the current pressured times of the NHS and at this moment I do not feel there could have been 
any way to make my experience better.  

Wanting to speak to the patient when i had already told them she had delirium 

Not a thing 

Nothing at all your service was perfect. Agents knowledgeable. The crew empathic professional. Soothing and comforting manner 

Long wait on hold but appreciate it is a busy time for the NHS. 

Reduced the wait time, reduced how many times i was asked to hang up if it was COVID related and have actually called me regarding my 
problem  

Maybe have more info about community dental services.  

I can honestly say the whole episode was flawless and I am super impressed  

The service and care I received was first class and difficult to see how it could be improved 

Maybe call back patients when calls lose connection 

Not applicable in my case. 

Service was satisfactory 

No improvement needed.  

Everything was done perfectly 

More direct advice 

Not a lot colleague was excellent 

All good 

Make the call happen. I do not know if this was the fault of 111 but contacting the surgery or the fault of the surgery 

Nothing pointed us in the right direction 

Not in this particular case  

Got us an appointment to be seen  

I've only ever been satisfied & happy with the 111 service, including call backs. Thank you.  

The service worked for me so I wouldn't have asked for anything more THANK YOU!! 

Reduce call waiting time. 10 mins too long 

I’m not sure. I was happy with the service  

doctor could have called back sooner  

The attending paramedics could literally have not done more to help us. 

Everything was amazing. Nothing were wrong at all 

No but it’s not following through seccessfully.. 

Nothing, it was very effective in my case. 

Don’t think you could have done anything  

I don’t think it could be bettered. O 

Nicer operator 

All was good 

Everything was done well  

Have a big bright button or obvious link on web site where we can click to go straight to a feed back form  

For this call. Nothing. Excellent. Thank You 

Gave me correct infomation 

 



 

999 Ambulance (Unscheduled Care)  

See and Covey - taken to hospital 

Patient Survey Feedback  

Month: December 2020 

 
92.4% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

The ambulance man himself was absolutely fantastic! I couldn’t fault him 
and his professionalism. 

Made you feel calm very friendly while acting in a professional  
manner giving you very helpful advice nothing was too much trouble. 

Paramedics who attended were brilliant in both their medical treatment, 
explanation & sensitivity towards our mother. Handled the situation with 
care & compassion. 

 

Negative   
free text 

comments 

Waited 4 mins for a member of ambulance service to pick up the phone 
which in life or death situations is too long. 

It took nearly 2 hours for a response, when they arrived couldn’t open back 
door on ambulance and had to wait a further 45 mins before the casualty 
took to hospital. 

Waited 7½ hours for ambulance. 

 

Number of responses 

Online 20  

Total: 

500 

 

Print 67 

Text 413 

 

  



 

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

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 462 92.4% -1.2 

Very good 404 80.8% +0.7 

Good 58 11.6% -1.8 

Neither good nor poor 12 2.4% -0.4 

Poor 13 2.6% +0.7 

Very poor 13 2.6% +1.3 

Don't Know 0 0.0% -0.3 

Survey trend graph 

 

Sentiment Analysis  



 

 

Results by resource CCG  

Resource CCG 
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Total 92.4% 5.2% 500 404 58 12 13 13 0 

County Durham CCG 93.0% 3.0% 100 88 5 4 3 0 0 

Gateshead CCG 90.9% 9.1% 66 49 11 0 5 1 0 

Newcastle Gateshead CCG 93.3% 6.7% 15 12 2 0 1 0 0 

North Tyneside CCG 82.5% 15.0% 40 31 2 1 2 4 0 

Northumberland CCG 96.1% 3.9% 51 40 9 0 1 1 0 

South Tyneside CCG 91.7% 5.6% 36 32 1 1 0 2 0 

Sunderland CCG 95.4% 3.1% 65 52 10 1 1 1 0 

Tees valley CCG 91.3% 3.9% 103 76 18 5 0 4 0 

CCG unknown  100.0% 0.0% 24 24 0 0 0 0 0 

Results by cluster  

Resource CCG 
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Total 92.4% 5.2% 500 404 58 12 13 13 0 

Alnwick 91.7% 0.0% 12 10 1 1 0 0 0 



 

Backworth 95.0% 5.0% 20 17 2 0 1 0 0 

Bishop Auckland 100.0% 0.0% 5 5 0 0 0 0 0 

Blucher 80.0% 13.3% 15 11 1 1 2 0 0 

Coulby Newham 100.0% 0.0% 23 18 5 0 0 0 0 

Cramlington 95.0% 0.0% 20 16 3 1 0 0 0 

Hartlepool 90.2% 9.8% 41 32 5 0 1 3 0 

Lanchester Road 92.0% 0.0% 50 42 4 4 0 0 0 

Monkton 92.5% 2.5% 40 36 1 2 1 0 0 

No Cluster (unknown)  94.4% 3.7% 54 45 6 1 0 2 0 

Pallion 92.3% 7.7% 168 132 23 0 7 6 0 

Stockton 97.5% 2.5% 40 34 5 0 1 0 0 

Free text comments  

I needed an ambulance because I was unable to breath and started panicking. The crew were excellent and very 
thorough ,Also very friendly, 

After a little initial confusion between the care of my GP and communication - I felt the ambulance crew dealt with 
the situation really well. 

Arrived quickly and treated my mother well 

Very quick response time, reassuring, attentive paramedics 

The paramedics were very professional and friendly, Lovely young men. The call operator was lovley very friendly 
and calming.  

I had no problem the operator was helpful  

Ambulance came well before time scale set. The paramedics where very attentive and took care of me and 
reassured me as I was taken to hospital. 

Fantastic service all around, all of the staff were fantastic. An estimated two hour wait turning into more than four 
took a little bit of the shine off.  

Crew were professional and sympathetic 

The promptness, response time was excellent 

Wait was a long time 

Good communication, friendly paramedics 

Fast and efficient. Staff polite and helpful.  

Yes mam could not answer the questions asked and couldnt understand she was really poorly 

Arrived quickly and very thorough  

Professional  

Though there was a delay in the ambulance arriving the services did call back several times to make me aware of 
this and check in the patients condition, which i thought was helpful and great communication.  

I knew my husband aged just 41 was having a stroke by his symptoms yet we waited 1hr 20mins for the ambulance. 
I understand yous are really busy but I thought yous would get to us a lot quicker considering the seriousness. 

Paramedics who attended were brilliant in both their medical treatment, explanation & sensitivity towards our 
mother. Handled the situation with care & compassion 

The ambulance was the time expected and the staff where exceptional  

Came very quick when my husband overdosed. 

The ambulance arrived whilst I was still on phone. 

Staff were professional and caring.  

They were very professional friendly and reassuring at a time when I needed it. 

Quick response , fast pain relief provided 

Excellent service thanks to everyone  

Very kind and caring  



 

Vert quick helpful service  

Absolutely amazing care with patient and suport  

They were very helpful and attended to patients needs promptly  

Call taker understood problem and ambulance there really quick 

My son has complex needs. They were very upstanding and helpful.  

Friendly. Understood concerns. Acted quickly.  

It was a great service they where great 

Great staff, and much appreciated welfare calls 

This ambulance took about 20 minutes and my dad was in deep pain and could barley breath when they came they 
mate him wait another 10 mins so I do not recommend to be fair!! 

My dad had a stroke. Paramedics suspected a TIA. It turned out to be a major intracerebral haemorrhage. 

Called 999 around 10am, ambulance arrived around 3pm. Paramedics were shocked to hear that, and were 
excellent. Patient died after 10 days in hospital.  

Ambulance arrived very quick and paramedics were very friendly and kind towards resident...⭐️⭐️⭐️⭐️⭐️ 

Very prompt service and clear instruction 

It took nearly 2 hours for a response, when they arrived couldnt open back door on ambulance and had to wait a 
further 45 mins before the casualty took to hospital. 

Staff was very helpful and professional.  

Swift and saved my mother in law. Very responsive and reassuring  

Professional Care was exemplary and made me feel at ease 

Perfect service 

Staff very reassuring. Very prompt service. Explained what they were doing and why.  

Excellent service nothing too much trouble  

Fast,efficient and reassured throughout  

Really responsive and quick  

They were calm collected and very helpful, in a stressful situation that's exactly what's needed. Very friendly, felt my 
toddler was in safe hands 

Polite, Helpful, Gave reassurance Understanding  

Excellent service very good patient care  

Helped me with a home birth so they were amazing  

first class treatment and explanation of everything they were doing/going to do.high standards of attitude and 
understanding throughout. 

Was quick  

Calm, friendly professional gentleman and very sympathetic crew 

 I felt they had no feeling or empathy for our situation.  No people caring skills.  Medical issue was dealt with but 
with total lack of feelings. It was very upsetting considering current situation. Husband was taken while I was out of 
room. No time to give warm jacket or anything.  

The actual paramedics where fantastic with my mam but we were initially advised an ambulance within 2 hours but 
just over 4 hours later I had to call again to which we received an 18 min call even though I tried to cancel  

I called 999 as I was sitting with a colleague who was unwell and had been waiting for the ambulance, during which 
time he felt worse. When I called we were told it would be 18 minutes maximum, it was 40 minutes before it came. 
Once there the lads were first class and took the patient for more checks, I do not fault the service but the lack of 
funding from government. 

Didn't have to wait long and both attendees were lovely and professional  

Very quick to arrive, professional knowledgeable and thorough, kept patient calm.lifesaving skills. 

Made you feel calm very friendly while acting in a professional  manner giving you  very helpful advice nothing was 
to much trouble.  

reasonable service 

My 78 year old mam had servere back pain. 

They were very caring and reassuring  

Response and ambulance  personel ...great 

The call operator was well mannered and helped me calm down when my new born baby was struggling to breath,  

My husband was attended to promptly and efficiently. Staff were very professional while still keeping him at ease 

The crew were amazing x so caring and professional and kept my spirits up whilst I was lying on the ground unable 
to be moved x they were calm and made sure I was warm enough and that painkillers were working x they called 
the coastguard to help with moving me due to where I was there was no road access for the ambulance and they 



 

needed to get me out and into ambulance x they explained everything they were doing and made sure I was aware 
of what was happening and where I was going to x  

Good response time,even though my condition was not life threatening.  

Excellent crew 

They were very prompt and understanding  

Because they were lovley talked me through everything they were going to do  

Waited 7 1/2 hours for ambulance  

I was trying to gain access to an 85 year old home where we could not gain access after she had fallen down the 
stairs I called for assistance and none was provided police and fire department I was told to call an ambulance and 
they would request assistance from then this would have taken over an hour we in the end called a locksmith to 
gain access and cost £130 to find her with broken leg broken ribs and a bang on the head a horrible experience  

Friendly, efficient and assessed the situation very well.  

Rebecca our paramedic who treat me after a fall at Hadrian’s wall was amazing. 

The 2 paramedics that came out to me were very helpful and calmed me down as I was having breathing 
problems,10/10  

The ambulance men were very friendly and helpful  

Brilliant service Very caring and understanding of the person injured after fall. 

Quicker response than we expected. The crew were lovely, professional, sensitive & understanding. Managed the 
person who was ill and had to be taken to hospital but also considered and dealt with the needs of his partner who 
he cared for. Well impressed. Thank you so much x 

first ambulance cancelled by 111 second ambulance 2 days later took over 4 and a half hours. Father was in a very 
bad way and is now seriously ill.  The paramedics were great though.  

My mother was in pain. They got there straight away and within 5 minutes she had been taken in the Ambulance 

Cannot fault the service and the speed your guys got her.The level of care was first class10 out of 10 in all aspects 
Thank you 

Ambulance came to pick my wife up as she was having a stroke they put her in the ambulance and went. No word 
to me who was in the house waiting to see what they were going to do. I went to see what was happening 
ambulance left no word. I only got to know off my daughter 5ooo miles away she was in Durham. Communication 
was none existed. Very poor  

Very quick and very efficient  

There were spot-on they did everything they need to do thank you so much 

Professional and arrived as soon as they could. 

Paramedics caring and professional 

Friendly, efficient could not fault the service given. 

My wife had chest  and arm pain 

Very good but the time took along time, from 3 and a half hours to 8 hours, simply more ambulance's are needed, 
more funding is needed 

It gave me great confidence that the operator reassured me that help was on the way as l live alone.  

Paramedics were caring and reassuring  

They were quick to respond efficient polite professional and reassuring  

When ringing 999 I was stressed and it was eased with call knowing an ambulance was on its way  

They were very reassuring 

came extremely quickly. Very polite and professional. Brilliant with my teenage daughter and also with my mobility. 
They do not get praised enough for the job that they do, 

Very polite and on time friendly just a nice ride 

Apart from waiting time everyone was very professional. Paramedics and rapid response excellent 

The paramedics were very professional and efficient and very courteous. They listened to my wife’s description of 
her symptoms and treated her accordingly. 

The speed of arrival and standard of care were excellent. 

Turned up quicklyMade the experience as comfortable as could beAlso put me at ease with their professional 
approach  

They where so helpful and they kept my partner calm and made her comfortable when they where getting her in the 
ambulance and got her to the hospital.  

Covid 

Very prompt and efficient service and made sure that care of the patient was priority. 

Fast and efficient  

Lady on phone when rang 999 was lovely and helpful, ambulance arrived within minutes of call, paramedics were 
cheery and made myself and my nana feel at ease, excellent service. 



 

The operator was friendly and professional  

Took half hour to arrive for stroke patient but ambulance staff were excellent. 

Their delayed arrival ! I was advised of 18 minutes and it turned out to be almost 2 hours, also their actions proved 
that they didn’t listen to what the had been advised about the patient and this resulted in a delay in improved health 

The call handlers responded kindly and efficiently and the paramedics were brilliant  

Prompt response and great paramedic staff 

The paramedics were efficient and caring 

Very professional and friendly.  

Polite and efficient  

they were very friendly and helpful  

When I rang back as my dad’s condition worsened the Call handler was professional and sympathetic  

So fast when needed lovely crew 

The two ladies who attended were friendly, empathetic, professional and did thier job with no fuss whatsoever. 
Especially as I was a big pain in the behind.  

The 2 paramedics were really good very professional and friendly  

The crew were amazing with my step father. Thankyou  

Very fast, reassuring care. Good communication with entire family.  

Because the crew were amazing with my nana and so paitent with her I am so happy with how quickly they 
responded  

Very polite & very professional  

Very friendly put both parient and family at ease in a difficult time very nice lady and very knowledgeable had my 
dad feeling a little better within minutes of her arriving we couldn't do without people like this  

Their satnav took them wrong way making them about 20 mins late.I had to ring 999 again to see where they 
were.Not long after they arrived & started checking me out my heart stopped. They were really good getting it going 
again mind  

Very sensitive in the time of our bereavement.  Explained the process so we knew what to expect 

Because they where so catering they do a great job  

Excellent service by professional staff  

Very quick and efficient  

Really relaxing calming and informative on the phone  

Paramedics persuaded my partner to go into hospital when he didn't want to as he was scared to go in on his own. 
They said he would get the best treatment in hospital so he agreed to go in. 

From the 1st call to the ambulance service arriving I couldn’t praise everyone high enough.The crew  Tim and 
Simon dealt with not one life but two that of my unborn 1st grandchild. 

Excellent service from the staff. 

At a stressful time they were professional and compassionate  

Kept updated 

Why because they saved my wife's life this service is second to none one of the most valuable things the NHS have 
got total support and respect for them all  

They keep my wife calm when I was having heart attack  and tell my wife what to do  

Arrived as ETA. Checking my condition thoroughly before I am taken to hospital. 

The paramedics were first class though coming 2 hours after I called for a heart problem needs improvement  

Absolute satisfaction with the service I got. 

Ambulance people were friendly and informative  

Compassionate and calm response  

Although the service I have been given by paramedics once they were called to my address has been excellent, a 
specific nurse I spoke to Jan Morton I believe her name was spoke to me in an extremely rude, patronising and 
condescending manner. For a patient who has tried to take their own life and as a ‘nurse’ it was very unprofessional 
to speak to a patient like that and I honestly think she should re consider her profession 

I think our NHS Ambulance service is fantastic! We are very lucky in this country! Very high standard despite such 
challenging times!  Thanks to all!  

Because you have good staff  

Professional, courteous, asked all the right questions, and shared information with me.  

It was swift and fantastic service  and respond 

Efficient .helpful.kind.considerate 

Very professional reassuring  

The paramedics were lovely, and helpful, I'm always grateful for their work. 



 

From the start of conversation  to the end very reassuring  

AMBULANCE WORKERS WERE VERY NICE AND CHATTY AND PUT AT EASE STRAIGHT AWAY. 

Friendly, courteous call-handler. Compassionate, professional and caring Ambulance crew. 

Efficient telephone triage, prompt ambulance arrival. Paramedic crew courteous and reassuring during assessment 
and transfer to handover in hospital. Understand tgat they separately provided informed my wife on what to expect. 

Cudnt fault that ambulance crew did everything there cud to help dad and were very professional  

From the time I phoned 999 until they took my husband to hospital they were second to none, professional at all 
times and very caring. Many thanks to all involved. X 

One out of three  was rude, no bedside manner, no compassion towards the patient. Made to feel that we were 
taking the mick.he said who's paying for the ambulance..made the patient walk down two flights of stairs with a 
spine injury and then walk to and into the ambulance.then left the patient at a and e reception on her own in a 
normal chair throwing up and just had morphine. Also remarked to one of the others when the patient got out of the 
ambulance let's go and save some lives.. and theres m 

The staff were great on both occasions. Very helpful and kind to my husband and myself  Thank you to both teams .  

Came within 10 mins . Very caring and empathetic dealing with dementia patient . Family treated well also .  

Quick response and ambulance crew were very friendly, considerare and explained what they were doing clearly. 

Fell in the bathroom and couldn't get up. The falls team came promptly and assess that I hadn't hurt myself. With a 
magic device had me sitting up very quickly. They were both extremely kind and caring, gave me time to recover 
offered to do observations and ensured that I was ok before they left. Can't thank them and the Service enough. 

Temperature was taken on arrival, it was 39.7 so the decision was made to be taken to hospital straight away. 

The three attendants were all excellent. Calm efficient, caring, compassionate and capable.  

The 111 service called the ambulance for me. They arrived quicker than expected and the paramedics were lovely, 
very helpful  and knowledgeable.  

Relatively quick to arrive very thorough and caring for my father  

Couldn’t fault the paramedics one bit very friendly and my nana has mixed dementia and they explained every step 
of her treatment  

Taken more than 35 to 40 minutes for arriving. I was told twice it would take about 18 minutes but after 18 minutes 
we are called and they have told us it’s taken another 18 to 20 minutes to come to my door. 

Absolutely brilliant service and care - outstanding. Tremendous service, every member of staff caring, 
compassionate and professional.  

My mam was very  well  looked  after  

My husbawas having a stroke and it took nearly 2 hours to get ambulance  

The operator was very polite and patient and didn’t rush us with any of our answers 

Fantastic treatment paramedics were kind caring and understanding  

Kind, helpful fast acting, from both paramedics and call staff, put me and my teenage son at ease in a very scary 
situation  

It was a difficult time with my friend who I had called the ambulance for the operator had a foreign accent which I 
couldn't understand.she wanted to speak to my friend who was distressed and weak through continual 
diahorrea.this didn't help the situation.i explained I was a retired nurse (suppose anybody could have said this.) 
Realise the health and ambulance service are suffering  horrendous workloads.i was totally frustrated with the 
phone call.the crew on arrival did a good job assisting. 

It was excellent service the young ladies communication skills were really good.l was treated with total respect and 
treated at all times very well as my health situation change. At all times l felt safe and secure. 

Found Paramedics professional 

Waited 2hours for ambulance  

Agent kept me calm on the line while giving me advice and guidance of what to do. 

I was going pancaking and didn’t know what to do.  The ambulance was there in 20 minutes and the situation 
settled.  

Call handler asked appropriate questions, responded appropriately and clearly. Offered advice if needed. One thing 
that is not made clear is the response times and the variation of transport and assistance to the patient. 

Great crewListened to us and patientReassuredTook care with transferKept informedVery caring attitude 

From the phone call to the service I received excellent care. 

Rang for my 83 year old dad at 8.30pm and he had to sit up with my 82year old mother til 3.20 am in morning 
before being taken to hospital then five days later no ambulance to bring him home I had to come out of work to 
bring my father home after sister told me she would arrange for an ambulance to bring him home they told my father 
he would have to wait six to eight hours absolutely disgusting service  

The staff were polite and kind and the ambulance did not take too long to arrive.  

All 3 ambulance staff were fabulous  



 

The 3 paramedics who attended my now late husband Neil Fairless of Ellan Vannin, Eastgate Co. Durham  DL13 
2LQ on Saturday morning 5th December 2020 gave my husband excellent care, and if you can trace their names, I 
would be extremely grateful if you could pass on my thanks to them, sadly later that morning Neil passed away.Kind 
Regards Christine Fairless 

My partner was a possible stroke victim I was told the ambulance would be with us within 18 minutes it did not arrive 
for over a hour 

Calm approachable  and professional   

Very quick response , made at ease as best they could, patient, caring 

Very gd with help and advice  

I could not fault the crew , they were totally amazing and treated me so well and with outstanding respect for me, I 
can’t thank everyone enough, l have so much respect and admiration for you all. 

From making the emergency call to the ambulance crew taking my Mother to hospital everyone I spoke to or came 
into contact with were amazing . 

Prompt service using 111 service 

we were told the wait could be up to 3 hours. It was longer than this. No one rang with any updates on times so we 
were sat just waiting. We asked to be taken to cramlington where my care was but instead we got taken to the RVI 
where they knew nothing about my case which meant a few hours at hospital turned into 10 hours (a lot of waiting 
around for reports to be sent from cramlington). I got covid from RVI hospital so I wish we had gone to cramlington.  

Two lovely men made me feel very comfortable the full time they were dealing with me. Couldn’t fault them in any 
way. Very professional but also friendly. 

Answered straight away, given an eta, arrived within 25 mins. Paramedics were excellent, calmed us all down & 
stabilised my daughter before taking her to hosp. Couldn’t have asked for better paramedics they were superb.    

Arrived very quickly Very knowledgeable Very courteous. Put me at ease completely. Very caring 

Over an hour to arrive 

Super quick response  

The 2 ambulance men were excellent my only complaint would be the response time, if my mam was having a heart 
attack as suspected she would probably have died !  

I've had to call ambulances 3 times during my work as  a Responder during the last week. They have been excellent  
each time.  

Very fast response and very polite paramedics 

Great service Really made time for my dad ⭐️⭐️⭐️👍👍👍 

Service excellent and and staff polite, professional and courteous  

Fast response, lovely comforting staff really put us at ease  

Excellent quick service  

Arrived in 5 minutes  

They quickly responded and very friendly and caring. 

Quick and professional  

I was very poorly and paramedics and ambulance were very quick coming to my home 

timely profesional job 

Triage staff effective & efficient listening to my emergency and allocating the despatch. 

As you helped with my son 

Extremely friendly  paramedics, reassuring and kind.  

Excellent service - quick, efficient, professional and caring. 

Too many questions about the patient healthHe was having a TIA 

They were amazing. Took good care of me and they were really nice.  

The first aid, also the open wound management  provided at the scene, alongside the reassuring support, of the 
ambulance team, were of such an exemplary nature, that it made for a poor triage, response at the hospital. No 
attention being offered, to an open wound, caused by, a high impact injury and no further, action, not even an 
examination, until four hours later, when the doctors, started the process of suturing the open wound. 

Paramedics were fast and efficient, very friendly also 

Supportive helpful and professional experience  

I had really bad chest pain and the ambulance arrived within 10 minutes  

Fast response,excellent medics  

Very caring knowledgable, empathetic crew. Couldn't be better.  

I have used this service about two weeks ago. 

Had to use them recently. Courteous and very kind and a good sense of humour. Put me completely at ease and 
made me feel much more comfortable. Very nice people indeed. 



 

The paramedics looked after my old man with great care and sympathy and took just enough time with him to 
enable me to get there before they whisked him off to hospital xx 

Very professional and friendly staff 

The call handler was sympathetic, kind  and efficient. The ambulance arrived within 5 minutes and dealt with the 
situation quickly. They involved me and kept me advised of what they were doing and explained the next options 
clearly. 

They arrive ASAP they are so professional explain everything they are doing very respectful and amazing what 
would we do without them 

really made me feel comfortable  

Came very quickly to the patient 

It's been around 10 years youse the ambulance service  all of the staff have been great for these 10 years I've been 
in hospital every month and the staff have all wearers been great  

Lady on the phone kept us calm and told us what to do until ambulance arrived  

From first dialling 999 to when the ambulance arrived, we were listened to and the lady asked to speak to the 
patient. We were advised that the patient should take an Aspirin. We were told an ambulance was on its way. Then 
we got another call and a different caller told us the amount of Aspirin needed was 300g. 3 Paramedics arrived and 
did 2 ECG's and other tests. They were caring & calming when they told us he'd had a heart attack and would be 
taking him to James Cook. They did an excellent job 

The ambulance arrived in under 15 mins. The crew were very kind and professional. I was extremely impressed.  

They arrived within 15 mins and was very good at their job  

Professional calming and informative on the telephone and in person. Kept upto date  

I was in a lot of pain and had been in the loft approx half an hr in the cold checking myself and arranging for the 
family to bring a key before making the call. They came quite quickly with the fire brigade, assessed my pain and 
reassured me throughout with professionalism and empathy. It took 2 hrs to get me out and on to the ambulance 
but throughout the ordeal both services gave the best care i could wish for and my worried family too. A credit to the 
NHS and our Fire Service 

I found the ambulance service efficient and caring in everything 

Has always been good are. Familes have had to use this many times for are parents. The staff have always been 
first class 

Phone call staff were brilliant.  The ambulance staff were exceptional in all aspects 

Very considerate and efficient. 

I had unexplained chest pain and was reluctant to bother the nhs, but they made me feel relaxed and assured me 
that it was better to check my symptoms.  I was happy to be seen in the comfort of my own home.   The service was 
quick and the paramedics were pleasant and professional throughout the examination and procedures  

Paramedics were very thorough in their questioning to identify and remedy my problem. They explained what they 
were doing and why so I was aware of everything. They helped to explain and rationalise my symptoms and made 
me feel calmer.  

The support, containment and reassurance at a very vulnerable time was second to nine.  Professional, kind, 
compassionate care throughout.  Thank you.  

Professional but also put me at ease  

The Ambulance took 40 mins to arrive, despite being told initially it would be 15 mins. 

Came within minutes ,very thorough and pleasant paramedics.  

It was a very quick response and the ambulance staff were very understanding and professional. They were patient 
and sympathic to my injury and did everything at a pace I could manage. They made sure my property was secure 
on leaving. And made me feel like they had my best interest at heart.  

Great  

I phoned 111 and said I only need advice. And that I have chronic asthma since being a child and that I was getting 
more breathless. They sent a 999 ambulance. As she thought that I hadcovid, coz of my answers. I said I have 
chronic asthma, n thought I had a chest infection, and  I was right, n got steroids the next day. I felt as tho the 
technician disbelieved me that I was breathless, he looked at me as wasting their time.I won't phone 111 again, 
Ever, no matter  if its my last breath 

Paramedic arrived within 20 mins and subsequent ambulance required to transport to hospital arrived quite quickly 

As a community health professional my judgement was questioned when I requested an ambulance (they did not 
want to send one). Patient is still not medically fit after two weeks.  

Very quick response when called to 6or old having asthma attack. Crew put us all at ease, reassured us all the time. 
Amazing with 6or old 

Very good treatment  

My mother was seriously ill, no ambulance was sent and instead I was told a doctor would phone within an hour to 
assess the situation. After an hour no doctor had called and as my mams health was deteriorating I recalled 999. 
May I add that before dialling 999 the first time I had called my doctors surgery, the doctor would not talk to me and 



 

she had been out to visit my Mam  but rather than speak to me the receptionist called and said if we felt it 
appropriate to call 999 

So friendly and helpful excellent service couldn't be any better than they are.. 

Waited approx 7 hours for emergency ambulance with an elderly vulnerable adult with mental health problems 
multiple injuries with a water infection and confusion and distress 

Made me feel a bit more relaxed, they were there to help me. Gave me gas and air for pain, explained what they 
were going to do before they did it, were professional took some details inc brief history. Kept an eye on me until I 
was handed over, drove carefully missing as many bumps in road as possible, were humorous at times which 
helped me cope. 

Absolutely amazing,I was so scared and by the time I got to hospital was actually laughing awesome  

Very helpful and professional. They worked very quickly and efficiently to get me diagnosed and to hospital. They 
left me with a clear plan regarding my diagnosis and where I would be taken. 

Very prompt and professional service. 

We ended up needing an extra ambulance and the care with each team was very caring and efficient  

I have had 2 experiences With the ambulance services This year Once on the 31st of august Nana died then 
suddenly found My Mam in bed not breathing or no pulse. The ambulance and paramedics came with in minutes 
and done there best to try and bring her back to life. Unfortunately she died they Took care of that horrible situation 
So efficiently so companionate, Then few weeks ago I called them for myself Again fantastic response and care of 
excellence  

The ambulance arrived very quickly about 20 minutes after making the call. The team were very efficient putting us 
at ease at a very worrying time. They were very professional with all their checks and explained what they were 
doing. 

Waited a long time considering my Mum had chest pain but when they came they were wonderful, efficient abs put 
us at ease  

I work for Redcar and cleavland council, I was dealing with a old gentleman in guisborough, the service you give 
from the start of the first phone call to the ambulance arriving was just flawless. 

Waited over 3hrs for a ambulance.  

Staff great and timeous 

Paramedics were brilliant and attended quickly  

It was a quick and intuitive decision. I have no more to say. 

Very friendly staff who put our minds to rest  

Great response from staff, polite helpful listened 

They were very good and understanding. Did all they could to help me  

Very efficient once they arrived but I did have to wait longer than I thought I would have when it involved a child 
under the age of 16.  

The crew were fantastic and so helpful in a difficult situation  

Reassuring team 

All contacts were efficient, professional & helpful 

3 staff arrived withe Ambulance. Ambulace ARRIVED within 18  minutes. Obs done in Ambulance saved time. 
Transferred straight TOO Hospita. lNESECH. WHEELCHAIR ON ARRIVAL AT  HOSPITALBOOKED IN AT 
HOSPITAL  BY AMBULANCE STAFFSTAFF STAYED TILL I WAS SEEN BY NURSE 

They were understanding and professional about what help my daughter needed 

The response is good as always getting updates if there are delays 

Great friendly service and put patient and relatives at ease! 

Waited over 7hrs for ambulance then when it came it had to wait over 2 hrs outside my house waiting for 111 to call 
them back  

The paramedics were amazing. 

Good and efficient service 

Lady on the phone was very good explaining and giving advise, taking me through everything I needed to know or 
things she needed to know. Two paramedics listened to me and my fathers needs, talked and listened to him also 
giving advise whilst examining him, great manner as they new he was not keen on going to hospital. 

I rang 999 on the advice of the chemo unit as my mother was seriously ill and she needed medical attention. After 
20 mins on the phone the advice was to wait for the my GP to call. I had to then call the community nursing team 
who did come out within the hour and then they rang an ambulance to have my mother admitted. We lost 2.5hrs 
when her blood pressure was dangerously low and she was in AFIB!  

Operator listened as I was unsure whether this was an emergency.I called for my 95 year old father. 

I phoned for help flor my husband got all the service i needed  

Clear and fast efficient service  



 

Effective response. Skilled staff.  Caring staff.  They took the time to assess the situation fully to arrive at the correct 
outcome. Will use the service with confidence if needed in future. Thanks  

Prompt. Efficient 

Although the ambulance was delayed in received 2 calls to check on my mother 

They were quick to come out and really helped me and am so grateful for how kind they were  

Professional staff, clear information provided and a quick additional call from a nurse. 

My 86 year old Nanna had a fall the response time was excellent in regards to the emergency given the current 
situation with Covid and the strain on the nhs as a whole  

Because the paramedic came in and straightaway put my wife at ease, considering she was in so much pain 

This was the first time I have ever called the 999 service and staff were patient and helpful. 

Both paramedics combined professionalism with warmth, calmness and friendliness perfectly. Absolutely amazing 
team.  Could not speak of them highly enough, no negatives whatsoever. 

 

 

Anything we could have done better?  

Nothing really very professional  

The ambulance man himself was absolutely fantastic! I couldn’t fault him and his professionalism. 

Nothing. Everyone who works for the NHS needs a medal. You should be asking what everyone can do for you to 
make your lives and jobs better 

Nothing from my recent experience  

Got here quicker than 3 hours  

Asked about a person’s capacity  

Think staff couldn’t do anymore given the situation. A well done and appreciation should be said to all staff  

Taken notice of the person who phoned  

Not turned up at all useless fuckers. 

Could have arrived quicker. 

Paramedics were brilliant.  

Arrived quicker Especially when it’s serious like a stroke 

Nothing absolutely excellent  

There was nothing they could have done better  

Wheelchair access would be good on the ambulance's. 

The only thing is of course the wait times, just not enough of you doing such valuable work  

It took the ambulance an hour to reach us  

Perhaps respond a lot sooner! 

You were perfect 

Absolutely nothing, kind, attentive, caring and supportive  

Happy with service- apart from ambulance breaking down!  

Nothing everything was handled perfectly  

Nothing, everything was perfect 

Waited 4 mins for an member of ambulance service to pick up the phone which in life or death situations is too long 

Taken into consideration we were scared and upset. Maybe a little conversation. Allow us time to say goodbye. I 
have had brilliant ambulance service in the past. My family members work in NHS.  These two were particularly 
unfriendly and made us feel terrible on top of our fears. Maybe they had a bad day themselves.  I have never 
complained about an ambulance ever. I am full of praise in every other situation in the past. 

The waiting time as Mam complained about chest pain in her initial call hence the 999 being dialled  

Not much really as it was not a high priority call until I called and raised the call priority  

Nothing service was great 

Nothing as it was all good  

Could not have improved this service. Pay rise for ambulance team could be an improvement.  

took 5 hours to arrive that was only flaw 

Great service credit to your staff. 

Nothing as regards our treatment 

In this instance.. ..nothing.Spot on 

Nothing all the staff where amazing from start to finish  

Have no complaints with service received  



 

I think the call handlers need to listen to what is being said to them as we were trying to explain where we were but 
she kept  interrupting my friend and it resulted in the ambulance crew expecting us to be on the actual beach rather 
than the beach banks which is where I was x someone had to go meet them as we heard the sirens and knew they 
didn’t know where I was x The ramp on the ambulance wasn’t working properly which would ha e delayed hospital 
but there was another ambulance on site I had to go in x I think the ambulance needs to be maintained by the 
mechanics a little better so it doesn’t cause delays x 

I don’t think that they could have done anymore they were very efficient  

Fire service or car should have attended to assist with entry  

We appreciate how busy the service was, but he was in a lot of distress so someone to talk to and reassure him 
while he waited would have been good. 

Best service, better trained staff ,helpful, ,however the hospital should be informed as soon as initial assesment 
have been made as there is often delay in hospital  

Communication  

Nothing they've did everything for her what they could have I will give them 10 out of 10 

Nothing, carry on the great work. 

Simply more ambulance's are needed, more funding is needed 

Your service was great... l can't put it any better but to say a very big thank you  l was taken to hospital with Covid 
19. 

Nothing needs to be done  

I waited 7 hours for a ambulance I don’t think this is good enough 

Wait time but can’t always be helped, patient  would of died if much longer 

Nothing could have been done better - the service was first rate; professional, courteous and respectful. 

Perhaps outlined seriousness 

Had an A and E in my home town?  

In the experience I had, nothing! They were excellent 👏  

Nothing as everything was fine 

More ambulances. 

Listen to the primary carer and take notice of medical needs given  

999 service told us it would be 2 hour wait. Ambulance arrived within an hour 

Nothing, it is understandable that there was a delay getting to my dad as he wasn’t a priority  

Give them a huge pay rise 🤗 

Nothing the service was first class  

Nothing at all you were fantastic thank you 

Buy better sat navs or get them re programmed.  

Ambulance needs to be more faster 

Couldn’t praise high enough we are very very thankful. 

There nothing you could done better  

Staff great but you must improve response time  

Improvement on logistics. 

In circumstances nothing 

You were outstanding 

My whole experience with tha ambulance crew and nhs staff was excellent  

Ensure that Jan Morton understands how to work with mental health patients. With regards to the actual ambulance 
and paramedics, nothing at all I couldn’t fault them 

Just keep the good services  

Number 1 all patients should be treated the same.Number 2 show more compassion regardless of the 
injury.Number 3 do not leave suspected patients who have just had morphine in a normal chair in AE throwing up. 
Then say on way out let's save some real lives...! I use to think very highly of the ambulance service but this has 
changed. It's made me think twice about calling for an ambulance ever again.as it was my partner has a fractured 
spine. And also I don't appreciate being asked who is going to pay for the ambulance. Am glad you contacted me 
because their is going to be a complaint going in.  

Very professional service . Thank you very much  

Nothing outstanding  

The ambulance took some to time to arrive which I realise is an issue about shortage of experienced personnel and 
possibly related to funding, service pressure due to Covid19, hospital placements and my communication with the 
service when explaining the seriousness of the emergency.  

Staffs were good but seems to be like they didn’t like to touch me at all. They were feel bad so. It’s what I explained 
from this time. It used to be so good and brilliant services.  



 

My only complaint was the length of time we waited for the ambulance to arrive. Someone rang each time during 
the time we waited however, to check on my Mam’s condition.  

Got him to hospital quicker stroke symptoms are supposed to be fast  

I know it’s difficult but lots of questions at a critical time  

Nothing yous were amazing from call to ambulance and hand over to A&E  

Listen to what the caller has to say.I was not panicking or giving irrelevant information. officer kept interrupting me 
giving relevant and important information the longer it went on the more my friend became more agitated. she died 
4 days later. 

The service l was given was exceptional there would have been no room for improvement. 

I am happy with the ambulance response today 

Took 2 hours to come which was in a frightening situation however accept we are in a pandemic and they are very 
busy. 

A clearer explanation of the ambulance staffing qualifications  

No. Very good service  

Considering elderly patients is a priority  

I was more than pleased with the service. 

The service was very good and I don't think anything could have been done better 

Just the journey from  eastgate to Newcastle,  he might have had a chance if he had hot there sooner, but not their 
fault 

I understand the pressure the nhs is under at this uncertain time however because my partner was frightened and in 
pain his symtoms were made worse due to the time period we waited so as with most stroke victims time is of the 
essence si to say he should of been a priority and a faster response should of been made 

Nothing could have been improved it was totally perfect. 

All very efficient  

Calls from the switchboard to tell us how long the ambulance would be. Any updates is better than just waiting 
around for hours with no information . The ambulance should have taken me to the hospital of my choice where my 
care is (cramlington not rvi)  

Nothing for me as i was well treated 

Turn up promptly 

Faster response  

Nothing got to our home very quickly And looked after him great⭐️⭐️⭐️ 

Maybe a text service to say estimated time of arrival, to help ease anxiousness  

Everything was perfect  

Everything brilliant  

Paramedics were brilliant and amazing couldn't ask for any better treatment i recieved  

Patient had autism & could not answer paramedics’ questions accurately. They asked him 3x if he had a headache 
to which he gave 3 different responses.  

Couldn't have done anything better 

Less questions before the ambulance was despatched  

The need for the process of phone assessment is unquestionable, but the range of questions used, in themselves 
seem questionable and allow, no flexibility  and imply a naivety on the part of all involved in the process, (operator 
and call responder). 

All really good  

From my experience and the way things were handled there was nothing that could of been done better  

Waited 1 hour 40mins was told 14mins that’s the only thing I was worried about as my granda was finding it hard to 
breath thankfully he’s ok now 

All very good 

Nothing. Everything perfect. 

There was nothing I felt could be improved in this vidit 

Really good and helpful  

All staff were lovely very pleasant 

Nothing everything was great 10 out off 10. Thankyou  

We were very impressed with the whole service. We were both in shock as it all happened quite quickly but from the 
emergency telephone operators to the Paramedics and then the hospital staff, we had no complaints with any of 
them. They were all professional and talked us through what was happening and what would happen. We just 
wished that we knew the names of the Paramedics in order that we could thank them and let them know the positive 
outcome.  

No, they were very good indeed  



 

The call into the 999 service could of been better it was the second call we made they had all the details from first 
call they held us on call to answer more questions and all we wanted was an ambulance as the patient deteriorated 
quickly . 

It was a difficult situation because of where i was positioned and did not expect as much pain however there was 
nothing more that they could have done to improve their first class service 

I can't fault the paramedics or the service 

Nothing. Everything was really very good.  

Nothing.  Did what was needed in good time  

Arrive sooner as the patient was distressed due to his inability to breathe.  

On this occasion nothing could of been done better than it was.  

Worked more collaboratively with your community counterparts when a call to 999 is made by us. The paramedics 
worked brilliantly alongside us I can’t fault them.  

Sent an ambulance when we first called and listened to what I was saying rather than going through standard 
questions  

Responded with an emergency ambulance as requested  

We had to wait in a cue when we got to hospital, though not too long, then they had to move me onto another 
trolley, feel it held up ambulance who could of been away.  

Nothing bar time, which I know you can’t really do anything about ,I was very scared even tho I had no reason to me 
at the time i did not know and took a while longer than I was expecting  

Possibly attended faster or sent a paramedic car when it was obvious it was a heart attack, although I know you are 
under a vast amount of pressure especially at the moment. 

Very satisfied.  

There was nothing else they Could have done better In both situations They were all fantastic So was the A n 
EDepartment  

They couldn't have improved on anything. 1st class service  

Quicker response but I understand how busy you all are 

Could have stayed in contact with my self due to having to leave the gentleman due to COVID-19, so a phone call 
to say he had been picked up would have been great. 

Better ability to select most appropriate hospital 

Quicker response time  

I don't think they could have done anything better  

The first paramedic was a little off with my son who couldn’t respond to his questions and he thought he was 
choosing to not answer on purpose 

Would have preferred at least 1 woman staff available. More professionalism by some staff  QUITE  BULLISH 
Better suspension on the Ambulance sent  seen better Used. COULD HAVE BEEN GIVEN MORE TIME TO 
SECURE HOUSE 

You doing a good job and I think you are really overstretched  due to the pandemic 

Not sure on what can be done but 7 hrs for a ambulance  

Everything was amazing. Thank you so much. 

Maybe get there quicker  

My fathers problem with being deaf, he lip reads so under the current situation it’s very hard for him with people 
wearing masks, could it be possible for clear masks. 

When someone is advised by medical staff to call 999 then the call centre should act appropriately  

Only issue was the initial call seemed to be bounced to other areas. E g spoke with staff in Derbyshire region before 
returning to local service  

There is nothink more they could have done as they were excellent  

The crew that attend were professional as expected and were very thorough  

Nothing the service we received was excellent  

If it could be possible to maybe set up text updates of how long ambulances are away from arriving as it was an 
hour before one arrived after the first call and that is a long time to wait in the unknown. However, I appreciate this 
would be difficult to do if a more urgent call came in etc  

No, paramedics were great and response time reasonably quick. 

 

 

 

 



 

999 Emergency Ambulance (Unscheduled Care) 

See and treat - not taken to hospital 

Patient Survey Feedback  

Month: December 2020 

 
85.7% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

So good and so patient I am 79 and was a bit confused. 
 

Very caring and took time and patience to fully understand my needs. 
 

The crew who attended were fantastic, courteous and friendly- made me 
feel relaxed. I can't praise them enough, well done. 

 

Negative   
free text 

comments 

They seemed very judgemental and quite rude. They didn't have a clue 
about our situation they needed empathy not judgement. 
 

We waited a long time for ambulance. 
 

Advised by 11 that I needed an ambulance. 3 paramedics made me feel 
like I was wasting their time. One criticised my daughter’s sunflower lanyard 
because she didn't have ASD. 

 

Number of responses 

Online 0  

Total: 

14 
Print 14 

Text 0 

 

Please note: We have just implemented the new Friends and Family Test survey for ‘see and treat’ patients and we 

are in the early stages of roll out. We expect it to be fully implemented by the end of March 2021. 



 

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

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 12 85.7% Na 

Very good 12 85.7% Na 

Good 0 0.0% Na 

Neither good nor poor 1 7.1% Na 

Poor 0 0.0% Na 

Very poor 0 0.0% Na 

Don't Know 1 7.1% Na 

 

Survey trend graph 

 

Sentiment Analysis  

 



 

 

Free text comments  

Responsive, caring attitude, listened intently to what was being said 

Paramedic who attended to me was very understanding. Listened carefully to what I was saying and was very 
helpful.  

They couldn't have done more- patience and understanding 

Friendly, good listening, understood my needs 

Friendly, professional, reassuring, great explanations of problems. Understanding my concerns. 

Call answering good ambulance service. Professional and kind 

Very helpful and very quick  

Advised by 11 that I needed an ambulance. 3 paramedics made me feel like I was wasting their time. One criticised 
my daughters sunflower lanyard because she didn't have ASD. 

So good and so patient I am 79 and was a bit confused. 

The crew who attended were fantastic, courteous and friendly- made me feel relaxed. I can't praise them enough, 
well done.  

Very caring and took time and patience to fully understand my needs 

THEY WERE PROFESSIONAL, CARING AND DID EVERYTHING THEY COULD TO HELP 

 

Anything we could have done better?  

We waited a long time for ambulance.  

Nothing  

They seemed very judgemental and quite rude. They didn't have a clue about our situation they needed empathy 
not judgement.  

Nothing so very pleased with the service  

Nothing, they did all they could within there power 

They could not have done any better 

Nothing 

 

 

 

 

 

 

 

 

 

 

 



 

Patient Transport Service (Scheduled Care)  

Patient Survey Feedback  

Month: December 2020 

 
95.6% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

From your booking operator to the two ambulance drivers I had they were 
all fabulous. 

Absolutely nothing the service is fabulous  

Ambulance crew are always on time very polite and helpful  

 

Negative   
free text 

comments 

It would be easier to book for an escort if you could do it in one call instead 
of booking in then having to appeal. 

Perhaps you could give the patient a record of which ambulance they used, 
as it turned out I tested covid+ and this could not be traced to a particular 

ambulance or crew 

 

Number of responses 

Online 7 Total: 

68 Print 61 

 

  



 

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

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 65 95.6% -0 

Very good 54 79.4% +0.1 

Good 11 16.2% -0.1 

Neither good nor poor 2 2.9% +1.5 

Poor 0 0.0% -0.5 

Very poor 1 1.5% -1 

Don't Know 0 0.0% 0 

 

Survey trend graph 

 

Sentiment Analysis  

 



 

Results by resource CCG  

Resource CCG 

%
 G

o
o

d
 

%
 P

o
o

r 

T
o

ta
l 

R
e
s
p

o
n

s
e

s
 

V
e
ry

 g
o

o
d

 

G
o

o
d

 

N
e
ith

e
r g

o
o

d
 

n
o

r p
o

o
r 

P
o

o
r 

V
e
ry

 p
o

o
r 

D
o

n
't K

n
o

w
 

Total 95.6% 1.5% 68 54 11 2 0 1 0 

County Durham CCG 100.0% 0.0% 18 14 4 0 0 0 0 

Newcastle Gateshead CCG 94.1% 0.0% 17 13 3 1 0 0 0 

North Tyneside CCG 75.0% 25.0% 4 3 0 0 0 1 0 

Northumberland CCG 92.3% 0.0% 13 11 1 1 0 0 0 

Sunderland CCG 100.0% 0.0% 4 4 0 0 0 0 0 

Tees valley CCG 100.0% 0.0% 5 3 2 0 0 0 0 

CCG unknown  100.0% 0.0% 7 6 1 0 0 0 0 

 

Free text comments  

Helpful? 

Ambulance crew are always on time very polite and helpful  

From your booking operator to the two ambulance drivers I had they were all fabulous. 

Did not answer 

Two phone calls instead of one. 

Because I am more than satisfied with the service 

 

Anything we could have done better?  

Perhaps you could give the patient a record of which ambulance they used, as it turned out I tested covid +ve and 
this could not be traced to a particular ambulance or crew 

Nothing the service is amazing from pick up to drop off both ways  

Absolutely nothing the service is fabulous  

Nothing  

It would be easier to book for an escort if you could do it in one call instead of booking in then having to appeal. 

nothing 

 


