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92.3% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

The staff on PTS were nice and friendly  

Nothing! The service and care I have received over last 6 months has been 
excellent. 
 

Very thoughtful, extremely helpful with my condition (Physical). On time and 
also very friendly. 

 

Negative   
free text 

comments 

A number of times I have waited 2/3hour just to be taken home sometimes 
they never turn up for my appointments 
 

Manner of one of the staff made mom feel like she was an inconvenience. 
Talking extremely loud to someone who has no hearing issues. 
 

Staff should keep opinions to themselves. They were unhappy about family 
home set up. 

 

Number of responses 

Online 13 Total: 

39 Print 26 

 

  



 

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) 36 92.3% -3.3 

Very good 35 89.7% +10.3 

Good 1 2.6% -13.6 

Neither good nor poor 2 5.1% +2.2 

Poor 0 0.0% -0 

Very poor 1 2.6% +1.1 

Don't Know 0 0.0% 0 

Survey trend graph 

 

Sentiment analysis  

 



 

Results by resource CCG  

Resource CCG 
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Total 92.3% 2.6% 39 35 1 2 0 1 0 

County Durham CCG 100.0% 0.0% 9 9 0 0 0 0 0 

Newcastle Gateshead CCG 80.0% 0.0% 5 4 0 1 0 0 0 

Northumberland CCG 100.0% 0.0% 4 4 0 0 0 0 0 

South Tyneside CCG 100.0% 0.0% 2 2 0 0 0 0 0 

Sunderland CCG 100.0% 0.0% 1 1 0 0 0 0 0 

Tees valley CCG 80.0% 20.0% 5 4 0 0 0 1 0 

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

 

Free text comments  

Excellent service, from booking the service to collecting patient. Very good driver in helping into us out of car. 

Came on time. Lovely driver. Helped me to reception. 

Staff very helpful. 

Always friendly service, very helpful. 

Always found ambulance drivers very caring, polite, cheerful, you name it, especially local men and women. Second 
to none. 

The staff on the PTS were very nice and friendly. 

Crews are always very polite and helpful they go out of their way to make sure you're okay. 

3 of the drivers were very kind and considerate to me. 

Care and attention in the home. 

The crew were kind. And helped us to relax. Good service. 

Prompt service. Friendly staff. 

The driver was very considerate and helpful. 

The ambulance people are fantastic. So friendly also. 

I rang out from dialysis and the driver was walking in the door. 

First class service. No complaints. 

Always polite and helpful. 



 

Pick up was usually late i.e. 20, 10, 5 and appointment time. It was because I didn't know my appointment time. One 
time taxi driver drove very fast in and out of traffic. Did not turn up to bring me home and I couldn't contact office on 
phone. 

The service I receive is correct for my needs, as I live in my own and I am now 88 years old. 

Drivers very helpful. 

Very caring. 

Very good they chat away. 

Overall everything was perfect. Staff excellent, thank you. 

Arrives on time. I am helped on an off into my home and to my dept always pleasant (nothing too much trouble) and 
helpful. 

Polite and helpful. 

Lovely staff! 

People were nice. Good timings. Door to door no stops. 

For ambulance travel very good. Taxi service not so good. 

Without patient transport. I would not be able to get to hospital. 

Just so grateful of service provided. 

As they were very helpful polite and friendly. Nothing seemed a bother to them. Plus had all the PPE on. 

I am very happy with the service and depend on the service. (So I say thank you so much keep up the good work). 

Drivers very polite and listen to you. 

Drivers always pleasant and helpful. 

The reason was they were very good. 

Medics very helpful getting wheelchair and with wife in and strapped up. 

So that you know, on this occasion, that I was pleased with the service. 

Kept to times. Caring staff. 

I just want to say thank you for all they have done for me. 

The ambulance was prompt. I was well attended to and looked after. 

The men and women were very caring and very very helpful, as I am in a wheelchair, nothing too much trouble to 
them. 

Just grateful could get there. 

Staff or always friendly and very helpful. 

It's true. Kindness is helpful. 

I did not wait long for ambulance arrival. Staff caring and helpful. 

Always pleasant. 

People care friendly who work on transport. 

The service started good, however it quickly went downhill. Sometimes the driver turned up various times, 5 to 10 to 
20 mins do not always sure if ambulance or ordinary taxi minutes to appointment. 

The journey to hospital was much less stressful than I thought it would be. 

The ambulance staff were very caring. Helped me into and out of the ambulance and took me by wheelchair to the 
appropriate department then took me back to the ambulance. 

It was an ambulance taxi. Taxi driver very helpful. 

Manner of one of the staff made mom feel like she was an inconvenience. Talking extremely loud to someone who 
has no hearing issues. 

It's true. 

Because I have faith and trust in the service. 



 

Arrives on time. 

They are extremely helpful and very friendly customer service out of 10 would be 100%. 

It is the most excellent service I simply could not attend Morpeth Cramlington would be without it. Well done! Thank 
you. 

I have never had a bad driver I have always had a happy nice and chatty that's why I have put very good. 

Drivers were very helpful. 

Good response time. "timely". 

Excellent staff, very polite and courteous. Kept me informed. 

Always arrived on time. 

I had spent Thursday 14 Jan in Cramlington Emergency Hospital having been taken there in the morning wearing 
my night clothes.  My wife was unable to collect me and I expected to have to use a taxi.  I mentioned this to the 
ward staff and was told transport would be arranged.  A driver came at the predicted time and brought me home.  
He was helpful and friendly. 

I have used the service for many years, I see nothing that needs improving .I have been treated with the utmost 
respect. I may have had issues with some of your staff but on the whole all my dealing with you staff have been 
positive. 

Everything was fine 

I understand the need to be ready for transport but two hours can be difficult. I live alone and waiting for transport I 
sometimes feel the need to go to the loo but am reluctant in case the transport comes. While an ambulance would 
probably be fine if I were a few minutes in getting to the door but the taxi's sometimes used can be a bit less patient.  

fantastic service i personally don't think it could be any better from the patients point of view, i use the service 3 to 4 
times a week and find the pts staff very caring polite and very professional i think of them as my extended family 

Due to being a carer for my husband and the hospital was severely miles away  

Self-explanatory 

Very thoughtful, extremely helpful with my condition (Physical). On time and also very friendly. 

 

Anything we could have done better?  

Rear heating - blows out warm air. Sometimes the automatic heater becomes very hot, on my most recent 
ambulance transport drive (in dec, 20) I asked if it can be turned down. Yes, he's said no trouble in future I shall 
always ask. Thank you. 

It has already happened. Such a powerful change in the telephone answering service. 

Make sure they stick to the speed limit, my last driver didn't. 

Perhaps a more responsive attitude depending on circumstances in the home to dispatch an ambulance. 

Could not have done anything better. 

To feel safe. Make sure driver knows appointment time. I have brain tumour so lost vision in one eye. Not all cars 
had plastic sheet separating driver and passenger. One didn't have mask. 

Service I receive in perfect as I am unable to travel by transport as the hospitals are too far away. 

Everything went smoothly, 2 female paramedics were efficient and friendly. 

Nothing better, really good. 

It could help to arrive an hour before instead of the two hours but it's not a major point. 

Vehicle needed attention, could have had new springs. 

Being disabled I require assistance to get in and out of a taxi. 2 drivers gave no assistance at all. 

Can't think of anything always found the service I have had to be excellent. 

Nothing the service I received were top marks, which I thank you for. 

To confirm night before time of pick up and name of driver I think driver may have had my appointment as pick up 
time. Drvier should confirm they are ambulance or ordinary taxi. 

No keep up with the good work. 

I don't think anything could have been done better as the ambulance crew were excellent. 

Staff should keep opinions to themselves. They were unhappy about family home set up. 



 

We know it's not possible, but regular drivers would help. 

They could have rang back and got here sooner. 

You can't better excellence. 

Nothing, you're the best. 

You could not do anything better in my eyes. 

Because the service was good. 

Absolutely nothing. Everything was first class. The staff are very friendly. 

Lack of wheelchairs at Durham hospital due to ward. 

No, crew were great. 

not sure you need to improve anything. 

A number of times I have waited 2/3hour just to be taken home some y they never turn up for my appointments 

There isn't anything that could be better. I do find it difficult that you have to be ready 2 hours before your 
appointment tim but fully appreciate the reason for this. I have wondered whether technology could be used to send 
a text message 30 minutes prior to your pick up. This may not be feasible but perhaps something could be worked 
out. My only other comment is something outside the transport booking service control and that is some of the taxi 
drivers used can be a bit sullen and not willing to have a conversation which, for people living alone could  be  an 
advantage. The ambulance staff cannot be faulted in any way. 

I have wondered whether in this age of technology  it might be possible to have a system where patients can be 
given a 30 min warning that their transport will be arriving. I an unsure whether this is feasible but perhaps 
something can be looked at. 

Be on time  

Nothing very grateful for this 

Booking means repeating info when booking my next appointment.it would be quicker to put surname on a list of 
regulars like me who attends weekly, would help your operator and save them time.....ta. 

Nothing! The service and care I have received over last 6 months has been excellent. 

 


