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93.0% 

Very good or good overall 
experience of the service 

Free text comments 

 
 

Positive  
free text 

comments 

Driver was very polite and chatty. 

The ambulance staff can't do enough to make it a pleasurable experience. 

Think everything is perfect and don't think it could be improved in anyway. 

 

Negative   
free text 

comments 

Being too early I was left to sit in waiting room for a long wait so more on time 
would be better. 

Discharge from hospital was late (4 hours) and inappropriate for patient’s needs 
(Taxi). 

You do not provide the services that you promise, this is the reason why there are 
so many delays with appointments and massively increased waiting times. 

 

Number of responses 

Online 9 Total: 

115 Print 106 

 

  



 

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) 107 93.0% +0.7 

Very good 95 82.6% -7.1 

Good 12 10.4% +7.8 

Neither good nor poor 4 3.5% -1.6 

Poor 2 1.7% +1.7 

Very poor 2 1.7% -0.9 

Don't Know 0 0.0% 0 

Please note: comparisons above are made against the previous months report. Surveys are input against the date the service is used therefore 
small variations in data can happen between reports. 

Survey trend graph 

 

Sentiment analysis  

 



 

Results by resource CCG  

Resource CCG 
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Total 93.0% 3.5% 115 95 12 4 2 2 0 

County Durham CCG 85.0% 0.0% 20 14 3 3 0 0 0 

Newcastle Gateshead CCG 93.8% 6.3% 16 13 2 0 0 1 0 

North Tyneside CCG 100.0% 0.0% 10 9 1 0 0 0 0 

Northumberland CCG 94.3% 5.7% 35 29 4 0 2 0 0 

South Tyneside CCG 100.0% 0.0% 7 7 0 0 0 0 0 

Sunderland CCG 100.0% 0.0% 11 10 1 0 0 0 0 

Tees valley CCG 100.0% 0.0% 7 7 0 0 0 0 0 

CCG unknown  77.8% 11.1% 9 6 1 1 0 1 0 

 

Free text comments  

My son to whom this survey is addressed has severe learning difficulties and is in a wheelchair. I always travel with 
him so I am answering for us both. All drivers are very good and we appreciate their help to him and me. 

I’m worried that more vulnerable, tired, or uncertain, may be influenced or worried. 

Excellent service  

As I'd like to share that my experience was extremely positive and that even though it was a private company 
working under direction from the ambulance service, the care I received was absolutely excellent, if not better than I 
have received from previous times I have used this service. The staff member who assisted me was called xxxx - I 
don't know his full name but he did have very distinctive blue eyes. He was compassionate and provided an 
excellent level of care as I was apprehensive about leaving due to the measures of COVID. Full PPE was also 
utilised by him and his crewmate which I was very pleased to see. Hopefully this feedback can be passed onto the 
crew. I gave this answer as knowing this changed my perception that private crews were there simply as a way of 
dealing with increased pressures and were not as passionate about the job.  

I am worried that if the telephony staff are not informed of this issue someone may not get the required medical 
assistance in time. 

You do not provide the services that you promise, this is the reason why there are so many delays with 
appointments and massively increased waiting times. 

He took care of me and I got home safely. He walked me to my door and made sure I got in ok 

Both drivers were very polite and spotlessly clean and very caring. Simply the best. 

Because the staff were very helpful. 

Staff were courtous and polite assisted where required. 

I could not tell you anything different the staff were both very nice. 

Discharge from hospital was late (4 hours) and inappropriate for patients needs (Taxi). 

Driver was very polite and chatty. 



 

The young ladies insisted I attend hospital and of story 5th January ... [illegible]. 

Very helpful nothing was a bother. Always got to appoint on time. Very friendly full of chat. Made you feel at ease. A 
credit to the service. 

The ambulance staff can't do enough to make it a pleasurable experience. 

Pleasant and helpful staff always on time going on a nurturing from hospital. Very grateful for this excellent service. 
Thank you. 

The Drivers arrived on time and were friendly. 

I was picked up on time and delivered to hospital, going and coming back very satisfied. 

The ambulance was on time staff courtsey and helpful. 

Most of the crew were fantastic just a couple of times the crew weren't very empathetic. 

They are not just good find they are excellent very kind, caring and will do anything they can to help you. 

It was fine till the return journey and ambulance moved off from stationary and crashed. 

 

Anything we could have done better?  

No everything was very good 

I was picked up from home 15minutes before my appointment time, I was late but it didn’t really matter this time. If I 
knew that he was running late instead of me having to call to see if I had booked for the right day it would have been 
less stressful .Coming home your driver gave me a tirade of horror stories regarding side effects of COVID  vaccine, 
how members of Sage and ministers including Mr Matt Hancock have shares in vaccine production and testing 
stations. I was already worn out and ready for a nice cup of tea. Fortunately I have been lucky enough to have 
already had my Jab, if I hadn’t she would have definitely made me think twice. Both of my drivers were volunteers. I 
think that perhaps they need some guidance on communications with patients. Keeping scary views to themselves 
and making sure their passenger is told of any problems so they don’t fret. 

This was an experience with NERAMS who were working on behalf of the North East Ambulance Service. My only 
concern was that I was unaware that 3rd party companies were being used as I have had some issues with some in 
the past - however my mind was quickly put at ease after my experience with this particular crew and one staff 
member in particular.  

Whilst the standard of care was excellent from the Ambulance staff who promptly transported myself to the hospital, 
the person who answered the phone so I could get an ambulance was abysmal, refusing to send an ambulance as 
they did not believe I may have had a stroke (I had actually had multiple small strokes overnight on both sides of the 
brain, which led to their confusion), the staff NEED informing that although this is rare it does happen or else 
someone may die. 

This is the second time we have used the service, on the first occasion the Transport did not turn up and the very 
important appointment was missed. On the second occasion, the Transport was very late resulting in my elderly 
disabled father waiting and being very distressed, also we had to ask staff at the clinic to stay on for the 
appointment.  

No, was very good  

Being too early I was left to sit in waiting room for a long wait so more on time would be better. 

Absolutely nothing. Your staff are brilliant. Caring and humorous which really helps. 

Service was perfect no need for improvements. 

I travel with an escort it would be earlier if you could back with one call. 

Sent a patient ambulance. 

Think everything is perfect and don't think it could be improved in anyway. 

Made sure it was service. 
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