
 

999 Ambulance (Unscheduled Care)  

See and Covey - taken to hospital 

Patient Survey Feedback  

  Month: March 2021 

 
96.1% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

From the 999 Ambulance call handler to the Ambulance Clinical Staff, the service was 
professional, efficient and empathetic and could not have been better. 
 

2 paramedics and trainee paramedic. Were absolutely brilliant with mam and her 
Alzheimer’s. 
 

Ambulance came quicker than I expected, and paramedics were amazing. So polite & 
considerate with lots of empathy. 2 lovely people! 

 
 

Negative   
free text 

comments 

Ambulance took a very long time 

 

We waited 5 hours for the ambulance I think that is totally unacceptable 

 

Could have been a bit more friendly in order to put my 86 years old mother at ease 

 

Number of responses 

Online 35  

Total: 

560 

 

Print 74 

Text 451 

 

  



 

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) 538 96.1% +1.8 

Very good 480 85.7% -0.2 

Good 58 10.4% +2 

Neither good nor poor 9 1.6% -0.1 

Poor 8 1.4% -0.8 

Very poor 4 0.7% -0.7 

Don't Know 1 0.2% -0.1 

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 96.1% 2.1% 560 480 58 9 8 4 0 

County Durham CCG 95.3% 2.8% 106 88 13 2 1 2 0 

Newcastle Gateshead CCG 98.0% 0.0% 99 85 12 2 0 0 0 

North Tyneside CCG 98.4% 1.6% 64 59 4 0 1 0 0 

Northumberland CCG 100.0% 0.0% 68 59 9 0 0 0 0 

South Tyneside CCG 86.7% 6.7% 15 13 0 1 1 0 0 

Sunderland CCG 97.2% 0.0% 72 63 7 2 0 0 0 

Tees valley CCG 96.0% 2.0% 99 83 12 1 2 0 0 

CCG unknown  83.8% 13.5% 37 30 1 1 3 2 0 

Results by Cluster  

Cluster name  
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Total 96.1% 2.1% 560 480 58 9 8 4 0 

Alnwick 100.0% 0.0% 16 16 0 0 0 0 0 

Backworth 100.0% 0.0% 54 49 5 0 0 0 0 

Bishop Auckland 96.0% 0.0% 25 21 3 1 0 0 0 

Blucher 98.2% 0.0% 57 48 8 1 0 0 0 

Coulby 100.0% 0.0% 28 25 3 0 0 0 0 

Cramlington 96.5% 1.8% 57 50 5 1 1 0 0 

Hartlepool 94.4% 0.0% 36 31 3 1 0 0 0 

Lanchester Road 100.0% 0.0% 44 36 8 0 0 0 0 

Monkton 97.4% 0.0% 38 35 2 1 0 0 0 

No Cluster 90.6% 6.7% 149 120 15 4 6 4 0 

Pallion 100.0% 0.0% 36 32 4 0 0 0 0 

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



 

Free text comments  

From the 999 Ambulance call handler to the Ambulance Clinical Staff, the service was professional, efficient and 
empathetic and could not have been better. 

Because the Paramedics were reassuring and professional  

Although it took 2hrs to get to me the ambulance men were wonderful. Calming influence, I felt safe and knew they 
were doing their best not to hurt me. 

The quality of care and compassion received was excellent. Nothing was too much trouble to them. My husband 
and I felt safe in their hands knowing he was going to get the best possible treatment. Xx 

Very considerate, kind and caring towards my mother who was the patient.  

My partner collapsed with what turned out to be an aortic dissection. I rang twice and the second time I was 
frustrated by having to answer questions I had just answered 15 minutes earlier. I also felt that the ambulance crew 
may not have considered the possibility of an aortic dissection. I do very much appreciate the prompt care he 
received.  

Very professional, very kind, very nice, tremendous, they were tremendous 

Came in good time. Very professional & compassionate. And accurate diagnosis 

Excellent communication over the phone followed by 2 very attentive Paramedics who were professional, friendly & 
put us at ease  

Caring understanding Very thorough  

Great staff including office based staff. 

Good prompt service. Cheerful drivers. 

They where amazing with my daughter I can't thank them enough and very friendly  

First class service and personal touch 

Turned up quickly, well looked after and arrived at a a and e in a timely  manner  

2 paramedics and trainee paramedic. Were absolutely brilliant with mam.and her Alzheimer’s 

Call handler was really helpful and ambulance came quickly  

Very professional, caring and dedicated. 

They were fast and very efficient when treating my husband. Also wore covid ppe and were really assuring.  

The service was great and the paramedics we're outstanding and professional  

Reassuring voice is what you need in time of panic 

Arrived within an hour 

Because they have patient and tolerance of us  

crew were friendly and attended to me with care and avoided embarrassing me due to the nature of my fall 

In a situation of panic, the professionalism of the call centre staff and the crew when they arrived was a huge help, 
they led me through everything step by step, talking about what would happen and keeping us all calm.  

They were very quick and lovely staff made me feel at ease 

Efficient, very quick, reassuring and professional  

Responses very quickly 

Ambulance arrived promptly crew were very good explaining what was happening good communication throughout.  

Arrived promptly very professional and friendly acted accordingly extremely efficient  

The initial call the call handler was very helpful, and then we received a further call and the guy was very helpful 

Very professional from the initial call until the ambulance turned up. They were very pleasant and put the patient at 
ease and talked through what they were doing. Superb. 

Paramedics arrived quickly, were professional and friendly throughout 

They arrived quickly and attended to my husband with care and attention during what we thought was a heart 
attack.  

They were fine when they came very helpful  

Excellent response time. Great care given by superb crews. 

Responded ASAP and gave re assurance 

Personal. Experience excellent help  

Arrived quickly and the paramedics were wonderful 

Ambulance took a very long time 



 

Took to long to get on with what I was saying if the patient was dying she would have been dead  

They were quick to arrive after being called and were very polite.  

Excellent, pleasant and extremely prompt ,professional service 😃 

I waited 1hour and 40 minutes for a ambulance I told them my partner was having a stroke  

They helped me 

Very quick 

Fast service  

Excellent service and clearly explained issues before reassuring family 

We were really surprised at how quick the ambulance arrived 

The operator was very thorough yet calming and friendly giving reassurance and support throughout 

Very professional, friendly and efficient service. Ambulance arrived quickly and paramedics were both courteous 
and empathetic. I felt confident my loved one was in good hands. Overall very impressed and grateful for this 
support. 

ambulance arrived quicker than expected 

Ambulance crew delayed stroke patient’s arrival in hospital, making arrival 5 hours after stroke. This meant that 
treatment could not be considered that could have resulted in a 30% better outcome  

Operator dealt with my call. Excellent. 

From paramedics to ambulance service. They were excellent. 

Because people were so kind and reassuring, they came quite quickly. 

Life saver. 

Well looked after by friendly staff. 

Perfect service. 

Not warm enough in the ambulance. 

Very helpful. 

Your service was great. Absolutely no complaints. Thank you. 

Ambulance turned up quite quickly, drivers very kind and reassuring. 

NHS is the best service ever and is excellent. 

The 999 service came very quickly. They were very efficient and very caring. They were very reassuring as to my 
condition, They were gentle and kind. 

Rang 111. 

I was treated with respect and smiling faces. They treated me well. 

Called 999 when my son became extremely ill with suspected pancreatitis - the operator responded professionally 
and all her questions assisted us in helping our son who is autistic to calm him and put him at ease until the 
ambulance arrived. 

Prompt and courteous. 

Both team members were friendly, supportive and completely professional. 

1.5 hours when your in a lot of pain seemed like a long time, however the ambulance staff were excellent. 

Very prompt and efficient. 

Prompt and efficient in very trying circumstances. 

Prompt and efficient.  Explained everything clearly. 

The paramedic that attended me was excellent. I don't think there was a single thing he didn't check in his 
assessment of my symptoms. He even telephoned my doctor to inform her that he had attended me and said what 
he thought could be the problem and gave me a letter that i could present to urgent care in Hartlepool should my 
symptoms return. 

Ambulance came within 40 mins both staff were helpful 

Friendly and helpful paramedics. Quick arrival. Efficiently handled the situation  

The paramedics were amazing  

Ambulance came quicker than I expected, and paramedics were amazing. So polite & considerate with lots of 
empathy. 2 lovely people!  

Help was provided immediately on the phone and an ambulance arrived a short while later, all at no direct cost to 
the user 

They were prompt, professional and made me at ease  



 

Felt at ease from the phone call requesting the ambulance to the time I arrived in A&E. Ambulance crew were first 
class 

Great on the phone, great when they arrived 

Very thorough asked many questions and advised me what to do  

Attending crew were cheering and reassuring whilst carrying out treatment and monitoring of condition 

The paramedics were smashing felt very well looked after and they were very good at their job. Thank you 

Clear explanation  

The ambulance crew were very professional very friendly and made me feel like I was in safe hands  

The lady on the phone was very understanding extremely helpful and because it was taking alittle time for 
ambulance to arrive I got a call back from the nurse to ask how my son was and to give me a update to say 
Ambulance will be with me very soon. 

Quick efficient service. Instilled confidence in the ability of the operatives  

In the whole experience, everyone was so calm and supportive and kept us as ease 

Helpful calm and measured 

Prompt response 

Was given every help by ambulance crew and firemen saved me from life threatening situation deserve far more 
than what government has offered 1 per cent loo per cent more their worth 

Would never ring 999 without real need. The person who took my call was caring and empathetic and I felt 
reassured by her positive attitude towards our problem.  Response from paramedics was quick and very much 
appreciated . They were amazing reassuring and non judgemental.  Thank u to all involved that day.  

Very pleasant and good at their job 

Ambulance was, quick and they were good in dealing with me 

Because the operator was calm, friendly and helpful 

They were excellent 

The service that I received was, prompt, courteous and efficient.  All of the ambulance service personnel involved 
were truly excellent 

Because the response was a lot quicker than what I thought it would be  

The service was efficient and arrived very quickly 

I was treated with empathy and astute possible diagnosis and pain relief...i was handled with care and personal 
attention for my needs and followed through with all staff doctors nurses and even the attendants 

They were very quick and very polite and friendly  

Prompt  

Excellent response. Crew were amazing  

Professional friendly and very understanding staff  

The staff were superb and so professional. They put me at ease even though I was in excruciating pain. Can’t thank 
them enough  

We can not be without you, you're the best thanks  

Very pleasant and reassuring took good care of me . 

I was short of breath and felt a difficulty with my heart rate - the ambulance staff were very reassuring  

Quick response Pleasant caring professionals  

The ambulance arrived quickly and the two staff immediately made me feel relaxed and comfortable while they 
worked. Driver also put me at ease right through my admission to hospital until she left me in the waiting area 

My husband was suffering from stroke and the paramedics were so quick to get him sorted and into hospital they 
were brilliant and so professional  

They were very fast, very understanding and compassionate towards the situation,  

Very helpful and sympathetic of the situation I found myself in 

The paramedics arrived very quickly and were very calming and caring. They listened and took their time to get a 
full history of what happened.  

Great call handler 2 paramedics came straight in ambulance professional and caring  

They were quick to respond and took good care of me 

Very helpful, talked through everything clearly and did not judge when I wasn’t sure on the answer. 

They responded very quickly, helped ease me, made my little boy laugh even when he was hurt and in pain 

Excellent team who came and saved my dads life thanks again x 



 

The ambulance persons were  very kind and concerned about my health 

Ambulance service attended as quick as they could, after we had received care from university first responders. 
They were lovely in their approach to my grandma and also very informative in what is a very confusing time 

They reassured me helped very professional 

They where very helpful 

Polite kind caring compassionate staff 

Very caring and professional 

Paramedics were very good. Very friendly  

Because when  things are good it’s a positive thing. Also with Covid this service is stretched beyond its lim its  

Very good from start to finish and very quick 

Clear and precise instructions from call handler and a very quick response from the paramedics.  

Very quick and efficient, very patient and empathetic with the patient  

Very prompt response, 999 operator was very calm and reassuring. When paramedics arrived they were very 
informative and compassionate  

Excellent fast service staff quickly on hand and very professional with a take care of it attitude absolutely faultless 
hats off to all that supported us 

Fast, polite, patient and friendly. 

Slow response. 

Ambulance crew were lovely. They arrived very quickly. Staff on the phone were lovely. 

Prompt arrival, professional and attentive service. 

Staff very nice. 

**** and his female colleague who I have forgot her name were really friendly and professional. They instantly put 
me at ease and made me feel comfortable. They showed an interest in me and were conversational  

Telephone call was very calm and helped me. Ambulance crew were excellent & very attentive to my 95 year old 
father after a fall. 

The response time was quick. The call receiver was very professional and helpful and provided all the necessary 
help tips to keep the patient stable until the ambulance arrived.  

We waited 5 hours for the ambulance I think that is totally unacceptable  

Everyone was professional and helpful  

We found the paramedics to be professional and knowledgeable and they took in to consideration my needs 

They arrived very quickly and reassured me 

Excellent workers  

Very quick and professional response from start to finish   

They were fast and efficient very friendly people  

When connected to your staff they are more than helpful first class 

Good care but needing the toilet before I left my house was told to meet the staff in the ambulance while they waited 
inside the ambulance for me to use my toilet and collect my things 

The response was fast and the paramedics were helpful and efficient  

Reassured and kept calm throughout  

Because coming to my house and services was very good 

Full support by the team made me feel relaxed although covid had made me panic a bit 

Very professional 

Ambulance crew were lovely, caring, friendly and polite. Very prompt 

The swift response of the crew and the calm professional way they dealt with my Dad. 

Thank you to the 3 gentlemen who came to see my son after he suffered an allergic reaction, they arrived much 
quicker than expected, went above & beyond and couldn’t do enough to help us, very respectful in our home due to 
covid. They were all faultless. Thanks again.  

The paramedics give excellent customer service and complete reassure  

The paramedics in attendance were brilliant. Knowledgeable, sympathetic and efficient. Getting through how 
important it was that they attend on the two calls we had to make was more of a problem.  

Ambulance crew were very proficient/polite  

Very polite crew and informative, put me at ease and made me feel calm. 



 

I've had to phone an ambulance 3 times in the past month due to my son having epileptic seizures. Twice he was 
admitted to A&E and I couldn't fault the ambulance. They arrived within mins and started treatment straight away. 
The third time he was taken to PDU after first time taking Buccolam at home. This time it took the ambulance nearly 
2 hours to arrive. I don't know if this was because he'd already had rescue medication? The ambulance crew were 
great again but not sure about the call handler. 

Timely response and excellent care given by the ambulance crew 

Could have stayed on the phone until ambulance arrived  

I was in so much pain and they had so much patience for me talking to me all the way there they made me feel safe 
and comfortable  

The ambulance crew were absolutely amazing, I can't thank them enough 

Was very satisfied with the service provided and the care  

Arrived very quickly, then the paramedics where excellent. 

The handler was calm and offered reassurance  

999 call handler and the paramedics were all helpful, lovely and they put me at ease straight away. The ambulance 
arrived quickly. On route to the hospital the paramedics were reassuring which helped me as I was scared of the 
situation. 

I work with people who have acquired brain injuries. I have always had a very good service when we have had 
reasons to phone for an ambulance. No complaints. Keep up the brilliant work. 

Clear concise and nice manner during the call 

Funny and professional 

The ambulance crew that took us to hospital and transferred us to another hospital were amazing. Friendly and  
very professional.   

Fantastic response from calling to ambulance arriving  

Excellent fast service   Caring supportive staff Compassionate and efficient 

Paramedics  really took care of me absolute  gentleman  was really bad and they looked after me  couldnt thank 
them enough  

Quick arrival professional paramedics 

The ambulance doctor was so polite and assessed the patient very well. Gave very good guidance. 

Excellent service, arrived very quickly, paramedics were professional and very reassuring throughout them being 
with me 

Excellent throughout from call handler to paramedics. Really nice caring genuine people.  

Wonderful helpful. Could not do enough to help. Thoughtful and very kind. Thanks to all frontline staff taking such 
risks daily to help us. 

Very promt, extremely knowledgeable and caring . 

There why good  

Very professional and reassuring. Carried out all procedures (from arriving at our home to taken me to hospital) in a 
caring and respectful manner.  

Calm and reassuring  

Outstanding attention to detail and support 

They saved my life 

Fast and efficient 

Due to shielding (Covid-19), I wasn't able to be with the person who needed the ambulance. The call handler was 
calm and very reassuring. 

The ambulance turned up quickly and the stuff were helpful and friendly  

Amazing people. Put me at peace, when i dislocated my hip twice . Amazing job  

Staff were professional, friendly  and calming  

The response was rapid and the staff on the phone first class calm and reassuring The paramedics were amazing 
explaining what they were doing keeping spirits high and carried out there tasks with great authority  

They came very quickly to my son who couldn’t breathe they calmed not only him but me as his mother and helped 
him until we got to hospital  

The service was quick and guys were lovely 

They came straight out to help my mother 

999 operator I felt was reluctant to send a paramedic out, but after speaking to the nurse on the 999 service he sent 
a paramedic. The paramedics arrived quick.  

Ambulance crews were very helpful and lovely to my father.  And were very reassuring.  Can't fault the care.  



 

They arrived very quickly and quickly took me to the memorial hospital 

Crew were willing to take time to decide if going to hospital was the most appropriate course of action  

Quick efficient caring service.  Quick response.  Kept phoning back to make sure we were OK  

Arrived very quickly and the medical staff were very professional and caring 

Fast response, made everyone feel more relaxed and were so efficient  

Ambulance arrived earlier than expected very professional service provided 

The call taker was very calm and gave clear information and explanations  

Excellent service 

The paramedics who attended to me were both very kind, efficient and thorough. I appreciated this very much, 
especially as I know just how much pressure front line staff are under at this time. Thank you.  

Quick service incredible staff they must be the nicest people I’ve come across quick decisions were made just 
amazing 

Kept well informed and all information given was easy to understand 

Because they were very good 

Brilliant service looked after me so well and response time was very good considering the difficulty in getting to me. 
I was checked over thoroughly and give me pain relief which helped tremendously with all the bumps we had to go 
across. I felt I could completely trust them with my life. They were friendly and kind  

Didn't wait long for ambulance and staff were extremely lovely, compared to hospital staff treated me with respect 
and helped me so much 

It got my husband to hospital quickly and safely. 

Crew polite and patient 

The team were professional and friendly at all times, and very efficient. 

They were very quick and explained everything to me 

They were mindful and very attentive and patient of the very painful situation I was in, due to a major flare up of 
spondylosis in the base of my spine, they also involved the occupational therapy, and the big plus, they have sorted 
me with an mri scan appointment, this will take place this Saturday at 6pm at the Q R  

The ambulance staff were very helpful and kind as well as professional. I was really impressed. 

I was helped with my son while he was poorly and was told exactly what they where going to do to him and what 
was happening  

The attitude of the crews. Ill enough that a family member called 999 at 4.30am. 2 crews were sent. Asked had I 
been drinking said yes, 2 beers. From that point on it seemed to me they’d made their mind up I was drunk & spoke 
to me as if I were a naughty child. I was feeling very unwell, confused & disorientated unsure what was dreams & 
what was real. I felt they were angry & thought I’d wasted their time. I refused hospital because I’d had enough of 
them. No empathy or reassurance, for me/family 

Ambulance crew member clearly annoyed that I was apparently not at deaths door as they’d expected. Sorry, not 
my fault. It was not MY decision to send 2 ambulances. The young adult family member who called answered the 
questions to the best of their ability. Consequently no compassion, empathy or reassurance for myself or v 
distressed family member. Once she knew I’d had a couple of beers she spoke to me like a naughty child. 
Unfortunately I was too unwell to pull her up at the time. 

Ambulance arrived within minutes. Paramedics were lovely and patient. They explained what they were doing and 
why. Couldn’t have asked for a better service  

Very quick to respond. Efficient, effective, pleasant and professional.  

Very good service by friendly staff 

Prompt arrival, kind and compassionate staff, thorough examination. 

I would normally put very good unfortunately one of the paramedics was extremely patronising. Also had 4x medics 
in attendance seemed extreme especially during covid.  

Fantastic service here with in 10 minutes professional and so helpful 

The Ambulance was near by and arrived 1 min after I  finished my 999 call I could hear the sirens in the distance 
and could not believe it was so quick to respond  

A good   service and  do a great  job  

Staff helpful and understanding 

The call handlers were amazing and I am forever grateful for the paramedics for having to go off road to save me 
after a nasty fall. It was a highly embarrassing situation but all involved were great  

Very quick response kind and understanding  helped my wife to hospital  

Very quick response given the demands on service at this time.  



 

The medics were very friendly and caring  

Call handler did well to help me try to keep me calm and was fast in passing me onto a nurse to get more details to 
help with my incident. I couldn’t get through to 111 myself quick enough but she passed me over straight away so I 
could get the help I needed.  

Very fast when phoned up and staff were amazing and reassuring,, took amazing care of my little boy cant thank 
them enough.  

Staff were brilliant and calm and quick 

Very professional, efficient and friendly service thank you. 

I have breathing problems CPOD also asthma,  

Staff were friendly calm and very helpful  

Very well looked after and made to feel at ease. Very quick to arrive.  

Staff were lovely, kind, patient and listened to concerns. They gave necessary care/ treatment quickly and involved 
me in decisions as to appropriate ‘next move’ when possible 

Quick response 

They arrived promptly and were very professional 

Quick. efficient. caring service. Keeping me calm and informed of every thing they were doing all the time 

Professional, precise, kind, thorough, caring  

Quick service and lads were really helpful and compassionate  

Very calm Helpful Comforting  

Call handler was very calm and helpful  

Efficient call handling and response time. 

The ambulance arrived quickly and the paramedics were lovely.  

The service was prompt and helpful.  

I work in a Care Home and paramedics are often called in to the home. They do a fantastic job and are always so 
caring with the residents 

Excellent service  

I'm a sixty two year old woman that works in care sector and had to ring for ambulance when had severe  back pain 
and shortness of breath  first time in my sixty two years I've had to do this when the paramedics arrived thier were 
so kind and reassuring also very professional  putting me at my ease  when I got home that night I live by myself sat 
before going to bed to reflect on the night and though to my self how lucky people are in this country to have such a 
fabulous  service thankyou 

The paramedic in charge was a bit snappy and seemed to panic a bit  

Was treated with care and attention  

The call was answered very quickly and in a calm manner. The call handler asked many questions, which I 
answered and then help was on the way. 

Helped me through outage journey. Brilliant I respect you guys well done stay strong 

It was for mental health and it was the crisis team that phoned the ambulance. When the ambulance came it was 
visible that i was very upset and suicidal. I still got constant neglect from the paramedic. The paramedic were not 
supportive at all. And they made me feel so low and they made me realise. Its clear no one wants to help me and i 
am still to this day better off dead. 

The communication and reassurance from all staff were excellent  

Very reassuring, compassionate and supportive from the initial call through to attendance of paramedics  

Fast, polite professional.  

They were very pleasant and did there job efficiently. Made me feel I was in safe hands 

The ambulance staff have always been friendly and direct when needed. I've never felt pressured or judged and 
unfortunately my health means I frequently see the ambulance service. I've never really had a bad experience. 

They came promptly offered reassurance and professionalism  

We felt safe & reassured 

Excellent care and attention given. 

My Mum fell in the house and broke 4 ribs. The Ambulance crew were fantastic with her. They were kind, 
compassionate and efficient. They calmly assessed the situation, reassured my Mum and called in a pain 
management person who gave her liquid paracetamol and morphine. After a while, they were able to move her to a 
stretcher. They were brilliant. 

Care was excellent and the vehicle arrived within 15 minutes.  



 

Polite call ambulance crew were fab there talked to us and explained in detail everything there were doing to my 
mum  there were fab  

Prompt efficient kept the patient my brother informed had a student with them they let her do the ecg polite  caring a  
experienced team well done 

Fantastic very helpful reassuring well done  

Support the HNS 100% first class service and very friendly staff  

Prompt arrival and fantastic crew 

Paramedics were great. Thorough & kept me upto date with what was happening & very friendly & reassuring to the 
patient-my father. 

The help of the ambulance crew and paramedic that were there was excellent 

Because they do a  great job 

I found the 999 operator to be very helpful  

Kept me calm advised what was going to happen reassured me at all times 

I could not fault the 2 paramedics which attended my mother in laws property  

Very helpful and came straight away 

Cool & calm when I was feeling anything but.  Spoke to my partner who i was ringing about to assess him i 
presume.  Very comforting in a crisis due to professional approach 

Please give our thanks to medic staff they been excellent  

The call taker was really nice I found a lady collapsed on her steps they were very efficient talked me threw and 
were very helpful  

Very helpful on the phone  

Have had ti call 999 for my husband a few times in the past few weeks and they have been amazing 

Quick to respond, very professional. I originally was reluctant to go to hospital but the paramedics talked me through 
what they thought the potential problem could be. Their suspicions were verified at the hospital.  

My mother inlaw  had a fall ,and broke her femar. The fall team you sent out were  brilliant  ,and they had her 
comfortable  before the paramedics  arrived  

They made me feel comfortable and showed plenty of understanding and patience.  

Better than ba 

The paramedic was fantastic with my mum, making her laugh and taking her mind off feeling unwell. He was really 
thorough and arrived promptly  

Paramedics were absolutely amazing  

The care my husband received was exceptional 

 The two Ambulance crew members were very helpful and polite .I couldn't praise highly enough . 

The ambulance crew were brilliant, they looked after me and put my mind at ease throughout. 

The response was rapid and the 2 paramedics were brilliant and very reassuring. I was so impressed! 

Swift, efficient and professional. 

Very prompt very efficient and very professional. 

Very understanding, friendly and professional. 

Very kind and made me feel safe. 

Very friendly and efficient. 

I was so pleased to see them as I was in pain. 

Very professional and I was extremely grateful. 

Very quick attendance time, lovely staff with great care. 

Because of ambulance staff. 

Rapid team responded first and were able to manage the problem with my health whilst ambulance waiting. 

Paramedics very good. 

The service was prompt and staff very helpful. 

The ambulance arrived in minutes. 

Crews are mostly caring. 

Nothing to do with the ambulance service. The length of time waiting in the ambulance at the hospital before being 
admitted. 

They were truly very friendly and helpful and immediately feet at ease. 



 

There was a delay in answering due to demand but once I made contact they responded to my need. 

Very calm. Made both the patient (my brother) my ourselves relax. Appread to be very professional. 

The service I was given was fantastic both times. 

To show how important and wonderful the NHS ambulance service is at all times. 

I am an amputee and use a wheelchair. On Saturday 14th Feb I telephoned 999 because I was gasping for breath. I 
was on the phone for maybe 15 mins and the gasping eased. The operator told me to see my doctor on Monday 
which I did. I was given lanzaprole pills. On Saturday 20th Feb I called 111 and they called a doctor who dialled 999 
and I was taken to cramlington with suspected heart failure. The paramedics were good and they told me I should 
have been admitted to hospital on 14th. I was in the hospital for 3 days. 

Very friendly, helpful. 

The whole experience was well organised. 

Because they arrived promptly and were very professional and put me at my ease. 

Excellent, could not fault the operator or the ambulance men. 

Took charge got patient to hospital. 

Prompt and no fuss. 

Family made the call, cheerful, caring, very professional paramedics. 

Speedy response and caring staff. 

The 999 service was very prompt with lovely staff. 

because I had a heart attack and they were prompt. 

I found the paramedics very efficient and caring. 

They were quick and I was very reassured when they came. 

Friendly and also explained everything  

 

Anything we could have done better? 
 

The only reservation was the time it took for the Ambulance arrival in, what at the time, I felt was a life threatening 
situation. I am aware that a range of circumstances do not always make for a rapid response and also that the 
perceived time of arrival from a patients perspective is sometimes incorrect. Our best estimate was that the arrival 
took 35-40 mins when I was actively suffering a heart attack. This is not a criticism or complaint just an observation 
to aid your feedback process. 

It took a little while for the ambulance to arrive and it didn't have all the equipment necessary for the accident so a 
second ambulance was required 

I understand that people with heart attacks have priority over a broken leg.  It would have been nicer if I hadn't to lie 
on the floor so long. 

I have had to use the ambulance emergency services quite a few times over the course of the last couple of 
months. Every time the ambulance crew turned up very quickly and treatment my husband with the utmost respect. 

I’ve had to phone either 111 or 999 a few times over the last few times and  the never ending message about Covid 
which you have to listen to every time 

Maybe hand out contact details for hospital - due to covid it wasn't possible for me to accompany her 

Possibly quicker response but I understand there is a great stain on the NHS due to COVID  

Nothing 100%There for you 

Couldnt have done any better 

They went above and beyond to get her seen quick in hospital  

Crew were spot on, brilliant. 

Could of answered phone quicker if it was a life threatening situation the person I was calling about could of died 
and it took over 10 minutes for you to answer  

We had no issues at all with the service 

They were 100% professional, kind and courteous.  

Not to have to repeat everything over and over when the person is in pain  

Arrived a lot sooner  

Send the ambulance while getting the information  



 

Got the fast response to me  

Been quicker 

Nothing! Maybe suggesting I take a small bag of things like toothbrush as it would help if I stayed in. I did. 

We waited a while but obviously not down to the team. 

Quicker response. 

Quicker arrival would have been better but understand they are busy 

At times the delay can be worrying if condition eg blood/oxygen levels drop to a dangerous level 

Couldn't fault the response care and understanding that day 

I think everything was done to highest standards 

Well one of them was a bit bossy - telling me I had a low pain threshold when basically I was finding it hard to 
breathe  

Arrived sooner 

It would have been less stressful for me if I could have gone with him, but because of covid I understand completely  

Improve timescale to enable people not to be in pain for 5 hours  

Arrived earlier  

Assistance to ambulance.. Was a bit unsteady 

There were worrying delays when ringing back just moments after a first call. They could have been vital moments. 
When someone has given all details once they should be fast tracked when ringing back.  

Havent got any complaints bout anything  

When I phoned for an ambulance the third time I explained my son was having a cluster of seizures and I'd given 
him Buccolam. I said I was told by the hospital to phone an ambulance after giving him it. He was still having 
seizures whilst I was talking to the handler. She asked to speak to him and he was able to have a conversation. My 
son can talk ok in-between seizures but then he can suddenly start to have one again. They can last 30 secs to a 
few mins. When he goes into a cluster they can happen every few mins. Luckily the rescue medication worked 
unlike the last 2 times he'd been given it in the ambulance on the way to hospital. So i wasn't overly concerned as 
the seizures had stopped and I was using a finger monitor to check his heart rate. A paramedic phoned about an 
hour after I'd phoned 999. By then my son was fast asleep. Why I've mentioned it was when the ambulance crew 
arrived they were surprised we weren't more of a priority. They said especially since he was having seizures whilst I 
was on the phone to 999. I couldn't fault any if the ambulance crew I've met over the past month. 

I find overcoming the fact some our residents are residents are non verbal an obstacle. 

They were very efficient and examined my leg and took me to the memorial 

Was a little delay but was explained  

You could have Reassured distressed family member. Treated me with compassion & not like a nuisance. Not 
judged me or my circumstances, none of that should matter. Not expect a layperson to know what, to a medical 
professional counts as serious swelling. I was struggling to talk & couldn’t eat/drink. To me that’s serious. Don’t 
assume someone is drunk just because they’re behaving strangely. Try & allay someone’s fears instead of 
dismissing them. What they found on arrival may not have been as serious as they anticipated but I’m sure this 
wasn’t the first time. It wasn’t MY decision to send 2 ambulances. I’m 57 years old & this was my first experience of 
an ambulance attending to me. I don’t call them for fun. 

Attitude was awful. No respect, compassion, empathy or reassurance, for myself or family member who was v 
distressed. I would go so far as to say patronising & rude. Two of them did have a good chat & laugh right outside 
my open front door though. She recommended hospital, I refused, mainly because of how she made me feel. I’d 
had enough. I just wanted them gone. If their aim was to make me never want to call for help then well done, A+.I 
have replied once already, but opted not to be contacted. The more well I feel however, the more angry I am, so I’m 
replying again & will select the option to be contacted in the hope that you do. 

Highest standard was attained so nothing could top it  

Promoter arrival 

Recommend giving some of your staff training in people skills 

The gentleman which came where amazing so couldn’t say anything. Perfect response  

Would of liked them to tell me they were taking my partner to hospital as they sat at front door for ages then just 
drove away. 

To treat other healthcare professionals with more respect  

I felt very worried with the time given as possibly 2 hours, however the ambulance arrived within 20 minutes.  

They need to be trained in mental health or have some knowledge in mental health 

They been very good could not be better   



 

Not take 6 hours to turn up  

How can we improve a service that is 100% brilliant in every thing they do.  

Thought my dad was having a stroke. Lots of questions but they then tried to ask some of the same questions to 
him. I was a bit concerned this was wasting time if a full stroke was happening  

Things were done just fine according to me and my wife..thanks 

They were busy didn't come for 4 hours I rang for her mother t come she was at shops I went home then otherwise 
I would of stopped ther for 4 hrs waiting  

Staff where very friendly no changes required  

Got there quicker 

This was a new experience so couldn't compare. 

It took a long time for the ambulance, this could have been a heart attack. 

The service I received was outstanding. Thank you to all your staff. 

Air suspension, country roads. 
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