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96.7% 

Very good or good overall 
experience of the service 

Free text comments 

 
 

Positive  
free text 

comments 

Friendly drivers who know how to treat the people they are in charge. 

They were polite, caring, understanding and took time to talk to me and my carer. 

The staff were friendly and very helpful and made the journey easy to deal with. 

 

Negative   
free text 

comments 

Arriving late for appointments. 

 

 
To cut the waiting time. 
 

 
Would have been better if taxi had arrived sooner to take me home. 
 
 

 

Number of responses 

Online 10 Total: 

153 Print 143 

 

  



 

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) 148 96.7% +3.7 

Very good 124 81.0% -1.6 

Good 24 15.7% +5.3 

Neither good nor poor 3 2.0% -1.5 

Poor 1 0.7% -1.1 

Very poor 1 0.7% -1.1 

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 96.7% 1.3% 153 124 24 3 1 1 0 

County Durham CCG 100.0% 0.0% 42 37 5 0 0 0 0 

Newcastle Gateshead CCG 88.9% 11.1% 9 7 1 0 1 0 0 

North Tyneside CCG 100.0% 0.0% 12 10 2 0 0 0 0 

Northumberland CCG 96.3% 0.0% 27 21 5 1 0 0 0 

South Tyneside CCG 100.0% 0.0% 1 1 0 0 0 0 0 

Sunderland CCG 100.0% 0.0% 3 3 0 0 0 0 0 

Tees valley CCG 93.9% 2.0% 49 36 10 2 0 1 0 

CCG unknown  100.0% 0.0% 10 9 1 0 0 0 0 

 

Free text comments  

Because I'm very thank full for all they have done to get me to hospital and Back. 

The transport arrived in time to take me for my appointment. The driver was courteous and very helpful as I am 
disabled. 

Only problem was the waiting time for the return journey. 

Very helpful, very polite and clean. 

Everything went well from beginning to end. 

The staff on the ambulance both going to and coming from hospital were caring and considerate. Excellent! 

No complaints at all. 

Because it was. 

Always nice and polite. 

Prompt. Caring attitude of staff. Comfortable transport both ways. 

Journey to RVI, different drivers both pleasant, polite and very attentive. 

Very satisfied with service. 

It was on time, the driver was pleasant and got me to my appointment well on time. 

Driver was efficient, security cautious and pleasant and helpful. 

Friendly drivers who know how to treat the people they are in charge. 

I have nothing but praise for the treatment I received. 

Everything satisfactory. 

Drivers are very helpful. 

No complain, drivers very nice and helpful. 



 

Paramedics make you feel special - nothing is too much trouble. They were great. 

The driver was very helpful. 

To help you. 

Everything went smoothly. Driver was helpful, friendly, cheerful. No worries or stress. Excellent. 

Taxi arrived on time for appointment. Driver very helpful. 

They were polite, caring, understanding and took time to talk to me and my carer. 

Ambulance staff very good considering back streets were thick of snow. Got picked up 15 mins before due 
appointment. 

Staff very caring and friendly. 

They were happy, friendly. 

A very helpful driver who showed compassion and care to me. 

Because you can not get through to them Always Busy. 

Comfortable, helpful, on time 

The staff were friendly and very helpful and made the journey easy to deal with.  

the service provided is excellent, however the call handler **** is rude and not very helpful 

Please to support the team 

Always on time and very polite and helpful. 

Previously used service whilst on dialysis as well as other appointments. Service is brilliant and drivers excellent 
and friendly. 

Really pleased with the service very helpful and pleasant I find. 

Staff look after me and took me to my appointment on time. 

I can't complain at all about any part of the journey. 

They were very good. 

The ambulance car arrived at the appointed time to go to A&E. On return journey had an hour wait. 

Driver very pleasant and very helpful. 

Kind and sympathetic. 

Used it 3 times a week, for visits to hospital for dialysis that's 6 times isn't it there and back, so I depend on it. 

Punctual efficient. 

Very good overall via staff and timing. 

Reliable pleasant and very helpful. 

Very helpful, got me to hospital on time. 

Staff always helpful and cheerful. 

Kind and caring. Looked after me very well. 

Because it is the truth. 

Excellent service always on time. 

The gentlemen were super fabulous. 

Always courteous and respectful. 

Arrived giving time to arrive at hospital in time for my appointment. No worry or concern about being on time. 

Brilliant service. 

I am in a wheelchair and they were very helpful. 

I had to get my own transport have an operation stay overnight also pay both ways. 

Each time I use the service I get total respect from drivers. 

It was generally good, but on movement downstairs on stairlift, my mans feet came off stairlift footplate and trapped 
her feet between plate and stairs causing bad bruising to both feet. 

Ambulance staff friendly good service. 

I was left a few times with no lift and had to pay for a taxi home and when they aid turned up and they left me twice 
waiting 2 hours to get home or to hospital. 

A prompt, caring and comforting service. 

Private car going good, waited 1 hour for same coming back he said he had been all over hospital looking for me so 
lack of info somewhere down the line!! But actual ambulance service, people excellent. 



 

Arriving late for appointments. 

They are all considerate my mobility is very poor they go out of their way to help me as much as they can. 

The ambulance crew are always caring and attentive. Pleasant and efficient the very best. 

4 times out of 5 hardly any waiting time. Polite, happy helpful staff. 

My name is ******* ******, ** ***** ******. I gave my answer because you look after me and used it for years with my 
wife. 

Very good, all round service. 

I have always had good service. 

I have nothing but praise for the people who run me about. 

Reliable. 

On time courteous friendly caring. 

Clean tidy polite helpful. 

You asked. 

Drivers are excellent and very helpful and cheerful which is always helpful. 

Very helpful drivers. 

Impressed by the service. 

A minibus type vehicle which was not suitable. I am a large person and wheelchair on board not suitable. 

Mary was told unable to have carer travel with her and is wheelchair bound. 

Did their job. 

Drivers very kind and helpful. 

They are good and helpful. 

He was very good and helpful. 

Without this transport I wouldn't be able to get to my appointments. 

On time to pick us up and take us home. Pleasant man. 

Couldn't fault it. Crew were very good. 

The drivers are always lovely and very polite. 

Because it's time. 

The ambulance or can was always able to reasonable time and all the staff on them time efficient and pleasant. 

They are very helpful and nothing is any better for them. 

Said he had knocked on my door, which was not true, I live 6 floors up and you have to ring to access entry which 
rings in my home. 

Very good and helpful, very friendly and polite. 

I travel to hospital 3 times per week. And I appreciate all the effort to take us there and back. 

Courteous. Caring. 

The service you provided was very good and the drivers were excellent. 

Just because it's true. 

I can't walk by myself the men helped me out the door and then got a wheelchair and took to the department. 

The staff were very professional, friendly and helpful. 

Stress free service. 

Extremely happy with service. 

I gave the answer already. 

The crew were very pleasant and helpful. 

Great service. Very friendly. 

Always very pleasant crew who really take care of you. 

It is very good. 

They look after us. 

I couldn't manage without it. Drivers and staff are so helpful and very caring, polite and patient. 

Everything has on time minimum waiting time for return to home. 

I couldn't have gone to hospital on my own. 



 

Always polite and respectful give assistance. 

 

Anything we could have done better?  

To cut the waiting time. 

Would have been better if taxi had arrived sooner to take me home. 

Patient could have been monitored whilst being transported downstairs. 

Pick up on time for appointment. 

As I'm always ready - I'm not happy with the ready 2 hours before rule. I don't sleep well if appointment is for 8 to be 
ready for 6am is a bit much! I had to request a later app on more than one occasion. 

Better upbringing on ambulance - painful "bounces" on poorly surfaced roads. 

Getting from my bed to outside my home was extremely painful it would of helped being offered help: to the vehicle. 
I have now had a home visit to discuss future needs. 

All carers to travel with vulnerable people. 

With my health issues time was an issue. Quicker time would be better. 
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