
 

999 Ambulance (Unscheduled Care)  

See and Convey - taken to hospital 

Patient Survey Feedback  

  Month: April 2021 

 
96.5% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

Really good crews that know what they are doing. Very efficient. 
 

I’ve got to say honestly I don’t think anything could’ve been doing any better absolutely 
full marks to the service. 

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

 

  I was made to feel relaxed and calm, when I was petrified, the crew where amazing 

 

I’ve got to say honestly, I don’t think anything could’ve been doing any better absolutely 
full marks to the service  

 
 

Negative   
free text 

comments 

Had to wait ages and didn't get no pain relief or proper help just questions of me and 
health  
 

The crew that turned up were not normal paramedics and they were both rude and 
unsympathetic I was quite shocked. Very judgemental of the situation without knowing the 
facts. 
 

Not so many questions when giving information 

 

Number of responses 

Online 27  

Total: 

366 

 

Print 74 

Text 265 

 

  



 

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) 353 96.4% +0.3 

Very good 309 84.4% -1.3 

Good 44 12.0% +2 

Neither good nor poor 4 1.1% +1.6 

Poor 2 0.5% -0.9 

Very poor 6 1.6% +0.9 

Don't Know 1 0.3% +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 

%
 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 96.4% 2.2% 366 309 44 4 2 6 0 

County Durham CCG 95.9% 1.6% 123 97 21 2 0 2 0 

Newcastle Gateshead CCG 100.0% 0.0% 60 52 8 0 0 0 0 

North Tyneside CCG 89.5% 5.3% 19 16 1 1 0 1 0 

Northumberland CCG 100.0% 0.0% 24 20 4 0 0 0 0 

South Tyneside CCG 94.7% 0.0% 19 17 1 1 0 0 0 

Sunderland CCG 100.0% 0.0% 28 24 4 0 0 0 0 

Tees valley CCG 92.3% 7.7% 65 56 4 0 2 3 0 

CCG unknown  100.0% 0.0% 28 27 1 0 0 0 0 

Results by Cluster  

Cluster name  
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Total 96.4% 2.2% 366 309 44 4 2 6 0 

Alnwick 100.0% 0.0% 9 9 0 0 0 0 0 

Backworth 94.7% 5.3% 19 14 4 0 0 1 0 

Bishop Auckland 97.4% 0.0% 39 30 8 0 0 0 0 

Blucher 100.0% 0.0% 21 21 0 0 0 0 0 

Coulby 93.8% 6.3% 16 15 0 0 0 1 0 

Cramlington 94.4% 0.0% 18 15 2 1 0 0 0 

Hartlepool 100.0% 0.0% 17 16 1 0 0 0 0 

Lanchester Road 95.6% 1.5% 68 54 11 2 0 1 0 

Monkton 100.0% 0.0% 25 22 3 0 0 0 0 

No Cluster 96.2% 2.9% 105 88 13 1 1 2 0 

Pallion 100.0% 0.0% 14 12 2 0 0 0 0 

Stockton 86.7% 13.3% 15 13 0 0 1 1 0 



 

Free text comments  

Very courteous and helpful  

Prompt response, fully explained expected wait time and why, telephone call to assess and reiterate wait time, crew 
arrived sooner than expected and were exceptionally caring and understanding  

The Ambulance Crew arrived promptly for my Nana who had had a stroke. They were friendly and helped calm my 
Nana down and make her feel comfortable. The helped reassure my Nana who was very worried about having to go 
into hospital alone.  

A very capable and considerate Paramedic attended my husband within minutes of my 999 call.  Transfer to an 
ambulance and journey was made by a further 2 paramedics, so very reassuring, calm and caring in a stressful 
situation. 

Excellent service, knew what I was talking about extremely well trained 

Came promptly treat patient at scene then took them to hospital 

They were very helpful and kept us informed of everything they were doing. Very professional and polite. 

I had a very frightening asthma attack and all the paramedics remained calm and helped me calm down  

The ambulance service treated me with respect better than my own gp were very quick and caring  

Quick to respond, assessed the situation and took care with my wife to minimise discomfort & pain. 

Medics were professional and compassionate  

Did not have to wait long for ambulance, but process with call handler was rather long winded. Crew were fantastic, 
very friendly, calming and reassuring  

Precise action very informative .re assuring me every step of the way. 

Very prompt, gave me a giggle when feeling in a lot of pain, however that might of been the laughing gas too! No 
very lovely people and caring and no judgment and stayed with me until I got settled in. Thank you so much  

The person we spoke to was very polite and stayed on the line until the ambulance arrived. 

The service was brilliant, could not have asked for better , the lady got an ambulance sent out quickly to my 5 year 
old who was having breathing difficulties and the ambulance crew was fantastic with my son  

Really excellent support and service. 

People management excellent. Caring and reassuring. 

Fast and caring and understanding service received  

Quick service was here within 5 minutes very thorough and professional felt like I was in safe hands 

The ambulance service is there when we need them especially with this covid going on and they should have more 
pay because they deserve it  

Saved my life  

paramedics weren't able to gain access on own 

Excellent professional ambulance crew 

Fantastic staff and quick response  

Excellent service by very professional crews  

My call was dealt with very efficiently and calmly 

The paramedics that arrived were fantastic and polite we couldn't have dealt with better people.  

I received great care and help in time of need. 

I was made to feel relaxed and calm, when I was petrified, the crew where amazing  

The woman was very clear and calm to me  

Very professional and explained what was going to happen  

Friendly and helpful staff  

Prompt, polite service. Gave explanation for all checks given. Had confidence that my husband was in good hands.  

The call was answered quickly. The questions were appropriate.  The handler listened to the responses. It did not 
feel like they had a script they had to go through. They explained how long the ambulance would be and asked if i 
had any other questions before ending the call. 

Very supportive on the phone, ambulance came within minutes  

The ambulance staff were efficient and helpful. The initial examination was performed excellently and the trip to 
hospital was easy. 

Very professional ladies and did their job efficiently  



 

The person on the phone was very calm, professional and reassuring which helped me remain calm. The 
paramedics who came were absolutely lovely and couldn’t do enough for us.  

The crew were fantastic 

Quick response Professional courteous Attendees  

Knowledgeable staff member who answered my call, professional manner and quickly dispatched emergency 
ambulance. 

Very caring and efficient 

Very prompt response to help my daughter. Ambulance crew were absolutely lovely, brilliant with my daughter who 
was very distressed. They were calm and helped her to relax.  

Fantastic paramedics, did all they could to help my daughter with the horrific pain she was having, thanks guys 

Turned up within 10 mins and made my 91 year old father so comfortable and relaxed. Brilliant service 👍🏻 

The ambulance was there in minutes to attend my husband.. they were fabulous with a man who can’t communicate  

Made me feel very comfortable 

Attended promptly, staff were lovely, excellent patient care given, gave clear explanations what and why they were 
doing . 

They where fast polite and helpful  

Swift and professional service  

Turned up in plenty of time for appointment 

Really good crews that know what they are doing. Very efficient.  

The crew were prompt and very caring and supportive towards my 4 year old autistic son. They were reassuring 
and helped to keep me calm and my son calm.Very good service from the 2 ambulance crew!  

Although the wait was long, the callers kept updating on progress due to demand  

Very friendly paramedics, calm, thorough, chatty. Put me at ease straight away.  

Operator spoke clearly and calmly, and ambulance came quickly 

They were so quick and great. They sorted the  problem. 

They were great with my dad  

Quick and helpful and calm  

The ambulance personnel where helpful and very polite.  

I called 999 because I was in so much pain and need urgent help. I was answered by a caring member of staff who 
was calming caring and very considerate., and after the immediate initial talk, I was reassured help was on its way. I 
was advised to call back if my symptoms worsened. These people are fantastic I couldn’t praise them enough. The 
ambulance crew were absolutely amazing  

Call handled promptly professionally 

Arrived in less than ten minutes very professional and excellent service  

Quick efficient service, reassuring in the hard time. When we call 999 it can feel like the end of the world, the 
friendly operators and paramedics make it easier for everyone. 

The ambulance wait time was short. The paramedic listened and responded to the situation in a highly professional 
way. 

Excellent and so amazing well  trained with hearts of gold 

From my initial call and when the paramedics arrived there was nothing but understanding, support and 
consideration. 

Quick professional service 

Excellent service, 

I would have put very good but I felt I was kept on the phone too long with some unnecessary questions whilst my 
mother in law was struggling to breathe and appeared to be having a stroke as we spoke.  

Had to wait ages and didn't get no pain relief or proper help just questions of me and health 

The paramedics were friendly, polite, easy to talk to and overall seemed very down to earth. 

Was very thorough 

The ambulance arrived within few minutes and the staff were very nice  

Lovely paramedics  

Prompt service and excellent staff. 

Call handler was very helpful. Ambulance crew were fast to arrive. 

Arrived earlier than expected, were very pleasant and performed their work very efficiently and with good humour. 



 

Very fast response crew member excellent  

Call taker was very friendly, clear and patient.  Paramedics very nice and very quick 

Arrived very quickly 

They were very prompt and courteous  

Service was quick and excellent. Staff were professional and helpful 

All 3 women paramedics were amazing. Very reassuring and calming  

Ambulance crew were very knowledgeable and understanding  

Very efficient, skilled & understanding. 

Speed and knowledge 

Very good and calming n caring  

Professional service 

Prompt and friendly service from both paramedics nicest people I don’t want to call to often but glad they’re on hand 
when you need them          The public or those who decide on what rise they should get don’t realise how vital these 
people are  thank you  

The two guys found the right level to talk to my daughter, who has autism and was refusing to let me take her 

Yes it was clipper paramedic that I told her not to carry out the procedure that the doctor has said its to risky to do at 
home I have asked in the past for this to be done at home and no one in the community does this as it is deemed to 
risky. but this person done this on the ambulance and it caused the heart rate to high she got away with it this time 
but the next person may not be so lucky  

Very impressed with the paramedics both were excellent. Together with their experience and personality it made 
things pleasurable. 

So the ambulance team could get to the patient asap 

Suspected stroke 

I was accompanying another person in the ambulance & their care & attention was excellent 

The crew where caring and very professional  

Very helpful knowledgeable and friendly 

Brilliant people and excellent health service in the world paramedics where 100% brilliant people  

The operator was very polite & helpful. The ambulance arrived quickly & the paramedics where very friendly but 
professional.  

Quick and extremely professional  

From the minute I placed the 999 call I felt help was at hand.  My husband was in immense pain and the call 
handler was kind and clear in her instructions and questions.    When the crew arrived they were polite, friendly and 
very professional.   It was a great reassurance to have them there, the treatment they gave my husband was 
exceptional.   They also kept me fully informed as to which hospital they were taking him too and a contact number.  
Just fantastic and we greatly appreciate it all.  

Because there arrive in 10 minutes or so 

With covid 19, under the present circumstances, the ambulance service is upside down ,I can't find any reason to 
refuse my carer from travelling with me, especially as I need  her to assist me in everything I do ,like wash me push 
me in wheelchair, I was refused assistance, and that was wrong. thanks 

They were very professional made me and my partner feel in safe hands. I was not in control of my breathing and 
my partner needed so much reassurance.. just well done..  

Very caring and professional. Very much appreciated as they are over worked and underpaid and do a brilliant job 

Response and phone advice very good also crew very good  

The staff were brilliant with my son and were very re assuring with me.  

Arrived within 15mins, excellent medics told me what they were doing, in a worrying situation they kept me relaxed, 
I knew I was in safe hands. 

The team arrived within 12 minutes and were very kindly and thorough. They reassured everyone involved and had 
a calming influence on a very stressful situation.  

Quick, helped me so much, explained what was happening to me. Gave me pain relief. Excellent 

I was refused an ambulance for my 89 year old dad,whom was very I'll. 

Very straightforward patient assessment by phone and unbelievably fast response by attending team. 

I phoned 111, n it was this service that called an ambulance for me, they were concerned that I was having heart 
problems,  

Very responsive and professional  



 

Arrived really quickly, reassured me and did all the checks. 

Excellent telephone manner, approachable friendly, professional crew with great bedside presence.  

Very good clarity  

Arrived within twenty mins, very professional  

Paramedics were marvellous  

Both paramedics were so friendly and made me feel so comfortable and at ease  

From initial phone call to hospital admission everything was faultless 

It was a good wait time the ambiance people who came were excellent  

Very quick response, very polite and efficient in their treatment 

Crew were absolutely fantastic  

Excellent Service, very friendly crew and looked after my grandad really well 

Excellent in every respect: caring, professional, attentive.  

the paramedics that attended were very calm and so efficient. I was frightened and in a lot of pain, they helped me 
remain calm and they dealt with an awful situation perfectly. 

Ambulance arrived very quick after being called via 111 service. Paramedics were very professional and very polite.  

The woman on the phone was so comforting and the paramedic that arrived was outstanding and made myself and 
my parent feel at ease and helped my son and made him giggle even at his worst. 

An ambulance was sent out due to me having COVID and suffering from pain in ribs and my GP wouldn’t see me! 
The paramedics were fantastic went above and beyond too help me! 

quick response and great attitude of ambulance staff 

Genuinely caring and helpful. Thought about long term help not just immediate 

Staff compassionate and professional  

Initial guy was very quiet, didn’t put patient at ease. 

Call handler was calm, confident asked all the appropriate questions and got the ambulance out ASAP 

The paramedics were very quick to respond and provided excellent professional care. They were very thorough in 
their testing and had a very calm and friendly manner. A credit to the profession  

The initial assessment was well done, the updates on arrival times and arrangements was great and the two people 
who turned up were wonderful 

Because they came within 15 mins I was in a lot of pain, and were very helpful  

Everything was very good couldn’t appreciate it more. 

Looked after me very well came very fast and cleaned me up and put bandages on my cuts then took me to hospital  

Understood exactly what the problem was and got an ambulance ASAP  

Great friendly and arrived so quickly 

Professionalism, speed of response  

My initial call was cut off so I had to call back  

Timely and rapid response and appropriate treatment initiated 

The ambulance crew came very promptly within 5-10 minutes Tues. 

You didn't answer the last one i took time to answer and had a very serious concerns about the crew that didn't do 
as they are supposed to.  

Having chest pain I was a little concerned about the response time 

The response was quicker than I expected. The crew inspired confidence in me in their handling the situation. 

Personnel were professional and courteous  

The person who took my 999 call didn’t appear to be listening very closely to the details of what I was saying. 
However, the ambulance team were brilliant when they arrived.  

Understanding and professional  

Fast response and always reliable and always supportive 

The crew were excellent and very  reassuring at this distressing time . Thankyou. 

Fabulous service and caring devoted paramedics 

This call out was good however the ambulance that was dispatched the day before was very poor.  The paramedics 
attitude was not acceptable and he should be re educated 

Quick response to help my friend. Very professional and observed social distancing.  

Very careful when getting me in ambulance  



 

Fast on arrival and understanding helpful and friendly caring friendly  

Excellent work from the Ambulance service  

The responder was very good  

From ringing 999 to the paramedics turning up the service was outstanding! All staff were courteous, friendly, 
helpful and professional from start to finish 

The ambulance crews are always lovely. Go above and beyond. Shame STDH weren’t the same with there 
patients. Ive rang a few times as my mam is poorly i cant fault the ambulance crew there amazing people 

Very quick , very helpful and friendly . Couldn’t fault the service  

Very quick response- less than 50 mins. Very thorough testing on my partner of 86. With the high temperature and 
delirium, the decision was made to take him to A and E. 

Really quick response time, calm and professional in the situation, and the paramedic followed up in hospital which 
was a really nice touch because we could not accompany him 

They were very helpful and I  felt very comfortable  

It didn't take long for the medics to come and when they did they made sure I was quite safe before they left, they 
were with me for quite a while 

The young men who picked me up in the ambulance went above and beyond to help me to relax & took really good 
care of me. I wish I could thank them in person. 

The service is absolutely fantastic the operators are great talk you through everything keep you calm and the 
ambulance crew are always helpful when they arrive as well you are doing a fantastic job  

Lovely people  

It’s a good feeling knowing you have a great service like this to rely on when your very sick and need some help 

I was recently taken to South Ttyneside hospital and I told them everything and I was told I was fine I waited for 
medication and I was told that I was fine and I'm not as I have to go to Newcastle for treatment  

The service was fantastic from my home to the hospital All the staff looked after me very caring 

From calling 999, to the arrival of the paramedics, was excellent 

From the telephone conversation to the paramedic arriving and being taken to hospital the service was outstanding  

Faultless! 

They were out in less than 20 mins and worked hard on my husband. 

They were very caring and kind and made us feel less worried. 

Good service. Very prompt and professional. 

All of the paramedics take time and care to keep patients informed of what they are doing. 

The service was first class. Prompt, caring, pleasant and informative. 

Didn't want to go to hospital. 

The insistence of the staff on the course of treatment recommended was excellent. 

Couldn't fault the ambulance people who attended me. Very polite and took good care with me. 

Ambulance staff. Very caring and professional. 

When someone is ill and need help. It's so good to see an ambulance. 

The service was excellent what I received. Thanks. 

Excellent service. 

Unable to answer all the questions due to dementia. 

Ambulance staff were excellent, didn't have to wait long, treatment was effective, everything was well explained, 
medical staff understood my condition well. 

Staff (paramedics) were very helpful put me at ease and gave respect and reassurance. 

I was not always fully conscious. 

Were here quick and very attentive to put my mind at rest and calm me down. 

Everything was excellent as my mother of 90 had a fall and the ambulance men were brilliant took good care of her 
(and myself too). 

One hour is too long to wait. 

The prompt care and attention given was excellent. Reassuring, kind and gave the care needed in a professional 
way. 

Prompt service, ambulance staff were terrific demonstrating a confident approach which made me feel relaxed. 

Quick response. Knowledgeable staff who were very compassionate. To both me (the patient) and my wife. 

Because the service was very good. 



 

The crew were very careful with me as I had a broken foot and hip bone. 

Very prompt response. The team was so friendly and put me at my ease. They carried out checks quickly and 
professionally. 

All my wifes questions were answered and they made her feel at ease 10/10. 

First class service. 

Had not long to wait 2 people very nice. 

Good at seeing both to me and my disabled wife who needs 24 hr care. 

There very good experience of the service. 

Crew were professional and caring. 

Caring professional paramedics. 

The paramedics were very friendly and helpful. 

The paramedics were very good. 

The ambulance crew was very kind to me and explained everything that was wrong with me at that time. 

Very good. 

Responded quickly. Staff were professional, thoughtful, pleasant, polite, caring and respectful. 

Reassuring. 

Nice and polite. Make you relax and calm down. Help you as much as possible. Nothing seemed to be any trouble 
them. 

They were kind, helpful and thorough in their job. 

Only waited 1hr. 3 staff attended. Efficient, helpful and carried me downstairs in a chair without fuss or complaint. 

Quick to respond. The crew were understanding and put me at ease. 

Prompt response, crew were polite and friendly. 

Everybody was so helpful. 

Prompt, professional service. 

I have used your services frequently due to an ongoing medical needs I have. 

I didn't have to wait long. 

The team were brilliant, nothing was a problem, made me feel at ease a very smooth journey. 

I am filling this in on behalf of *** ***** my husband as I called the ambulance. 

Quick helpful kind. 

Prompt response. Good service. 

The ambulance team were very professional and reassuring. 

The response I got was quick and the subsequent paramedics were excellent. 

Because they were so quick and very good when they arrived. 

The phone was picked up right away and I was told when the ambulance was coming. 

Quick response, sensible questions. 

I found the 2 teams very caring and compassionate and very knowledgeable about their job. Both emergency 
admissions I had a short wait time for ambulance to arrive. 

Efficient, speedy and reassuring. 

Helpful and professional, even though we had called the wrong no. 

I gave my answer because that's how I felt about the service. 

The ambulance men were very calm and in control so I felt very safe. 

 

Anything we could have done better? 
 

Less lengthy process with call handler 

Made them the nurses to deal with me??  

You have done a lot and the staff for people and the abuse they do not need it  

Allowing to get the kids pram in the ambulance so it has been easier during the circumstances. 

Less waiting time for the ambulance  



 

Would have liked to have gone with them to hospital, but understand under current circumstances this was not 
possible.  

Maybe strapped me to a chair and lifted me down the steps rather than expect me to hop down them 

All was handled well given the extremity of the situation 

Waiting time could be improved  

Employ more woman  

Less time on the phone initially  

be nicer and have a better attitude  

More staff and ambulance service on road to help with high demands of 999calls 

Response time could have been quicker 

Yes use NHS trained paramedics and not someone a bee's as they don't follow the same rules wee use the 
ambulance service often and don't object or complain about you using contract one but let it be in the right ways.  

Waiting times for ambulance  

You should have understood my needs, and granted them, I can't operate without a carer. 

999 operator asked far too many questions. Ridiculous questions. As they were aware, I was sitting in the middle of 
the road asked me if I was able to "read and write" as if I had pen and paper available  

Be on time phone 999 8 30pm did not come till 2 30 am lost my Nancy very poor  

If you had more money you could increase the amount of teams available 

Before hand was very thorough BUT he was brought home at about 2.30am. No medics met with me to discuss 
findings. I had no idea about any test or any clues as to his medical problem or what I do next. Greatly worrying. 

I honestly don't think that they could have done anything better 

Listening properly  

Get there sooner. 

My return trip after 24 hours care in RVI I sat about for many hours to be brought home. 

Too many people asking the same questions, 999 then co-ordinator when rung back, then crew when arrived then 
hospital staff. 

Give me some morphine for pain. 

Report run date: 14.05.21, 11.00hrs 


