
 

999 Ambulance (Unscheduled Care)  

See and Convey - taken to hospital 

Patient Survey Feedback  

  Month: May 2021 

 
92.5% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

The paramedic was brilliant at his job. They saved my husbands life, although they 
did not know that at the time. 

There were very quick in response to my call ,also the 2 ladies were  very good with 
my elderly father 

Nothing could of been improved as excellent care and attention was received. 

 
 

Negative   
free text 

comments 

We were told it could take two hours, and that’s not what you want to hear 

I felt as if the crew did not believe me that I was Ill I still am, I am in lots of pain 

Ambulance staff could have bit more nicer my partner was agony and had water 
retention which he didn't know he was originally told it's was side affects of cancer 
treatment 

 

Number of responses 

Online 29  

Total: 

385 

 

Print 20 

Text 336 

 

  



 

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) 356 92.5% -4.0 

Very good 304 79.0% -5.5 

Good 52 13.5% +1.5 

Neither good nor poor 12 3.1% +2.0 

Poor 11 2.9% +2.3 

Very poor 6 1.6% 0 

Don't Know 0 0.0% -0.3 

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 92.5% 4.4% 385 304 52 12 11 6 0 

County Durham CCG 90.0% 4.3% 70 50 13 4 2 1 0 

Newcastle Gateshead CCG 95.2% 0.0% 63 50 10 3 0 0 0 

North Tyneside CCG 100.0% 0.0% 39 37 2 0 0 0 0 

Northumberland CCG 93.0% 3.5% 57 45 8 2 2 0 0 

South Tyneside CCG 100.0% 0.0% 13 12 1 0 0 0 0 

Sunderland CCG 87.8% 10.2% 49 38 5 1 2 3 0 

Tees valley CCG 87.5% 10.9% 64 45 11 1 5 2 0 

CCG unknown  96.7% 0.0% 30 27 2 1 0 0 0 

Results by Cluster  

Cluster name  
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Total 92.5% 4.4% 385 304 52 12 11 6 0 

Alnwick 100.0% 0.0% 8 7 1 0 0 0 0 

Backworth 96.3% 0.0% 27 23 3 1 0 0 0 

Bishop Auckland 97.4% 0.0% 18 17 4 2 0 0 0 

Blucher 85.0% 5.0% 20 16 1 2 1 0 0 

Coulby 77.8% 16.7% 18 10 4 1 2 1 0 

Cramlington 97.8% 2.2% 46 39 6 0 1 0 0 

Hartlepool 87.5% 8.3% 24 15 6 1 1 1 0 

Lanchester Road 89.7% 3.4% 29 23 3 2 1 0 0 

Monkton 96.4% 3.6% 28 26 1 0 1 0 0 

No Cluster 93.6% 4.0% 125 99 18 3 2 3 0 

Pallion 92.0% 8.0% 25 20 3 0 1 1 0 

Stockton 91.7% 8.3% 12 9 2 0 1 0 0 



 

Free text comments  

Arrived  quickly & assessed me thoroughly 

Took ages to get out  

Called 111 when my father was taken ill with his breathing .... we got a very fast response within 10 minutes the 
crew called ***** CAME FROM THE ********STATION... really caring and  polite helping keep the situation calm . 
THE SERVICE THEY GIVE WAS 1000%  And we as a family would like to Thank them again for there service  A 
Credit  to North East Ambulance service Very grateful ******* family  

Polite, efficient and respectful in every aspect 

The ambulance came quickly and the technician and paramedic were professional and gave us confidence  

Well trained and understanding caring staff 

Waited five hours for an Ambulance  

Chest pain 

Quick response.  Delightful staff .  

Excellent service kept me calm during th call while I was panicking about my husband 

The ambulance arrived within 10 minutes the paramedics did a great job crossing the slippy rocks on the beach that 
I’d broken my foot on.. they were efficient explained everything were kind to my granddaughters and explained 
everything to my husband.. the coastguard took over until they had me in the ambulance whereupon the 
paramedics couldn't of done more for me before taking me to the hell hole that is Cramlington. Well done 
emergency services. 

The ambulance was there for my dad very quick and the crew made him feel at ease and we're very friendly  

They were very kind, non judgemental and calmed me down when I was in at Crisis point. I’m so grateful for that- as 
words can really stay with you when you’re that low. 

I would have put V.Good but had to wait outside for 2 hours for the ambulance to arrive once the Ambulance arrived 
i was given the best treatment. Dignity..Privacy was kept at all times. 

There were very quick in response to my call ,also the 2 ladies were  very good with my elderly father , 

Quick response time ,crew very nice n explained what was going to happen  

Because the concern the way they treated me so personally the way they never judge me the way they genuinely 
cared for me was amazing the level of attention and above all real care was truly special 

Polite adviser and kept me calm and told me what to do until the ambulance got there  

The switch board was very thorough maybe too much, seemed like ages before we spoke about the casualty. The 
ambulance crew were top notch, good manarism, caring, friendly, very professional. Thankyou 

It was for my aunt. And they were very good with her. 

We were kept informed of what was happening. The paramedics were amazing. They were so professional and 
treated my mum with utmost dignity 

The paramedic was brilliant at his job. They saved my husbands life, although they did not know that at the time.  

Swift response/arrival and 3 very personable paramedics.  

Very impressed  

Response time very quick. Staff very efficient and kept me informed of everything which they were doing. They 
assured me and kept me calm. 

Very prompt service with two lady Ambulance crew who were professional with a very caring and friendly manner 
which helped tremendously. All checks were made and the right type of transport was chose for my injury which 
made the journey to hospital comfortable with the option of painkiller if needed. I was observed all of the time and 
the two lady ambulance crew waited until I was admitted to hospital.  

We had to wait almost 2 hours for an ambulance for a 14 yr old child with a neck injury and numbness in arms and 
legs. Potential spinal injury. Child was laid on the cold ground for almost 2 hours waiting for professional treatment.  

A child with chest pain and struggling to breathe it took almost an hour for the ambulance to arrive 

Good rapid response 

Not too long a wait and they were very thorough and helpful 

Ambulance crew were very thorough in taking care of my husband  

The ambulance crew were first class guy's. CVery professional. But also very nice kind and thoughtful and caring 

The paramedics were pleasant and efficient 

They were very good although they were not going to take my mum to hospital, they did eventually and my mum 
had to be kept in for 6 days. 



 

Answered quickly, talked me though what to do and the signs to watch out for, very calming phone manner and 
seemed to actually care  

It was my first time ringing the number and was clearly very panicked and was guided well by the person I had 
phoned! They were clear and kind, couldn’t have asked for more  

There were very calm and understanding 

It was swift and got to hospital on time 

Excellent attitude and care and compassion of paramedics 

Really quick response  

Paramedics, polite, compassionate, knew what they were doing considering the situation. Told us exactly what and 
why they were doing. Lovely girls. 

They got me to the hospital. 

Quick response and diagnosis 

Very helpful  

Were very quick responses. Caring staff 

Crew was with us very quickly. They also had a student. They were very friendly and explained everything to us as 
they were working  

Fast and effective service 

Excellent attention from ****** crew no. *** on Friday 30th pm. Very kind and kept me informed as to what they were 
doing.  

The team of 2 plus a trainee were polite, obviously well trained - they new exactly what they were doing 

The call handler was very good and the paramedic who came to treat my elderly mother was excellent. Very 
professional, efficient and empathetic.  

Because of satisfaction 👌🏼💝 

Prompt efficient and courtiese  

I was absolutely terrified and they had me reassured and calm very quickly. They explained everything they had to 
do and why 

Brilliant paramedics thank you 

Chest pains  

I use the service alot and there is a big variation in the professional ability of the crews, interestingly talking to the 
crews they tend to be in a better frame of mind at the start of a shift than the end 

Had to wait over an hour for a 93 year old after she fell and hurt herself  

Response was excellent and timely crew were reassuring and confident and efficient in processing procedures 

The staff were first class polite, patient, carming and caring  

Quick and efficient  

Was made to feel comfortable, they reassured me when I felt embarrassed and helped me control my pain until I 
got to hospital.  

Come and helped as soon possible  

Call was very  supportive and  helpful  in dealing  with  problems of  patient.  

The service was very quick and ambulance crew brilliant they were very helpful got him to hospital quick  

My partner fell and broke their ankle in a location where it was not possible for me to get them to hospital. 

They turned out within half an hour and got me to hospital 

The paramedics were lovely but the wait time was atrocious  

Professional and knowledgeable paramedics that catered their approach to the patient.  

Rapid response when in dire need.Completed recovery of accident with kindness, courtesy and with their expert 
help! 

They were quick to come and made me feel at ease while attending to my sister who has special needs  

Helpful very good to understand and get what help they thought I needed at hospital, never had a problem with any 
time we’ve needed a ambulance  

Although the ambulance men were very police and efficient in problem solving having to move my mother in law 
who was laid in an awkward position aswell as being a good weight. What drops the service is when the ambulance 
man nearly dropped my mother in law on the floor after putting her on a board to put her on a stretcher. Me and my 
husband both panicked and told them to put her back on the floor and we had to grab some neighbours to carry her 
out along side one ambulance man and my husband 

I gave you that answer because I needed an ambulance quickly and they turned up faster than expected 



 

Ambulance arrived quickly and the two gentlemen took their time to assess the situation and calmed the patient in a 
relaxed, friendly but professional manner. 

Arrived very quickly. They were both very understanding and listened without making me feel foolish. They were 
both calm and calming.  

Fast efficient and professional service  

Very caring and made me feel very relaxed . 

The paramedics were amazing However, almost a two hour wait with severe heart pain, which was actually a heart 
attack, is a ridiculous amount of time to wait  

Staff failed to send my local hospital the xrays and documents 

They listened to my concerns, checked them out and were also concerned.  Took my Dad to hospital...he is feeling 
better, thank you x 

Quick arrival both guys very informative and personable and got my wife the help she needed!!  

Simply the consideration shown by the call handlers. Superb. 

Good 

Good professional service  

Very Happy with NEAS as well as the were very thorough with all their checks and procedures.  

Call handler was effecient and helpful  

Excellent skills. Knew their jobs so well. Brilliant communication skills with family and patient. Ensured the best 
approach and went above their role in the handover of their patient. An exceptional service 

Always pleasant and helpful and put one at ease 

The ambulance  man and woman were fabulous  with my son could  not have  better  

Waited 90 minutes in the road unable to move patient  

Very efficient  

Very helpful and though it was my husband that was I’ll they made me feel relaxed and more contented  they also 
took really good care of him and I am internally grateful  

Call answered promptly, operator very calm and attentive and listened carefully to me 

Waited seven hours for an Ambulance. 

Service and care we're really good 

Everything was done professionally  

Very calm professional person on the end of the phone 

I would.have said excellent as the crew.were second to none but the long wait, 2 hours made the experience worse 

I did not contact 999 as this must have been done by Care Connect who attended to my 91 year old mother who 
had a fall. However, I did talk to the nurse from NEAS who called to triage the call as the ambulance was 3 1/2 
hours late. I was also in attendance when the paramedic team arrived at my mother's property. I thought that they 
were very good. They did a full assessment including blood pressure, temperature, oxygen levels, pulse, ECG and 
blood sugar levels.  

Very friendly Very professionalVery thorough in diagnosis and investigation. 

Competent staff. Calm and thorough. Supportive and reassuring to me as patient and to my anxious husband. Kind 
and most pleasant 

Excellent care by the NEAS. The staff were professional, friendly, and a credit to the NHS.  

Incredibly fast response to 999 call On the scene within 3 minutes of the call 

Very please t not rushed examination excellent 

Ambulance  came very quickly. Paramedics very helpful 

Very prompt and very friendly service  

The service is excellent I realise that there is a high need to triage however the questions are  a little frustrating 
when someone is poorly 

They were very reassuring as I was very worried about my husband They made me feel a lot better They were very 
professional with his care  

Took 4 hours to respond and told us to take mum in the car even though she couldn’t stand  

Very rude woman from the call centre when I rang, took awhile for paramedics to get there (not the paramedics falt) 

Paramedic arrived 10 mins after call.  Friendly paramedic good bedside manner. Ambulance called by paramedic. 
Arrived fairly quickly.  

Very fast in getting to my address for my little boy . The paramedics were great with him and also helped me in my 
panic. 



 

Couldn't b administrated any pain relief because after 4 attempts the ambulance tech couldn't get my canular in I 
was in agony to the point I was vomiting got took to a n e where the nurse got my canula in straight away also had 
to wait 3 hours in agony rolling around the floor for a ambulance  

Very prompt to answer and kept us nice and calm through your call 

Prompt service 

They answer straight away the ambulance came with in 5 minutes and they were lovely people  

Very friendly,  explained everything easy to me 

Excellent response time.very professional and saved my life by their immediate treatment of my heart attack and 
having me at the hospital operating theatre in 15 minutes.i would have liked to have thanked the ambulance crew 
personally . 

Prompt, friendly professional service 

Courteous,  prompt and professional.  

Superb reassuring service from call handler, 1 

Very quick response, followed covid protocol.  

The ambulance crew were very friendly, and reassuring  

Professional Clear and concise instructions/information given.  Excellent service  

The response was amazing and reassuring to know that our NHS are the best ever. 

Staff were excellent, reassuring and very compassionate. 

They took real good care of me treated me with kindness didn't judge me they kept me calm when I was in distress I 
was so comfortable I really opened up to them lovely people with big hearts 

Clear and specific questions to help me assess the person I was assisting  

The ambulance arrived quite quick and the crews are very nice and helpful too.  

Caring staff 

The ambulance arrived very quickly and the two guys were excellent 

Very quick and professional 

Always perfect. Helpful and respectful  

The ambulance came within 20 minutes, crew were excellent  

Excellent service from the paramedic coming in to my brothers home there were great ! Kept me and my brother at 
ease the whole time very professional  

Waited 90 mins for ambulance.i realise different ailments are placed in order however my ailment was lack of breath 
having copd.i needed oxygen. 

Prompt arrival. Kind, friendly and efficient service  

Well handled and thorough.  

Acted quickly and kept me calm on the phone talking me through everything I needed to know. 

The team who attended the situation were amazing  

I received very good medical care. 

I was struggling to breathe very panicy they put me at ease very quickly. Very professional and reassuring thank 
you 

The paramedics were very quick to respond and knowledgeable and very kind. They explained everything they 
were doing and were very reassuring. I felt like I was in very good hands despite not having any of my close friends/ 
family around. 

The paramedics were so lovely.  They kept me calm and kept me informed on everything that was happening.  It 
looked like I was having a stroke and I was terrified! Luckily turned out to be a very very nasty allergic reaction  

Did not wait long for ambulance paramedics were brilliant  

Ambulance was there in 10 mins, then just another 10 mins to the RVI 👍👍👍 

Very reassuring, told me exactly what would be happening  

I had a heart attack back in 2012 & last week woke up with similar symptoms of that event I phoned for an 
ambulance which arrived in 10-12 mins. Paramedics asked me a few questions and then had me hooked up with an 
ECG and then was taken into hospital as a precaution  

Left to wait 6 hours on the floor in the cold outside. Could have caused more damage than was already done  

Swift response and compassionate team 

Arrived quickly, reassured patient,  very friendly  

Excellent service from ambulance personell and very warm and friendly.  



 

Paramedics were so professional Kind simpothetic and made me feel very safe 

There were so helpful calming me down and settled my pain once in ambulance  

Arrived very quickly. The paramedics were knowledgeable and pleasant 

My dad was having a heart attack it took them awhile to get to him. But when they did they were marvellous.  

Everything was good except I had to wait for ambulance 2 hours should nice I called  

They arrived quickly. They were calm which kept us calm. Very friendly and helpful  

Nurses wouldn't want to check me out while I was laying down on the floor in my house. They were waiting for me in 
Ambulance until my friend went to them and tell them "come on and check him out He isn't well." Then They came 
in. Also when I was just about to get in the ambulance I've been offered by the nurse that I could go to hospital with 
my friend by his own car as He was going to hospital to meet me over there. They were not happy to get me in 
there. After that everything was okey. 

Answered quickly, kept us reassured and calm throughout  

*** and ****** were really outstanding, I was really unsure about my injury but they made me feel really relaxed and 
in good hands 

When I rang the emergency number for my sister I found the operator very calm and reassuring. 

The paramedic and ambulance crew how turned up were fantastic from start to finish they were very polite and had 
me laughing all the way to the hospital thank you  

They did ther job very professionally and good to the person treating recommendations all round thank you 

Difficulty finding the property. Friendly staff, very knowledgeable 

They are really good at what they do fast service and always nice  

Excellent service, here within 30 minutes. Paramedic s were professional, courteous friendly and informed me what 
they were doing at every stage.  

Very helpful calm and friendly  

My wife had trouble with her breathing  

Every call made is important and every call handler makes your call seem that way  

When i spoke the woman in the control to tell her things are getting worse she got me mixed up with someone else 
and gave me the wrong advice. It just made me feel not listen to and she gave me a reason not to fight. She couldnt 
get me off the phone fast enough  

Very friendly and understanding  

I gave this answer of very good as they saved my life my heart stopped and they performed CPR and brought me 
back to life I'm forever in debt to these wonderful people thankyou  

Once I got past my first call and put phone down and phone again and spoke to someone different it went straight 
through for me to get picked up but the first person was telling me to get 2 or 3 buses to the hospital she was only 
young at 6 in the morning it takes 1 and a half to get to my local hospital never mind me going to wansbeck or 
Hexham  

Staff are very computerised no sympathy on phone call.  

The paramedics showed they cared in everything that did and said 

I was in a bit of a panic but the operator was calm and professional and in being so calmed me downThe 
ambulance arrived within 5 mins and the paramedics were excellent. They took control of the situation and with their 
calm demeanour also calmed myself and the patient 

Arrived very quickly 

Ambulance arrived very quickly. Paramedics deduced my problem very quickly, administered the correct medication 
and speedily got me to hospital.  

Absolutely amazing experience with the best guys I could ever hope for !the paramedics who came to help my 
husband after his fall were above and beyond so calm helpful friendly and absolutely all round amazing can’t rate 
these guys high enough we are forever grateful for them being here they are actual earth angels and are absolutely 
priceless to have I can’t thank the whole NHS enough 

They were very helpful and efficient once there  but it took at least 20 to 30 minutes to arrive and I had to ring again 
to make sure they were on the way.  

Excellent efficient and reassuring call handler and ambulance arrive much sooner than predicted and the 
paramedics were wonderful with my mum. 

they crew were very attentive and put my mam at ease and arrived very quick  

The Ambulance dispatcher was totally amazing. She instructed me how to administer a Glucogen injection which 
possibly saved my partners life till the amazing paramedics arrived and took over to get him to hospital. Thank you 
all so much you provide an incredible professional service     Despite the difficult times (Covid restrictions) we find 
ourselves in.Thank you sincerely  



 

My mum had to wait nearly 4 hours while laid on the wet cold floor with rain snow and wind  

Fantastic call taker and amazing paramedics  

very helpful and brought me to ease in a difficult time and looked after me till I got to hospital  

On the Day me and my Daughter found our parent/mother unresponsive on the kitchen floor. I suffer from autism 
and alot of anxiety and panic attacks so am definitely not the best in these situations, however everyone involve 
were absolutely brilliant from the call operator to the ambulance crew.We truly couldn't have asked for better.Thank 
you. 

Excellent people excellent help 

I was kept up to date with status and given advice for care of the patient  

They responded well to my concerns that the situation had changed  

I was giving good advice over the phone to reassure me and the person I was dealing with then was told that the 
ambulance may be some time but then arrived very quick and took over, thay were friendly and professional  

Way looked after my wife 

They were very quick and efficient  

I wanted to complete this survey and let everyone involved in the NHS know  what a fantastic job you did for me in a 
very stressful time.  

 The paramedic who answered our call was very pleasant, very efficient and gave us great confidence by the way 
he handled our problem 

My Dad is 92 and has serious health issues. Twice recently I have had to ring for an ambulance. The response was 
rapid,the service first class. The 2 paramedics who by luck where the same on each occasion were brilliant, friendly 
professional and very informative, they are a credit to the service. I cannot thank them enough, the male member of 
staff was from ********* and I think he was called ***, he was with a blonde lady, the most recent visit was on 250521 
at 1030. Please thank them for m   

Everything went as hoped, rapid response, expert assessment, kind and considerate team,  good patient rapport 
quickly established, I felt safe and assured in their capable hands. 

Fantastic service from two excellent paramedics who took great care of my 90 year old grandfather after being 
found on the floor at home. The care, compassion and professionalism shown to grandad and our family was 5 star  

Excellent bedside manner. treat at home and confident in treatment  

I arrived at dads after someone had called the ambulance. I stayed with until she went into the ambulance. So some 
of questions I cannot answer. 

2 paramedics *** and ****were amazing engaged with my 4 year old and got him over his fear of hospitals and 
paramedics  

 

Anything we could have done better? 
 

Response time but obviously calls are prioritised 

The service needs more staff and ambulances as the system is clearly broken and failing 

Friendly, efficient and effective service. Couldn't have done better. 

Do not have so many questions before asking condition of casualty, they could have bled out by the time I 
answered all the "script"I have been a first aider nearly all my life, and the script you use is long winded. Please go 
straight to the point Thankyou 

Arrived earlier as this was potentially a life changing injury.  

Got there sooner 

Taken her in without question 

Arrived earlier 

Perhaps training in a better understanding of people with mental health issues  

Ambulance dispatched sooner  

Get here faster  

The ambulance could have arrived on time rather than taking an hour and a half or longer and I had to ring 3 times  

I think there should be better training when dealing with patients who have had a fall and are a heavier weight. 
Other than that everything else was alright  

Call handler questioning possibly though I understand the questions need to be robust and tenacious as a patient 
may not want to be cooperative.  

Followed guide lines 

Got on scene sooner with appropriate medication or personnel who could administer it 



 

After four hours it was upgraded to a cat one blue light call and that took three hours to attend. Get more staff and 
vehicles on the road and stop wasting money on an over burdening management. 

Respond faster 

Less questions  

Responded quicker and more sympathetically  

Train the call centre to have some manners and compassion  

Prioritse calls better, and more training for canulas  

Better equipment: the fastening of the split stretcher were difficult to operate.  

Send ambulance quicker, and listen to what people are saying, my mam is 82, paralysed down one side, she was 
laid on the floor in agony for 2 1/2 hours, someone rang after 2 hours, and when they heard that my mam was 
disabled moved her to priority!! We said this in our initial call.  

The GPS that the ambulance uses should be more up to date one as they taking much longer route/alternative 
route to get to hospital from my house which took double the journey time.  

I was told ambulance was going to one hospital and it went to another, it would have been great if I could have 
been advised rather than having to ring round hospitals 

More ambulances 

Response time could be faster 

Attended within the 3 hour time scale given during the phone call  

Came quicker  

I expected ambulance service would be alot better this. They  should see the patient at the time and at the place. 
Not expecting the patient walks on his/her own to the ambulance. 

Ambulance form in area to find address and use shorted route for taking in to hospital  

First of all not get me mixed up with other patients. Also dont give wrong advice to someone who is bleeding quiet 
bad and who is thinking about ending their own life 

retrain your young staff  

Got there quicker  

Arrived quicker  

Been quicker  

Sooner response but it was peak traffic flow  
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