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91.6% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 

Paramedics where amazing with my wife and got here fast and thank god they did 
also very friendly and caring and put my wife at easy can't thank them and the NHS 
enough 

Both members of staff, cheerful, chatty friendly, put everyone at ease and made a 
difficult situation very positive. 

My autistic son with very night sensory needs was made to feel very comfortable 
which isn't an easy thing to do when he's scared of nurses and doctors 

 
 

Negative   
free text 

comments 

The three young female paramedics that attended to me were more interested in 
playing with my dog, There was not one bit of compassion from any of them! 

I waited 5 hours for the ambiance to come and I was in so much pain no one 
should have to wait that length of time. When they did come they were all very 
lovely and as gentle as they could be with the amount of pain I was in 

Paramedics spoke to me like I was a bit kid, one of them definitely needs to 
improve her people skills 

Number of responses 

Online 28  

Total: 

561 

 

Print 101 

Text 432 

 

  



 

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) 514 91.6% -0.8 

Very good 439 78.3% -0.7 

Good 75 13.4% -0.1 

Neither good nor poor 16 2.9% -0.3 

Poor 12 2.1% -0.7 

Very poor 13 2.3% +0.8 

Don't Know 6 1.1% +1.1 

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 91.6% 4.5% 561 439 75 16 12 13 0 

County Durham CCG 93.7% 2.8% 142 106 27 4 1 3 0 

Newcastle Gateshead CCG 92.3% 6.2% 65 51 9 1 2 2 0 

North Tyneside CCG 86.8% 2.6% 38 28 5 2 1 0 0 

Northumberland CCG 98.9% 0.0% 95 83 11 0 0 0 0 

South Tyneside CCG 85.3% 8.8% 34 26 3 2 0 3 0 

Sunderland CCG 87.8% 8.2% 49 38 5 2 1 3 0 

Tees valley CCG 88.9% 6.5% 108 81 15 4 5 2 0 

CCG unknown  86.7% 6.7% 30 26 0 1 2 0 0 

Results by Cluster  

Cluster name  
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Total 91.6% 4.5% 561 439 75 16 12 13 0 

Alnwick 100.0% 0.0% 21 16 5 0 0 0 0 

Backworth 100.0% 0.0% 25 21 4 0 0 0 0 

Bishop Auckland 95.2% 2.4% 42 32 8 0 0 1 0 

Blucher 95.0% 5.0% 20 18 1 0 1 0 0 

Coulby 90.3% 6.5% 31 22 6 1 1 1 0 

Cramlington 90.8% 3.4% 87 72 7 2 2 1 0 

Hartlepool 93.3% 3.3% 30 23 5 1 0 1 0 

Lanchester Road 93.0% 2.8% 71 53 13 3 1 1 0 

Monkton 100.0% 0.0% 34 29 5 0 0 0 0 

No Cluster 87.2% 5.8% 156 120 16 9 6 3 0 

Pallion 85.2% 14.8% 27 20 3 0 0 4 0 

Stockton 88.2% 11.8% 17 13 2 0 1 1 0 



 

Free text comments  

Couldn’t fault it  

Everyone was so helpful and friendly... very efficient   

The ambulance took over an hour to arrive but we expected that for the nature of the call. We did however receive a 

phone call to check how things were and update us on progress which was really helpful. The ambulance crew were 

friendly and professional. They were really understanding of mums memory problems and let me travel in the 

ambulance.   

Paramedics where amazing with my wife and got here fast and thank god they did also very friendly and caring and 

put my wife at easy can't thank them and the NHS enough   

Gave me 100% care   

Lovely paramedics both times. Mam was very poorly and the reassured her. She is 85 and was scared. Mam has had 

major surgery and still in hospital. We were upset as a family and both paramedics showed respect and assured us 

they would look after her  

Other than the length of time it took for the ambulance to arrive, the crew were extremely caring, understanding and 

helpful. They listened and paid close attention, maintaining a calm and friendly but very efficient service. Once in the 

ambulance, they proceeded to do everything necessary to examine & treat me to make me comfortable for the 

journey, recording all relevant info, explaining what they were doing and why.   

My Dad was treated with respect during the teams care  

I called 999 when my dad rang me suspecting he’d had a stroke. The 999 service immediately rang my dad and the 

ambulance was with him in minutes. The awesome paramedics gave him a thorough check over and decided to take 

him in where it was discovered he had had a stroke. A fine example of the NHS working despite being grossly 

underfunded by our gauche government   

I would rate higher they were so efficient nice 10out of10  

The ambulance staff were very professional, helpful and made us feel confident in them  

89 year old  fell suspect hip fracture . NOT! classed as high priority call out .. 2 hour wait for attendance  

Fantastic service through my whole experience  

The ambulance arrive in about 10 minutes the 2 paramedic were very thorough and reassuring overall very 

professional I can't praise them enough they even came and spoke to me in the hospital about 3 hours later and 

asked me how I was doing.  

Overall a good service.  Although personnel made assumption about condition which was wrong.   

Good communication, friendly staff and efficient   

It took 2 and a half hours for ambulance to arrive.  

So helpful   

Because the ambulance crew where fantastic with my husband  

Very efficient and polite paramedic  

Ambulance guys were excellent and put my mother at ease, they were lovely   

The staff had been brilliant.  Time of response is not good however I believe it's a managed better time of response 

could improve.   

The speed of the ambulance and especially the paramedics fantastic  

Good attention to my brother in law   

Staff on scene were calm reassuring very professional.   

The crew arrived very quickly and both where professional treating my mother in law with respect and explaining 

everything in detail to her and myself and wife. In this time of COVID when things can be more difficult both crew 

members did not let it get in the way.  

The ambulance responded very quickly. The medics were friendly but also knowledgeable and efficient.O verall they 

were very caring.  

Very professional understanding & courteous crew   

Overall good. Couldn’t give time of arrival and when rang a second time because the patient got worse I had to 

answer all the questions again.   

Nearly 4.5 hours to get a 76 year old woman, with terminal cancer, whose femur had snapped, to get to hospital?  

Because it was very good.  



 

Paramedics were amazing with my 6 year old   

The Ambulance crew were very helpful & Very efficient also very understanding.   

We were told the ambulance had to come from Wooler so there would be a delay but they arrived as quickly as 

expected. The paramedic was calm, reassuring and thorough. She then arranged for another ambulance to be sent to 

convey my husband to hospital. Again the ambulance arrived in a reasonable time and the paramedics were again 

reassuring and professional.  

The staff were very kind, attentive and patient with us. My son, who is 17 months, was in a lot of pain and distress and 

they made him comfortable and out of pain ASAP.  

The three young female paramedics that attended to me, were more interested in playing with my dog. There was not 

one bit of compassion from any of them!.  

Very quick response.  Friendly and attentive paramedics   

I was extremely satisfied with all the ambulance workers, who put me at ease when I was feeling very poorly, and 

worried .They were very professional and friendly ,and explained everything clearly.  

Both members of staff, cheerful, chatty friendly, put everyone at ease and made a difficult situation very positive. 

Great crew.. friendly.  Competent . Professional   

Came very quickly, was reassuringly competent and cheery   

They told me everything they were going to do, keep me calm.   

Your service was quick at responding to our emergency call and the control centre were excellent in dealing with our 

call to... only wish the government would help with more funding to help the NHS   

They were very caring made sure I was completely OK before they left and I had all the information needed.   

Treated my Mother with respect and listened to how she felt. Explained course of action professionally  

Because you were very good at your job  

They got here quite quickly  

Very professional and handled the situation with care the only down fall was the 2hr wait for the ambulance to arrive 

The paramedics were very prompt and very comforting towards patient and family as well as having a really good 

sense of humour to lighten the situation   

I rang as I was having a heart attack and they were there in a matter of minutes  

took over 2hours 18minutes to arrive the paramedics were marvellous but waiting time not acceptable..   

Very happy with the service provided.   

Both clinicians were excellent explain everything importantly open everything very well  

Kind caring.  Quick response.  

The call handlers and paramedics were excellent. Helpful and friendly   

Paramedics were reassuring, treated my problem seriously even though it turned out not to be serious, gave me a 

checking-over to ensure there was likely no underlying cause, stayed with me until I was less worried, and made sure 

I felt I had done the right thing by calling even though it did turn out to not be a serious issue.   

Quick friendly professional personnel and they listened to the patient  

Very efficient   

very responsive, relaxed and easy to talk with.   

Excellent service, very friendly paramedics who were great with my baby daughter. The only issue was the delay as it 

took about one hour for the ambulance to arrive, saying this we did receive a welfare check during the wait which was 

great.   

My autistic son with very night sensory needs was made to feel very comfortable which isn't an easy thing to do when 

he's scared of nurses and doctors   

I have had to use this service recently which did lead to a hospital admission just stating you have a service %200 up 

there they are all professional in their duty and also considerate thanksXx to ALL concerned  

The last 3 paramedics who came to my husband were very caring & put us both at ease.   

Reliable   

Took over from a stressful time and calmed the panic  

Prompt response to my emergency call. Staff professional and took appropriate actions in a timely manner. The 

ambulance crew were reassuring and kind in manner to my mum who was very ill.  



 

Great advice from control on how to handle the situation. Then on arrival the paramedics were excellent, friendly and 

explained everything.  

The call handler kept me calm. The paramedic who attended initially was very calm and thorough. Clearly in control of 

the situation and was respectful and understanding. Her overall manner was very reassuring.  

Arrived fast and took control quickly   

Crew were exceptional. Vehicle was very uncomfortable.   

Quick response, calm friendly and reassuring paramedics who made sure I knew why was happening at all stages. 

Staff were professional but made family feel at ease by providing explanations of what they were doing  

I've needed them twice in 7 weeks and I was treat like royalty and ever so caring. Nothing was too much trouble and. I 

can't fault them at all. And hats off to all as they do a fantastic job. I trust them totally.   

It took 3.30 mins to arrive  

Quick response. Professional, efficient, caring service   

Paramedics were friendly and helpful, service took 2.5 hours total which was longer than would have liked   

Although I waited 5 hours for the ambiance to come and I was in so much pain no one should have to wait that length 

of time. When they did come they were all very lovely and as gentle as they could be with the amount of pain I was in 

Was made to wait 2 and a half hours on the side of a road with a possible broken ankle which later turned out to be 

dislocated and was told I wasn't a high priority even though I was sat on a road in the rain   

Very quick, helpful and re-assuring.  

Paramedics couldn’t be better   

That is the service that i THINK that you give  

4 ambulance people turned up and help me I was in bad place at home thank you  

This service is second to non. The creme dela creme  

Very good service   

Quite a wait for ambulance. I know they are busy but waiting over 30 minutes for someone having their second heart 

attack is too long.   

Brilliant service   

The ambulance crew were very calming and put us at ease immediately.   

The ambulance crew was brilliant I can't fault them   

Very kind and reassuring in my time of distress  

Very quick, professional and caring  

Very helpful people thank you  

Very petite and helpful the give clear instructions and were very helpful keep me calm and made sure I understand 

that to so while waiting for the ambulance   

I have no memory of anything.  

Very helpful  

Came very quickly  and looked after my mam very well. My mam suffers with dementia they so was quite difficult to 

convince  her to go to hospital but the crew were fantastic with her and got her to go. And allowed me to go with her  

she was in hospital  for five days so she did need to go. Our NHS are doing an amazing  job 👏  

The crew were very professional and friendly who put me at ease and dealt with my problems effectively with 

sensitivity.    

Quick and knew what to do  

They weren't very nice I was told I was just having a panic attack and if I wanted to go to hospital there would be an 8 

hour wait I was actually DKA  and needed help   

Excellent knowledgeable staff who were extremely patient, understanding and very attentive to all my Aunts needs. 

Fabulous   

The staff were very efficient.  

I have never called for a ambulance or been in one for years,   

Excellent rapid response. Supportive staff and confident they knew what was happening   

Ambulance arrived within 5 to 10 minutes of our call.  



 

Arrived quickly took great care of my friend who had a fall and banged her head gave her a thorough check all over 

she decided she wanted to go home they took us back to her home with instructions of what to look out for and what 

to do thankfully she was fine this morning  

The team were helpful and sensitive to keeping my mam (91 yrs old) calm while they completed their checks  

A 64 year old women was made to wait in the pouring rain at 10pm at night for 3 hours for emergency help. She 

suffered a broken hip which due to the wait caused hypothermia! Not good at all.   

Waited over 2 hours   

they were there very fast and made my mam very comfortable and at easy very friendly   

Staff we’re excellent, professional and caring   

Wait times will always be terrible for ambulances but that doesn't take away how brilliant the staff were.Went through 

everything they should but also matched my humour and made me smile.   

Quick response , very pleasant paramedics an professional   

when called the lady was very good and the ambulance came very quickly  

Waiting time was far too long for a heart attack   

Very capable Very helpful Extremely competent   

Ambulance crew very good   

They were considerate caring and very understanding and were efficient and could not do enough brilliant  

Excellent care, and transportation. Whisked me to hospital for emergency surgery  

Excellent service received from paramedic from making call to hospital handover.  

The lady on the end of phone was extremely helpful and talked us through what to do and the response time was 

excellent   

Very efficient  

The paramedics where very nice and cared for my baby and made sure she got the best care while in ambulance and 

made me feel better and explained everything to me I  felt alot better   

We had to waut 2 hours for the ambulance to arrive and my husband is a high priority trachi patient  

Can't fault the service, always quick to assistant  

The RVI hospital is closer to my home at 4.8 miles and yet they took my father to cramlington NSEC which is 9.3 

miles. I did ask the crew if they would take my father to the RVI as all of his notes and treatments are at the RVI and 

they declined  

Very professional and helpful   

Quick  

Excellent response from the service handler, asking all the right questions calmly. Emergency Care Assistant seemed 

a little too casual based on the nature of the call out however the paramedic cannot be faulted and carried out all the 

tests and duties perfectly  

The paramedics who came where fantastic and put us at ease and it was amazing dealing with them they are fantastic 

and would call them again if needed   

good response time and ambulance crew were great   

Professional, courteous, kind and caring to my mam when she was in distress. The hospital needs to adapt the same 

approach.  

They just didn’t understand about mental health   

The last seizure I had the dispatch sent 2 ambulances out.   

Paramedics were really nice and kept my mind off what was happening   

The way we were dealt with was amazing and telephone operator and ambulance crew were fantastic it was just the 

length of time we had to wait for an ambulance for my 4 year old struggling to breath. Fully appreciate its no one's 

fault though.   

Felt supported during call and given time to answer all questions while supporting injured service user in his home. 

Quick and stayed on the phone till they knew ambulance was close   

Lovely staff could do enough well done  

Quick, efficient and friendly   

The crew were very professional and very understanding of my position in life did everything they could for me 

fantastic people need a good reward for the hard work they continue to do at this high standard  



 

They were fantastic with my husband who had a heart attack    

Polite paramedics, lovely training paramedic, friendly and helpful.   

They were friendly listened to me about patient and were very professional in their manner and attitude   

staff where excellent and informative. only marked down due to time (due to being busy )ambulance took   

Very prompt arrival of ambulance. Professionalism of staff inspired confidence.  

Very friendly and efficient   

Rang at 8.35. Received a call approx 9 minutes later saying they’d arrived and they hadn’t. Arrived at 12.59am  

The paramedics that came to my Mum after a head injury were so very professional but with a sense of humor. Could 

not praise them enough for the care they gave my Mum. They were amazing.   

Paramedics were excellent , professional and polite .My only complaint is ambulance took 60 minutes to arrive which I 

think is totally unacceptable and it’s no fault of ambulance service, it’s down to government cutbacks Thank you again  

I was ringing on behalf of my partner who is non-verbal and the operator was very helpful and made me feel calm in a 

stressful situation   

Very good, very efficient and helpful.  

Excellent.  

Prompt attendance.  Friendly staff.  

The crew were marvellous, such a lovely bedside manner.  

Staff arrived promptly, communicated extremely well, were non-judgemental, put me at ease, were extremely friendly, 

and gave prompt appropriate treatment.  

The two operatives were very polite and professional and made me feel at ease.  They performed multiple tests and 

explained the results in a very reassuring manner.  

The call handler was calm and reassuring, he dispatched a paramedic then continued to ask questions and give 

advice. The paramedic who attended was also friendly, helpful and very professional.  

Swift and calming approach that fitted what was needed to handle the situation perfectly.  

My wife's was really sick and has more painful but they came to us after two hours   

Fast and efficient n friendly   

The call handler was very calm and directed action to be done. The ambulance team were efficient and managed to 

take control of the situation quickly and assess patient needs to get a line into him and give appropriate medications 

swiftly.  

Told by operator could be a 2 hour wait. Husband had fallen half in and half out of the front door. I couldn't lift him. He 

was vomiting, has numerous health issues and is disabled. I cancelled ambulance and called family who came and 

helped instead. Should have been checked by paramedics as he had just been released from hospital a, week earlier 

after 10 days being treated for urinary sepsis. Ambulance service appalling now. Disgusted.   

we need you…you came we were scared…you reassured us My husband was in pain…you made him comfortable he 

started to feel embarrassed for his tears and running nose…you team cracked a joke and took him mind off his paini 

could attend the hospital cause of covid…you team assured me all was fine and asked for my husband’s mobile to 

take in the ambulance so we could stay in contact it’s the small things as much as the bigger thing and we both are 

very grateful xxx  

I had phoned 111 then I going to do my doctor the doctor didn't get in touch with me so I phoned 999 they were here 

within 15 minutes and took it after her where I had my problem sorted out with my belly they are an excellent  

The paramedic was very good but it took too long (30+ mins) to arrive, whilst our 3-yr old son could not breathe 

properly. No ambulance available for many hours. Little assistance by 999 operative but thankfully we have a family 

member who was a GP and gave us advice. We suggested to driving him to A&E ourselves which we did in the end.O 

k, but could have been so much better.  

They gave a good service when they came but I had to wait until early hours in the morning to be seen. I couldn't 

move from the seat so could use the toilet or anything   

On both occasions 1st one 2 men 2nd one 2 women Both teams worked so hard to make it easier for my wife I can 

certainly give them a huge thanks   

They arrived within 15 -20 minutes   

Very professional. Very caring. Helpful.  

I felt very secure and reassured as soon as they came to help   

The paramedics were excellent.    



 

paul stayed with me and wouldn’t leave me because he knew i was scared, i want to know his full name if you can 

provide it  

Knowledgeable and understanding paramedics   

Ambulance came quickly ,paramedics were polite , professional  ,I am very grateful  for their assistance  

The paramedics who came to see to my dad were fantastic   

Good staff  

Prompt help, paramedics superb and very reassuring   

I would just like to thank the paramedics that attended my home for their hard work and their fast response time when 

I fell poorly with sepsis. I was treated with respect and dignity and they were just amazing. Thank you  

Crew were very attentive and supportive   

Very efficient   

The crew knew me very well so knew my care plan  

Was given clear instructions by the telephone operator, ambulance men were fantastic with my mum. She was treated 

with both dignity and respect, and only waited 15 minutes for the ambulance to arrive.  

Rapid response and paramedics were very efficient in dealing with my very sick husband.  They were caring and 

considerate.  

As the doctors could not give me an appointment they told me to ring 999. I had no other alternative. The two 

ambulance guys were wonderful, assuring me that I was not a bother. As my blood pressure was extremely high they 

recommended I go to hospital.   

The Ambulance turned up in no time and the crew where wonderful with my 83 year old dad who had falling. He was 

sorted in no time and away in the ambulance fantastic job by all   

Very reassuringly to me and patient made to feel very at ease with rhe situation   

The reason I have marked the service down is only against the time to arrive (30 mins).. when the crew arrived I could 

not fail the service provided by crew  

The operator put me through to the paramedic whilst I was waiting for the ambulance, who talked me through what I 

should and shouldn’t do. They calmed me down a little as I was very upset with what was going on.The paramedics 

were fantastic when they turned up and did an amazing job.  

Arrived promptly, very helpful when they came  

I understand the need to assess the patient but it was too many questions and to long to  get medical assistance to 

the patient  

Prompt and efficient  service polite and calming made me feel relaxed  

Excellent service.  

Long delay, particularly disappointing as it was to respond to an elderly stroke victim.  Now very ill and hospitalised for 

weeks  

I WALKED IN TO FIND MY 80 YEAR OLD DAD COLLAPSED AND CALLED 999.  THE OPERATOR INSISTED ON 

SPEAKING TO HIM AND NOT ME, THE CALL DROPPED, THE OPERATOR DID NOT CALL BACK SO I HAD TO 

CALL AGAIN AND GO THROUGH THE EXACT SAME SCENARIO AGAIN.  THE AMBULANCE TAOOK ALMOST 

THREE HOURS TO ARRIVE.  THIS BEING SAID, THE AMBULANCE STAFF THEMSELVES WERE FANTASTIC 

Call was dealt with quickly and I was kept informed the ambulance men were amazing however length of time waiting 

for an ambulance was far to long especially when the patient had fallen and broken her hip!  

Really lovely crew   

Very prompt service. Friendly and dealt with problem fast  

Very courteous and attentive   

They where very professional  

Quick response and the incident was dealt with very professionally.  

The Paramedics were both Professional & Caring  

Very quick response. Friendly, Calming.  

Very professional.  

 Because it was and they were kind and made to feel at ease and they were very polite   

Ambulance arrived within 10 minutes, and paramedics were very efficient, and very caring.   

Lovely professional paramedics showed so much care  



 

The care they gave towards my mam and the way they spoke to us was just as I expected it to be! They were both 

really lovely and made us all feel comfortable   

A1 service all round  

Excellent and courteous treatment- very impressed.  

Treated with respect and listened to concerns. Thoroughly checked and clear options given.  

Prompt response. Helpful and polite. Confident.  

Woman paramedic that attended was very rude and abrupt telling us how we can do our job. Laughing when resident 

insulting staff. Rude remarks against doctors and district nurses.   

The ambulance arrived quickly and they were able to help.  

Prompt and good service  

Very helpful   

Quick and very helpful   

They were quite quick and efficient and very helpful   

Prompt, very efficient, cheerful and reassuring.  

I was scared because of chest pains they were here quickly and reassured me whilst taking me to the RVI. I went from 

painfully scared to just pain. Big difference.  A great team and they worked so well together. Wish I was aware enough 

to be able to remember their names.   

I was having chest pains and couldn’t have asked for a better service from the staff from the phone operator to the 

ambulance staff  

The service was easy to use and reasonably prompt.  

Ambulance was with my uncle in four minutes.  

I was treated well and with professionalism at all times. I also had a student female paramedic who was really nice 

and caring and showed good skills as well. I say this because I know what to expect as being an ex army paramedic 

myself and felt that the team treated and catered for me with the highest professionalism anyone could ever ask for. I 

thank them a lot  

The staff were very polite and explained everything they were doing  

They were very nice and understanding and caring   

When in the midst of a heart attack any help is good help  

Very good call taker  

Very professional   

The first time a rang 999 the service was first class but the times after weren’t as good, it’s not the ambulance it was 

the person on the telephone when my daughter phone, it felt like it wasn’t as important, even though I kept passing out 

because of the pain then being sick. But a paramedic rang back to check what was happening and we got the 

ambulance within minutes after explaining to her what was happening.   

Paramedics were excellent caring helpful and professional . Could not fault them   

Very efficient and empathetic  

Person I spoke to was really helpful and very responsive   

Service was excellent paramedics were very professional  

They were calm and very helpful   

The only thing I hate is not being able to be with my mom or at least see her at this critical time   

They were just so judgmental and not very understanding at all  

Was looked after by para med and ambulance param  well and they showed concern very good  

They were very sensitive to my daughters need, were fast and reassuring  

The ambulance staff were fantastic. The service great. Could not have asked for better . The telephone reception was 

someone reading from a script when I was in a panic and not what I needed, which led me to panic more. However 

the level of service was fantastic, thank you everyone for the great work you do.❤️  

Professional capable caring  

They were helpful, arrived within the time we were told they would be here. They stayed calm, collected and were very 

professional but also sociable.   

I understand the ambulance service are very busy but think waiting 2hrs for it is a bit much we defiantly need to invest 

more in this service so we can have the care and service we need quicker and also safer    



 

Just wonderful caring staff, made a bad situation so much easier to handle.   

Ambulance crew were very good, made her comfortable kept talking to her , gave her pain killers, Then off the 

hospital, they were very good indeed.  

They were brilliant and helped my mam and looked after her really well   

Prompt, proffesional, reassuring crew  

Polite staff and prompt collection   

So helpful throughout the pandemic with my mam as I suffer anxiety they have been there more than our surgery ,you 

all deserve gold medals and we are so grateful Thank you   

They were helpful also they had a student with crew and she was learning she give 100% Also other two were 

excellent   

Arriving a short time after my call, the team worked quickly but not rushing. They helped my husband with professional 

and confident care, and gentle humour.   

The ambulance arrived in good time and the paramedics and doctor were amazing with my Mam. Their manor was 

very professional and they made her and myself feel extremely at ease and reassured.   

Father was having a second stroke, symptoms worsening, was put down as a priority call and waited 45 minutes, 

paramedic asked why we didnt take him ourselves, even though he was taken straight to the stroke ward  

Mam was having a stroke & the ambulance drivers acted fast & efficiently  

When I called my 98year old mother had a fall and was screaming in pain I was told she was a low priority and would 

have to wait 4/5 hours when the call centre called for further information she could hear my mother screaming and 

raised her priority and the Ambulance arrived in 45 minutes  

Brilliant crew  

Right from speaking to the call handler to mum being taken to hospital, I felt reassured and confident that mum was 

receiving the best care for her injuries  

It was very difficult to convince the person on the phone that an ambulance was required. I was told to ring doctor. Did 

so also rang 111 could not get help for over 50 mins rang 999 again and the operator was very helpful. The patient 

was admitted to hospital for a total of 16 days  

the people who attended my girlfriend who had pneumonia were terrific  

The operators and paramedics were outstanding. Professional with empathy.   

The team were caring and compassionate, the over the phone provider helped keep me calm.   

Excellent care given on this occasion. Professional and caring paramedics. Could not praise these two individuals 

enough.  

They were very helpful and polite   

The call handler was very thorough, calm and helpful.  

Very professional, kept me informed and  put me at ease in a difficult situation   

There quick response to my calls which I’m so grateful for  

Very officiant staff  

Service was first class.   

Prompt service excellent ambiance crew   

Because they were excellent.  

The ambulance crew were marvellous and very reassuring in what was a stressful time, thankfully my wife is fully 

recovered, many, many thanks again   

XXX & XXX the paramedics who cared for me on 09/06/21 were absolutely brilliant. I was in a very difficult location at 

the bottom of a large garden with a fractured hip. They calmly and reassuringly assessed my situation. Advised me 

clearly what was happening.  Absolute professionals who treated me with a friendly dignity and a touch of humour. 

Placed me on a stretcher wit  minimum  discomfort and transferred me over difficult terrain to the ambulance Thanks 

to them I am now back home.  

Had to wait quite a while for ambulance on some occasions.  

Service provided could not be better. Thank you.  

With being in the middle of COVID they did the best they could! One call was 4 hours. Next call was 15 mins.  

They were very caring and efficiently and treated me dignity.  



 

Every time I have used this service it's been very good ambulance crews have been very good helpful and very 

pleasant.  

Waited too long for ambulance.  

Satisfied with service.  

I did not phone 999, my son did, he said there was a wait of 1.5 hours. Thank you to all staff, who helped me.  

Because it's true.  

All was excellent apart from one of the paramedics. Rather scathing.  

Your service is good.  

I was very anxious, after having chest pains with unstable angina. Made me feel calm just talking.  

He was very caring and professional.  

Prompt action taken in a caring and professional manner.  

Prompt and extremely efficient staff.  

Crew were kind and considerate.  

That was my opinion.  

Response time was excellent. Treatment by paramedics was excellent. (On 2 times).  

The ambulance staff made me feel calmer and were very reassuring. Very pleasant and friendly.  

Emergency call for a tear to the aotra vessel. Leading into an operation to repair and replacement of aorta valve.  

Heart problem.  

Handled with care and thoughtful to my needs.  

Prompt. Professional. Kind. Cheerful.  

I think you do a fantastic job. Thank you. God bless.  

I tripped on my garden rockery and fell face first into the concrete path. My wife was in the front bedroom so the guy 

"next door" although shocked at the state of me, covered in blood, rang 999. But it was 25 minutes to get to me, it was 

an emergency.  

Very helpful.  

Because the NEAS is excellent at all times.  

Because it was so.  

Instant response.  

I have never had to dial 999 in my life as one of the ambulance men said, first time for everything, they were fantastic 

looked after silly old woman so very well. So they were perfect gentlemen. Thank you.  

Very quick on arrival.  

Whenever we have rang we have been told we would have to wait 2 hours. Otherwise it would have been very good. 

I have called 999 many times re approximal atrial fibrillation so know I have to be taken to the resuscitation dept at 

hospital. (Since 2003!)  

Polite. Attentive.  

Immediately felt my husband was in capable hands or paramedics arrival.  

Got by to A&E minutes before my cardiac arrest.  

They arrived quickly and were good.  

Told waiting time up to two hours and they arrived before I'd put the phone down.  

The two men and a woman trainee made me feel safe and I knew I was in safe hands calmed me down.  

The service was excellent. The younger of the two paramedics was polite and professional. The older paramedic was 

polite and professional. The older paramedic was kind as well as professional. The pairing of the two made an 

excellent team.  

The crew were here quickly. They were friendly and professional.  

Ambulance arrived quickly. Paramedics really helpful and reassuring.  

The attendance time was within half an hour.  

Call handler was calm and very reassuring, paramedic was absolutely amazing, made the experience as stress free 

as possible, lovely team  

Reassuring kind people who knew what to do  



 

Anything we could have done better? 

The length of time that it took for the ambulance to arrive was far longer than expected. Although the service can't 

really give times due to different priority calls, distance and traffic etc, it gets very stressful while waiting for them to 

arrive. Some sort of automated text message update would be helpful at reducing stress/panic. Even if it's just one 

every 5/10 minutes to say that you're number xx in the queue for an available ambulance would make a huge 

difference, especially for anyone that also suffers with anxiety, panic attacks etc 

Ringing 999 and being told might be up to 4 hours to arrive doesn't reassure whilst elderly relative is in agony with 

other life threatening symptoms.  Script followed should be re assessed 

Quicker response time ! More trained staff ??? To cope with day to day demand .  

Could have arrived quicker for a 3 year old child with breathing difficulties  

Arrive sooner 

Getting here quicker  

Manage time better.  

Being a possible heart issue a little faster response would be lit better 

Not having to repeat questions if need to rang back a second time.  

Turned up on time. Provided paramedics who knew how to fit a splint, instead of 45 mins reading a leaflet on how to 

do it whilst patient in agony. Teach paramedics how to use a back board, and how to safely remove patient from 

home!   

Attended sooner. 

Maybe send older mature paramedics? And not young silly girls. 

Unfortunately it took the ambulance quite a while to get here ,but this is entirely understandable I believe they were 

having a very busy day and the traffic was bad. Otherwise ,the entire crew were absolutely fantastic, they couldn't 

have been better. I'm extremely grateful for the help I received. 

Paramedics spoke to me like I was a bit kid, one of them definitely needs to improve her people skills  

arrive earlier. 

I would provide your crews with vehicles fit for transporting Sick people. As the suspension was rubbish 

Quicker service  

Get to me quicker than you did. It was far to long to wait because the pain was excruciating and being in my 70s very 

scary to have to wait  

Prioritise calls better  

Quicker ambulance service or being given the go ahead to go to A&E.  

The call to the ambulance service was traumatic with the operator in my opinion being rude and obstructive. She 

ended the call saying “you’ve got what you wanted I’m sending an ambulance”. I was taken to hospital and kept in 

hospital.  

Could have been more polite and empathetic 

Aunt had pressed her emergency buzzer and was waiting for an ambulance. When I arrived I found her slipping in and 

out of consciousness, un responsive and bleeding. I dialled 999 and an ambulance quickly arrived. After 20mins 

another ambulance also came, responding to the first call. All 4 staff were great as was the  999 operator but better 

communication between services could have prevented 2 ambulances responding to the same incident.    

Send your txs to the right numbers  

999 operator didn’t seem empathetic and aware she had to follow a script but was not personable  

The only thing I will comment on is the time it takes for the ambulance to arrive. Nothing really could be done other 

than having extra vehicles and staff. 

Sent and ambulance faster  

Shorter time to wait 

Unless the government start to address the corruption within the NHS and the greedy top management, funds are 

always going to be short elsewhere. Especially in the parts that need it most. Wait times should be 15mins for non life 

emergencies and obviously nothing for urgent care. This will never happen until funds are there. So we will still hear 

stories of older people falling in the street and waiting hours. I love my NHS. Just not the people that run it.You guys 

were awesome. Thank you  

Arrived much quicker  



 

You could of cAme sooner 

The first thing I wanted to hear was “the ambulance is on its way” - this may be the case whilst going through the 

questions but it would have made me calmer knowing it’s on its ay  

Got there quicker  

Took my father to the RVI and showed a bit more empathy  

My son had nasty mouth /teeth/jaw injuries / fracture with severe bleeding and top three teeth complete avulsion 

.Paramedics were really good . One suggestion-Would have been better if paramedics knew that if teeth immediately 

kept in milk while on the way to hospital, can have better survival chances for his teeth which he lost as surgeons said 

now chances are very slim of saving  his three top teeth as they weren’t transported in milk . Otherwise both 

paramedics have been brilliant. Thank you  

Listened to what was being said  

The paramedics were very miserable and not very helpful. All of the other times we have had them to the house the 

rest have been great. Friendly/kind and very respectful. These weren’t very helpful and didn’t have much to say. I 

myself am a nurse and treat the crew with respect and kindness. I had everything ready for them to make there jobs a 

lot easier and sorted for my family to go with them to hospital. They never said thank you or anything. I no they have a 

responsibility but kindness and communication in this day of age, makes a hell of a diffidence in someone’s life.   

The service needs to be less judgmental and be politer towards people in a mental health crisis 

Better routes  to get to your patients  

Arrived quicker  

Arrive faster to the public 

Better communication 

other than having more service available to reduce waiting  time ...nothing  

Got there quicker. I appreciate she was ok but that’s only cos we were there.  

Turn up quicker  

Someone with better local knowledge of the area 

Cut the waiting time. Sort your lives out.  

Response time for heart issue of over 2 hours seemed excessive.  Requirement to answer same questions over and 

over while feeling severely ill was stressful  

Arrive sooner. Be more practical wrt getting the casualty to hospital, if an ambulance isn’t needed, suggest another 

means of transport (our car?), especially if ambulances are stretched. 

A better response time would of been better  

Just be honest about how long you will wait  

Could not improve on both occasions in my opinion  

Certain staff need to listen to patients and patients family. 

Respond quicker  

Wait time a bit long 

Faster response time but given current climate and pressure on the NHS I don’t feel this is within your control  

The crew had everything I  needed so there was nothing more they could have done  

I think they are overworked due to the pandemic and doctors not being willing to see you first. I was very pleased with 

how they treated me.  

Attend quicker 

Less questions 

Prioritised illness which is time sensitive 

Listened to me as my dad's carer rather than insisting and talking to him when he could hardly breathe 

Waiting time for ambulance was far to long especially as patient had fallen and broken her hip 

Some incidents need a quicker response  

Been quicker  

Paramedics bed side manner needs major improvement.  

RESPONCE TIME COULD HAVE BEEN SHORTER IT TOOK FOUR HOURS WAIT 

Ambulance could have been quicker it was quite a long wait  



 

Just listening that bit better and checking the age of the person phoning if it’s for a parent,  

Listened and understood me more 

Review your operator service from a script to real life conversation with some kind of tick box that they could complete 

while having a real life interaction. 

Make sure all vital information is passed on for the adequate level of care to be received. It could cost lives! 

In the experience my family had I don't think there was anything.  

Maybe you could give a more exact time on which the ambulance would be arriving instead of a 4hr waiting time ?  

The first operator was reading off a crib sheet and couldn’t see beyond that. I would suggest listening to the recording 

of the conversation to get a feeling of the situation  

Give an estimate of time - don’t hide the fact it’s going to be an hour. We were told you couldn’t give us an idea of time 

- I suspect that was so you didn’t have to tell us it could be an hour. Just be honest.  

Some of the questions were obviously inappropriate given the circumstances and did create stress having to repeat 

that this had occurred NOW and was on going. 

More contact with client to let us know what's happening. 

Better communication over wait time. 


