
 

Patient Transport Service (Scheduled Care)  

Patient Survey Feedback  

Month: June 2021 

 
94.3% 

Very good or good overall 
experience of the service 

Free text comments 

Positive  
free text 

comments 

Top quality service, delivered by TOP QUALITY PERSONNEL 

Punctual, friendly staff, very helpful, very grateful for this service. 

Conversation with staff. Very good. Felt easy in their company. 

     Negative   
free text 

comments 

The ambulance drivers were not careful in placing mam in her rise and recline 
chair they let go and she flopped back. 

The booking clerks refuse to do a block booking for chemotherapy for 1 week. 

Change the "Be ready 2 hours before" rule. It's rather daunting if one has an 8:30 - 
9:00am hospital app. I've had to request a later appointment. However, at this 
terrible time of the pandemic, I understand the trauma and stress of the service.  

 

Number of responses 

Online 5 Total: 

157 Print 152 

 

  



 

Thinking of the 999 service we provide. Overall 
how was your experience of the service? 

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 148 94.3% -0.9 

Very good 129 82.2% -5.6 

Good 19 12.1% +4.8 

Neither good nor poor 2 1.3% +1.3 

Poor 3 1.9% +1.9 

Very poor 3 1.9% -3 

Don't Know 1 0.6% +0.6 

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 94.3% 3.8% 157 129 19 2 3 3 0 

County Durham CCG 85.0% 15.0% 20 15 2 0 2 1 0 

Newcastle Gateshead CCG 96.2% 0.0% 26 20 5 1 0 0 0 

North Tyneside CCG 94.7% 0.0% 19 16 2 0 0 0 0 

Northumberland CCG 96.2% 1.9% 52 44 6 1 0 1 0 

South Tyneside CCG 100.0% 0.0% 8 8 0 0 0 0 0 

Sunderland CCG 88.9% 11.1% 9 6 2 0 0 1 0 

Tees valley CCG 100.0% 0.0% 18 17 1 0 0 0 0 

CCG unknown  80.0% 20.0% 5 3 1 0 1 0 0 

 

Free text comments  

Crew were very helpful and friendly. 

Very polite and accommodating agent, both in booking and cancelling. 

Top quality service, delivered by TOP QUALITY PERSONNEL  

Everything went well. 

Same as before. 

Your service has improved a lot and made my appointments much easier. 

They were very helpful and patient. 

So you know what a good service it is. 

I was ill, as I live in residential care. The ambulance was req by manager ******** ****. 

Very pleasant. 

Did not have any problems men were helpful. 

Staff were very helpful. 

The appointment times were met and the drivers were friendly and helpful. 

Assistance needed when required. Always turns up when available to come. 

Prompt and on time and a very pleasant experience. 

Driver and assistant both very pleasant and cheerful. 

A good service is provided. 

Always on time. Always polite. 

The ambulance drivers were not careful in placing mam in her rise and recline chair they let go and she flopped back. 

Excellent service. 



 

Spot on thanks. 

Driver was a pleasant gentleman and very helpful getting me in and out of car. Nothing a bother. 

An answer was given straight away to the availability of the ambulance car. 

Very helpful and kind, always gets me on time for appointment. 

I am severely disabled and can not get to hospitals without the kind of help of the patient transport service. 

Excellent service. 

They are very good because they are very good at their jobs. 

Because I found the service excellent. 

Kind and courteous drivers. 

You asked for one. Apart from that I find your service. Most excellent. 

Very professional. 

Because of the service from the service very good! 

Conversation with staff. Very good. Felt easy in their company. 

Very cheerful and helpful. Transferred from armchair to wheelchair. 

I am very happy. 

Because it's true. 

Transport arranged direct from clinic. 

Kindness shown and care given by the ambulance staff. 

Punctual, friendly staff, very helpful, very grateful for this service. 

Apart from the last time I used your service. It was good. 

Time good, drivers caring. 

I can't rate them highly enough. Not enough praise or thanks is given. So friendly and helpful are the ambulance staff. 

I have used your service 4 times now, and I have found them very helpful in all ways. The last time I used the service 

a lady was a driver and I think that is great, she was so nice and very helpful she is. Defiantly a people person that 

was on Thursday 6th May one took me to DMM what a lady very polite and man a bubbly personality so helpful the 

man younger, however I think in fantastic to see a lady driver ambulance. The lady come from **** way no remember? 

Same reason I have given before. 

They have always been very good with me. 

The booking clerks refuse to do a block booking for chemotherapy for 1 week. 

They were very professional and arrived on time - lovely manners. 

Arrived very quickly, friendly and caring service. 

Helpful driver, friendly. 

Transport into hospital was late, made me 20 minutes late for my appointment. It was a mini bus type taxi with what 

sounded like a bag of tools in the back. 

I was left waiting for near 2 hours. 

Running late but excellent service when he arrived. 

Was on time, pleasant and chatty. 

I cannot drive not travel by public transport. The nearest decently hospitals are approx 60 miles away. This is the only 

option for transport. It is reliable and friendly. 

They are good and helpful. 

Staff very friendly, you can have a nice conversation with them. 

The patient transport service was excellent and the staff was helpful and entertaining. 

I rely on my transport service and it meets my needs to the full. 

Caring, friendly, efficient. 

The driver was very good and made the journey go quicker. 

Because they were okay. 

Driver and mate very patient and helpful with good manners. 

Picked up in good time for appointment, but very long wait to come home. 

Brilliant service, drivers are very good and polite. 



 

Very good driver and the driver escorted me to the department at hospital. 

The 2 men were helpful and polite and friendly. 

Reliable. Caring, friendly driver. Felt safe. 

Was on time and helpful. 

Because of the compassion of the crew. 

To see if there is anything to improve. 

The drivers were on time and courteous. 

Didn't have any problems men were helpful. 

Because I Had to wait that long. 

Anything we could have done better?  

They could of made sure she was safely sealed on her chair.  

Not taken so long to pick me up.  

Make sure the patient is taken for patient transport not put in taxis and then have to pay.  

Change the "Be ready 2 hours before" rule. It's rather having daunting if one has an 8:30 - 9:00am hospital app. I've 

had to request a later appointment. However at this terrible time of the pandemic, I understand the trauma and stress 

of the service.  

To have more understanding of situation. The nurses have a lot to do without booking transport.  

Arrived in better time.  

Improve time of picking up from Sunderland Royal.  

Nobody remembers their NHS no. Why must this be the first question asked when booking transport.  

Make the improvement on times of attendance back.  

It could do better to get you home again after treatment, I waited for 2hrs for the return trip. Home.  

Report run date: 14.07.21, 18:00hrs 


