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95.6% 

Very good or good overall 
experience of the service 

Free text comments 

Positive  
free text 

comments 

To date I been very satisfied with your service 

Your staff are so friendly. 

Treated with a very caring service. Kindness from start to finish 

     Negative   
free text 

comments 

 

I was left in the doorway and was not pushed to my appointment door? 
 

Not nice when plastic bags on the floor with whatever in them next to a bed 
that is in ambulance next to you. 

I had to wait for over one and a half hours for my life back home. 

 

Number of responses 

Online 8 Total: 

114 Print 106 

 

  



 

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) 109 95.6% -1.7 

Very good 86 75.4% -7.8 

Good 23 20.2% +6.1 

Neither good nor poor 1 0.9% +0.9 

Poor 2 1.8% +0.1 

Very poor 2 1.8% +1.2 

Don't Know 0 0.0% -0.5 

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 95.6% 3.5% 114 86 23 1 2 2 0 

County Durham CCG 100% 0% 30 26 4 0 0 0 0 

Newcastle Gateshead CCG 80% 15% 20 10 6 1 1 2 0 

North Tyneside CCG 100% 0% 4 4 0 0 0 0 0 

Northumberland CCG 100% 0% 23 18 5 0 0 0 0 

South Tyneside CCG 100% 0% 6 5 1 0 0 0 0 

Sunderland CCG 100% 0% 8 7 1 0 0 0 0 

Tees valley CCG 93.3% 6.7% 15 10 4 0 1 0 0 

CCG unknown  100% 0% 8 6 2 0 0 0 0 

 

Free text comments  

To date I been very satisfied with your service  

The driver was friendly, helpful and concerned of my wellbeing. 

The paramedics were so efficient but caring. They settled the patient and explained clearly what they were 

doing. 

Your staff are so friendly. 

My experience was good on the way out but coming home the escort complained about my wheelchair said 

it was too big? 

Both drivers were very pleasant and good drivers. 

Attitude and efficiency, excellent. Very pleasant crews. 

They were friendly/nice only once I've had a miserable sod!! A man on his own - never spoke to me. 

Well organised and very helpful. 

Timing good - everyone very helpful. 

I was very satisfied with the service I received  

Experience was good  

Phone up after an hour of waiting to go back home. 

The lady couldn’t have been more helpful with my wheelchair and me. She chatted on our journey making 

sure I was comfortable. Lovely. 

Staff very good. 

Driver arrived on time, introduced himself, very helpful to get into car - caring, polite and courteous. 



 

Always helpful and very pleasant. 

Because I used to go from Harrow bus then to metro and then to another bus to hospital. ****. 

Very good. 

The Taxi driver going in was most helpful and pleasant the return driver was not. 

Arrived on time and a good journey. 

They are usual good but you always get the cold one. 

I have used service several times over past few years and it's a godsend. Can’t speak too highly of all staff 

involved. 

They were very caring and looked after me. 

All on time. Drivers very pleasant and polite. 

Excellent service and wonderful staff. Very caring. 

Very pleasant. 

Picked up within the allocated. 

They explained at each stage what they were doing and why. 

Because I have found 90% of contact have found overall staff respond. 

Helped me into Taxi. 

Because staff were very attentive and accommodating. 

Driver and assistance were very good and helpful. 

Because I have two fractures in my back, took in own wheelchair, efficient service. 

They are always on time and helpful. 

Staff/Driver very patient and understanding. 

Quite helpful and polite driver. 

Treated with a very caring service. Kindness from start to finish. 

Very polite and under when not being well standing at time. 

Which I fell in my bedroom. I could not get up without assistance. 

Pleasant driver, helpful and friendly. Professional. 

I found the people and the ambulance very good, they did not talk to me as a child they talked to me as an 

adults. 

Because my experience was very good! 

I had no problem. Plenty of help given. 

Everything was first class. 

They can't do enough for you in any way or form. 

Caring and efficient crew. I felt very safe. 

They provide a good service for me as I would not be able to get to my appointments. 

Hassle free. 

The driver was happy and made the journey so easy. 

On time and very nice people to talk to. 

I had to wait for over one and a half hours for my life back home. 

Excellent service. 

Told the truth. 

Because as I said my experience was very good. 

Never had a bad driver hence the ticks. 

Because they were very helpful. 

Arrived on time - were very considerate as I cannot walk very well. 

Grateful it is available to me. 



 

The service is now run with pleasant helpful people from the booking to the actual medics. 

What more can the service is excellent. Local ambulance staff great. 

Not nice when plastic bags on the floor with what ever in them next to a bed that is in ambulance next to 

you.  

Very helpful and on time for appointments. 

The operators wont take booking for more than 1 return journey saying hospital staff have to do block 

booking. Hospital staff have more essential things to do. 

The drivers were helpful and looked after me very well. 

Ongoing investigation as to incident when I fell out of my electric wheelchair when driver had to make an 

emergency stop on way home from QE Hospital for an X-Ray. 

Efficient and pleasant. 

I give this answer is very good because it is. 

I am wheelchair bound and have no other way of getting to hospitals. 

The service always excellent arrive on time and only waited 10 mins at most for return journey thank you 

for getting me to my appointments. 

Personnel are always pleasant and professional. 

Return trip. Hospital could not get through on phone. Leading 2 a 2.5 hour delay. 

The guys were very helpful. 

Staff were brilliant. Calm and respectful. 

Very helpful. 

Just excellent! 

Driver picks you up at door then when you arrive pusher wheelchair to the room you need to be. They are 

always very pleasant. 

I was left in the doorway and was not pushed to my appointment door? 

Fully satisfied at all times. 

Very friendly and helpful, they make you feel at ease.       

 I  

Anything we could have done better?  

Make the ambulance less rattley. 

Accept block booking of 7 days for chemotherapy treatment. 

Have a dedicated no for hospital. Instead of waiting to get through on general no. 

Nothing comes to mind. 

Timing, with just one passenger being picked up at 8am, and having to wait for at least 1 hour when being 

dropped off for my appointment. 


