
We want your 
feedback and 
comments

NON EMERGENCY PATIENT TRANSPORT SERVICES

And finally...

We don’t just want to know when things go wrong, 
we also really want to know when we have done 
a good job so that this valuable feedback can be 
passed on.

Please feel free to contact us with any compliments, 
comments or suggestions. 

In order to protect your privacy Falck complies with 
the General Data Protection Regulation 2016/679 
(GDPR).

What if I am not happy with your 
written response?

If you are not entirely satisfied with the 
response to your complaint please let us know 
so that we can try and put this right. We may 
decide that further investigation is required 
or we may suggest that a meeting would be 
appropriate. 

If after this you still feel that your concerns are 
unresolved, you can contact the Parliamentary 
and Health Service Ombudsman (PHSO). The 
PHSO is independent of the NHS and can help 
resolve a complaint if you feel it was not fully 
addressed by Falck. 

Pleased? Tell us about it 
Unhappy? Let’s resolve it together.
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Falck UK Ambulance Service Ltd 
Challenge House, Sherwood Drive
Bletchley
Milton Keynes, MK3 6DP

T: 020 3326 1326
www.falckambulance.co.uk

Parliamentary and Health Service 
Ombudsman
Millbank Tower, Millbank
London, SW19 4OP

T: 0345 015 4033
www.ombudsman.org.uk

If you require a version of this leaflet in large 
print or any other language please contact any 
member of the Patient Experience Team.

Survey: 
Scan this QR code to 
complete our feedback form 
online.

How to contact us:

Visit us:
Please speak to any Falck colleague based at the 
site you are visiting.

Call us:

020 3326 1326
Our dedicated Patient Experience Team are 
available Monday to Friday 9am – 5pm

Email us:
patientfeedback@falck.com

Write to us:
Falck, Patient Experience Team, 
Challenge House, Sherwood Drive
Bletchley, Milton Keynes, MK3 6DP



1. Thinking about the service we provided 
recently, overall, how was your experience 
of our service? 

Very good

Good

Neither good nor 
poor

Poor

Very poor

2. Thinking about your response, what is 
the main reason you feel this way? 

This short survey has been designed 
to help us understand how you use 
our Patient Transport Service. The 
valuable feedback that you provide 
will help us plan and improve our 
services. Thank you for your time.

3. How often have you used Falck patient 
transport services in the last 6 months?

Once

5-7 times

2-4 times

More than 7 times

4. Which hospital/ clinic did you most recently 
attend using our patient transport service?

6. Who usually books your non emergency 
ambulance transport?

Doctor (GP)

Hospital

Yourself

Carer/ Relative/Friend

7. If you booked the transport yourself, did 
you find it easy to do?

Yes No

Not applicable as I did not book the 
transport myself

If our service was poor, could you explain why?

8. How would you describe the Call Handler 
you spoke to?

Excellent

Good

Not applicable as I did not book the 
transport myself

Poor

Very Poor

12. Was the vehicle clean and tidy?

13. Was the equipment used to transport 
you suitable for your needs?

If our service was poor, could you explain why?

Do you have any comments regarding our staff?

5. What was the reason for your recent journey?

General Outpatient Patient

Dialysis treatment

Cancer treatment Transfer to another hospital

Discharge from hospital

9. Thinking about your most recent journey, 
did you arrive for your appointment on time?

Over 30 mins early

15-30 mins early

On time

15-30 mins late

30-60 mins late

More than 60 mins late

Not applicable as I was not attending an 
appointment

Yes No

10. Thinking about your most recent 
journey, how long after your appointment 
finished did you wait to be collected?

Less than 15 mins 15-30 mins

30-60 mins More than 60 mins

Not applicable as I was not attending an 
appointment

Yes No

11. When the crew arrived did they 
introduce themselves, ask your name and 
make you feel at ease?

Yes No

Don’t know

14. Was the vehicle driven carefully?

Yes No

15. Did the crew make you feel safe and 
secure throughout your journey?

Yes No

16. Were you treated with kindness, dignity 
and respect at all times by our colleagues?

Yes No


