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

How to contact us:
Visit us:

Please speak to any member of Falck colleagues
based at the site.

Call us:

Our service for
Renal Dialysis
Patients

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

Email us:

patientfeedback@falck.com

Write to us:

Our Promise To You
We will measure and understand the service
from your perspective with the aim of enhancing
not only your experience but also improving the
Renal Units quality experience too.
As always, we remain committed to providing
excellent customer care to all of the patients
that we transport however, we know we do not
always get things right. On these occasions we
welcome your feedback.
In order to protect your privacy Falck complies
with the General Data Protection Regulation
2016/679 (GDPR).

NON EMERGENCY PATIENT TRANSPORT SERVICES

Survey:

Scan this QR code to
complete our feedback form
online.

If you require a version of this leaflet in large
print or any other language please contact any
member of the Patient Experience Team.
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Pleased? Tell us about it
Unhappy? Let’s resolve it together.

Falck, Patient Experience Team,
Challenge House, Sherwood Drive
Bletchley, Milton Keynes, MK3 6DP

their appointment close to their allotted treatment
time.

Falck work in partnership with
hospitals and other organisations
that you may come into contact
with as a patient.
As a provider of patient transport,
we want your combined ambulance
and hospital experience to be
as smooth as possible as we
appreciate that you use patient
transport on a regular basis.

We understand that your treatment is an essential
part of your life and attending your dialysis
sessions can often mean that you require frequent
assistance to travel between your home and your
treatment centre. Poor transport can undermine
good dialysis care and have a major impact upon
your quality of life.
We also understand that your treatment already
impacts upon your daily life therefore, we aim to
minimise any further disruption that travelling to
and from your appointments can cause. We will
always attempt to minimise your waiting times
whilst also ensuring efficient use of our resources.
Working with our commissioners we have agreed
to quality standards, which we are measured
by. These are called Key Performance Indicators
(KPI’s). The exact KPI’s will differ from contract to
contract however, we aim to ensure that patients
using transport services to attend for renal
dialysis are collected from home and arrive for

We also aim to collect patients and return
them home within a designated timescale after
treatment. In general we have agreed timescales
for arrival at appointments to ensure you do not
arrive too early for your appointment and are not
kept waiting for too long following your treatment.

To help us provide you with the best
service we would ask you to:
Update us if you move address or change your
telephone contact details.
Contact us if you no longer require us to
provide transport.
Let us know if you have pre booked transport
and you decide to make alternative
arrangements to get home.
Let us know if your mobility needs change.

To ensure that you have a positive
experience we will:

ü

Provide an efficient and patient focused
service.

ü

Provide clean, smoke free vehicles which are
appropriately equipped and suited to your
mobility needs. We will also ensure that you
are secured properly with seat belts and
wheelchair restraints as appropriate.

ü

Ensure that you are always treated and
cared for by staff who have the rights skills,
knowledge and experience to provide you
with a safe and efficient service.

Be ready to travel at the estimated collection
time.
Treat our staff with consideration and respect
and follow any safety advice that they may
give you. Please note that the wearing of
seatbelts is compulsory unless you provide us
with a medical exemption.
Ask the clinic that you are attending to notify
us that you are ready for your transport home
after your treatment has finished.

To ensure we provide the best service
possible the Dialysis Unit will:

ü

Ensure that you are treated with dignity
and have your religious and cultural beliefs
respected.

Ensure the appropriate transport is booked
according to the mobility of each patient.

ü

Ensure timely pick up and drop off after
treatment.

To regularly review the mobility of patients and
their need for transport to be provided.

ü

Have an awareness of the needs of renal
dialysis patients.

Provide feedback to us when the patients
treatment has been compromised.

ü

Advise the Renal Unit of any concerns we
have regarding patients.

Provide timely information when a patients
treatment day or time needs to be changed.

