Patient Transport Services Survey
Communications toolkit - May 2026
(v1 26/05/2026)

	We are asking for feedback about proposed changes to the rules for who can use the patient transport service in the North East based on national guidance from NHS England, as well feedback on wider service improvements. 
This toolkit provides information for partners to use across their own channels to encourage feedback from users of NHS patient transport services, their carers and families in the North East area.  

Please note: North Cumbria patient transport services are not included in this survey
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Introduction  
The North East and North Cumbria Integrated Care Board (ICB) is reviewing patient transport across the North East. We are working with North East Ambulance Service (NEAS) and other providers to make it better.  
We are considering changes to the rules for who can use the service based on national guidance from NHS England. This says transport should be provided when someone cannot travel safely without risking their health, recovery or dignity.  
We have started to engage with users of patient transport services in the North East on proposed changes to eligibility arrangements. The engagement will seek views from users of the service and their carers on proposals including: 
· Introducing clearer and more consistent eligibility criteria 
· Moving away from distance alone as a deciding factor. Looking at each person's needs, not just how far they travel 
· Asking a small number of questions to better understand individual needs when they are booking patient transport  
· Introducing a standard mileage rate of 25p per mile for people who quality for the NHS Healthcare Travel Cost Scheme (HTCS) to claim back their travel expenses.  It is now between 14p to 25p depending on where someone lives.    
The engagement will also gather feedback on wider service improvements and support needs. 
A postal survey is being sent to some users of patient transport services by NEAS.  
There is also an online survey which will be promoted on social media and with partners in the North East area, so they can share on their channels.  
The survey will go live from 26 May 2026 and remain open until 3 July 2026.  
We are working with Healthwatch to involve as many people as possible who use patient transport services. This includes supporting people to complete the survey, talking to people in hospitals if they have travelled by patient transport and participating in structured interviews or hosting discussion groups. 
Information is available on the ICB’s website here https://northeastnorthcumbria.nhs.uk/patient-transport-services 
The survey can be accessed here  https://ex.civicamysay.co.uk/BD9WjeSmCx 
This toolkit includes an article you can use in bulletins and on websites.  
There are also social media posts you can adapt for your own social media channels.  
If you require any further information, please contact the ICB communications team by emailing nencicb.comms@nhs.net 
 How you can help?
 Information and content in this toolkit can be used on websites, social media, or other communication channels. 

Newsletter / website copy 
Do you use NHS patient transport services?  
The North East and North Cumbria Integrated Care Board (ICB) is working with the North East Ambulance Service (NEAS), Healthwatch and other partners to improve NHS patient transport services in the North East. 
Patient transport helps people get to and from hospital if they cannot travel safely on their own because of their health or mobility needs. 
We know the service does not always work well.  
Some people have told us: 
· waits can be long 
· the rules are not always clear 
· services can be different depending on where you live 
We are looking at ways to improve the service and proposing some changes to the rules of who can use the service. 
This could include:  
· Clear and consistent rules across the North East   
· Looking at each person's needs, not just how far they travel   
· Asking a few simple questions to understand needs   
· A standard mileage rate of 25p per mile for people who qualify for the NHS Healthcare Travel Cost Scheme (HTCS) to claim back their travel expenses. It is now between 14p to 25p, depending on where you live.    
We are also looking at   
· Better support for people who travel often (for example, dialysis patients)   
· Reducing journeys that are booked but not used  
This is not about stopping patient transport. People who need support because of their health or mobility will still get help. 
We would like to hear from people who use patient transport services, and their carers and families.  
Please fill in our survey by 3 July 2026. Add survey link: https://ex.civicamysay.co.uk/BD9WjeSmCx  
For more information visit: North East and North Cumbria NHS patient transport services 

 
Social media 
Please note this is for the North East only.  
	 Message  
	Visual  

	Have you used NHS patient transport services? 
We are looking at making the rules for patient transport clearer and more consistent in the North East.  
This includes reviewing who qualifies for free transport support.  
Take the survey by 3 July 2026. 
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	Have you used NHS patient transport services?  
Could changes to NHS patient transport affect you or someone you care for? 
We are looking at ways to improve the service, reduce long waits and make eligibility rules more consistent in the North East. 
Please complete our survey by 3 July 2026. 
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	We want to improve NHS patient transport services and make sure support is available for people who cannot travel safely because of their health or mobility needs. 
As part of this, we are reviewing the rules for who qualifies for free transport support in the North East. 
Please complete our survey by 3 July 2026. 
	 [image: ]

	We are reviewing NHS patient transport services across the North East to make them fairer, clearer and more reliable. 
This includes looking at the rules for who qualifies for free patient transport, while also improving support for people who need the service most. 
Share your views. Please complete our survey by 3 July 2026. 
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