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 We regularly carry out patient surveys to help improve our services. 

This is what our patients have said about our NHS 111 service and 

how we have acted on your feedback. 

  

 Here are some of the issues you fed back to us: 

 The questions process is frustrating for some patients  

 Patients would like a quick response from the service 

 Patients reported some issues with links to services 
outside of the North East Ambulance Service 

 The attitude of some staff could be improved. 

 

 

  This is what we’ve done as a result of your  

 feedback: 

 We have updated training and processes for patients 
with diagnosed predetermined conditions to improve 
the triage process to reflect their needs 

 Good staffing levels have been maintained and we 
are currently meeting service levels 

 From July 2016 111 call handlers have been able to 
make direct bookings with GPs in almost 80 practices 
across the region. This service is expanding and we 
will be able to book with more GPs in the coming 
months  

 We manage staff behaviours via regular call audits, 
listening to calls and complaints and feedback to them. 
Training is being delivered on assertiveness, 
negotiating skills and human factors to enable call 
handlers to best manage calls. 
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We regularly carry out patient surveys to help improve our services. 
This is what you, our patients have said about our Patient Transport 

Service and how we have acted on your feedback. 
   

 

 Here are some of the issues you fed back to us: 

 When we use taxis providers they don’t always 
provide the same levels of support as our staff and 
sometimes use inappropriate vehicles 

 Pick up times after appointment at hospitals are longer 
than some people expected 

 Ambulances are not comfortable 
 

 

 This is what we’ve done as a result of your  

 feedback: 

 We have liaised with taxi providers and are holding 
one-to-one meetings with each provider to remind 
them of their obligations and the correct use of 
vehicles  

 We have to collect patients within one hour from when 
the hospital tells us they are ready. Performance in 
this area has significantly improved from the same 
period last year.  

 We have communicated with patients about limitations 
to the comfort of vehicles due to Infection, Prevention 
and Control (IPC) requirements. 

 

 


