
 
 
 

111 Service  

Quarter 2 – July to Sept  2016 

 
 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: 

 Some patients are not able to get through to the 111 
service on their first call 

 The number of people who rated the service as very 
good reduced by 7.9% (good increased by 4.1%) 

 A small number of people reported that they were not 
satisfied with the ‘call backs’ from the 111 service. 

 

 

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

 Feedback: 

 We’ve undertaken a recruitment drive and are now 
back up to full establishment - a number of our call 
handlers have begun their university course to 
become Paramedics with the service. 

 Pathways who provide the clinical triage system for 
the 111 service are reviewing the questioning 
process for people with long term / chronic  
conditions 

 Meetings have taken place between Northern 
Doctors who provide our ‘call back’ service to 
improve performance and Northern Doctors now 
attend a monthly internal monitoring group. 

 

 

 



 

 

Patient Transport Service   

Quarter 2 – July to Sept  2016 
 

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: 

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

 The eligibility criteria to get access to Patient 
Transport Services is difficult to navigate and some  
people can’t to get access to transport.  

 

 

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

 feedback: 

 We have introduced departure lounges in a number of 
hospitals waiting areas across the region to support 
people and improve how people can tell us they are 
ready for collection 

 We will be introducing touch screens in some hospital 
waiting areas to allow people to register they are 
ready for collection 

 We have worked with commissioners to review the 
eligibility questions. We envisage this will make the 
booking process easier and ensure more patients who 
need transport are eligible first time. 

 

 


