
 

111 Service  

Patient Survey Feedback  

Month: January 2021 

 
89.6% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 
 

The lady was fantastic not sure of her name but she was calm and soothing and 
got the help we needed 

Nothing I honestly think that it’s spot on 

Given it’s a particularly difficult time and in the middle of a pandemic, I felt my 
enquiry was taken seriously and dealt with promptly. 

 

Negative   
free text 

comments 

More empathy and understanding from your clinician sounded like he just wanted 
me off the phone rather than helping me 
 

The list of questions they ask are not relevant.  Had to assert myself to get a 
doctor involved.  I think a weak personality would have been fobbed off.  Once 
she new where I was coming from it was good.  A lot of recorded messages, b4 u 
get to the actual call.  Very frustrating. 
 

Be more polite on the phone and call back when saying so 

  

Number of responses 

Online 17 
 

Total: 

135 

 

Print 44 

Text 74 

 

  



 

Thinking of the 999 service we provide. Overall 
how was your experience of the service? 

Number Percentage 
% variance from 
previous month 

Very good and Good (combined) 121 89.6% -0.6 

Very good 91 67.4% -0.8 

Good 30 22.2% +0.2 

Neither good nor poor 5 3.7% +0.9 

Poor 7 5.2% +1 

Very poor 2 1.5% -0.8 

Don't Know 0 0.0% -0.5 

Survey trend graph 

 

Sentiment Analysis  

 



 

Results by resource CCG  

Resource CCG 
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Total 89.6% 6.7% 135 91 30 5 7 2 0 

County Durham CCG 82.6% 13.0% 23 12 7 1 2 1 0 

Gateshead CCG 100.0% 0.0% 9 8 1 0 0 0 0 

Newcastle Gateshead CCG 100.0% 0.0% 5 4 1 0 0 0 0 

North Tyneside CCG 80.0% 20.0% 10 6 2 0 1 1 0 

Northumberland CCG 100.0% 0.0% 15 11 4 0 0 0 0 

South Tyneside CCG 60.0% 20.0% 5 1 2 1 1 0 0 

Sunderland CCG 100.0% 0.0% 17 13 4 0 0 0 0 

Tees valley CCG 85.3% 8.8% 34 22 7 2 3 0 0 

CCG unknown  94.1% 0.0% 17 14 2 1 0 0 0 

 

 

Free text comments  

Very helpful and assertive operators 

A prompt and helpful service 

Asked relevant questions and was able to quickly advise next action  

Very helpful 

Quick and responsive. Calm authoritative prescience. Efficient and thorough. 

Waiting time in phone acceptable, reasonable return call 

I was very ill with a trapped sciatic nerve and in a lot of pain. The operator and the nurse advisor were really helpful and patient.  

Very helpful 

Quick attention. 

Friendly staff on telephone and prompt service 

Excellent advice,prompt service  

Help was limited but clear 

Quickly to call handlerSensible lady 

Answered my enquiry  

The service and response time was very good 

Great advice 

Quick, knowledgeable and reassuring, the gentleman was particularly cheery!  

Helpful person on phone 

I was told by the 111 operator they would ring through to GP surgery and arrange for callback. I am still waiting 



 

Very good operator who was very understanding and approachable  

Very efficient and non judgemental. Supportive.  

They could not make us an appointment anywhere in any local walk in centres  as stated all were full  

I phoned for advise for myself & was given an appointment for within the hour at my hospital.  

After ringing the doctors surgery and been told repeatedly to go to A&E  My condition was not an accident nor an emergency I 
needed a blood test to see if my levels were ok I suffer from anemia and was very breathless and tiredBut was repeatedly being 
told to have a covid test.Dr Higgins rang me back and set the ball in motion and I am now well as I had my infusion.  I know 
hospitals and services are pushed to its limits , but you should be able to see your doctor or at least speak to them with out being 
sent to A&E. 

Was I was worried as I went for test in hospital but I had pre prep for bowel prepubescent came home and so many day later still 
was very lose was worried  

Never had no problems it all went smoothly  

Efficient and quick  

Very good customer service  

Good advice could have contacted the hospital prior to arrival. The hospital says 111 sometimes does 

Good advice. Clear and concise  

My experience of the service was very efficient and reassuring at every step of the way 

Passed case to senior advisor who rang back within 5 mins  

Had to wait so long for ringback from doctor 

The 2 paramedics were absolutely amazing and very reassuring  

Our attending paramedics Joanne and Kevin showed my grandmother upmost respect and empathy through the care they 
provided. 

Considered appreciation of my problem and suggested all options 

Jane and Abbey were amazing. I felt well looked after. I rang yesterday as I had short of breath and after going to hospital and 
sent back home because it might be covid. I felt awful, symptoms were worse and I rang 111. Lady over the phone was great 
and Abbey and her Co-corker Jane were incredible.A big thank you for both of them  

Speedy response to bowel problem. 

Quick answer by service. 

Because the service was great. 

Call handler was good, however I was told needed to be seen within 12 hours by GP (medic) nothing happened. 

The service I had was good a little rushed. 

We got an answer for our problem. 

All good except waiting time. 

Very good service. 

Very helpful and patient. 

Could not fault the call centre or the paramedics were excellent. 

To support the people that talk to you on the phone and explain everything. 

Everyone was helpful. 

Staff very helpful and caring. 

Because they were very prompt and civil. 

They listen to you and seem really concerned. They give very good advice. 

It was given good and person giving it was good. 

Someone to talk to, relieves your mind. 

They were very good. 

My problem was dealt with after referral to GP out I have service and ambulanty care. 

Call handler was polite, caring and asked relevent questions to my problem. 

Excellent professional service. 

To complete your survey. 

At the time I did not have to wait too long. 



 

Friendly and gave effective advice. Prompt and precise. 

It didn't take them long to come even with all this Coronavirus going on. 

The receptionist on the phone, very kind and caring also ambulance staff also very good. 

Give me good advice. 

No problems. 

Telephone call was answered within seconds. 

The call handler and the doctor who returned my call were both respectful and empathetic. 

A good listener, and give good info to keep me calm safe. 

Efficient service. Knowledgeable staff. 

Prompt service and very good doctor. 

Get through more or less straight away. 

Efficient, quick and polite. 

Call handler took interest in what my call was related to. 

Once I got through to 111. 

Everything helpful from beginning to end. 

Paramedic rightly diagnosed my symptoms of heart attack not COVID-19. 

Very efficient pointed in the right direction. 

Pleased with the response. 

Took 20 mins to get through to speak to someone. 

They were helpful and efficient and informative. Their advice on what to do was invaluable. 

The person was very helpful, asked all the right questions and got me the help I needed. 

It was just matter of fact. 

I am an 80 year old man and on many occasions have rang 111 for advise, fantastic service much appreciated. 

It was reassuring. 

Total satisfied. 

Very helpful and friendly. 

My doctor surgery had no appointments. I was seen at urgent care within an hour after 111 referral. 

Because I did think it was good and quiet. 

The help I receieved from 111 was very good and put me where I needed to be. 

Very thorough. 

Information and prompt attentions advisor was wonderful. 

Listened to what I said and put me in touch with a doctor. 

First class service. 

They listened to me. 

They helped me a lot with my problem and got me in to see someone. 

The phone call was no problem however, I never got the call from the doctor. 

Problem dealt with quickly. 

The matter was dealt with quickly and efficiently. 

Long wait to get through. 

I phoned and they were quick to pick up. 

The time to answer was good each time people were patient with me and my problem was solved. 

Very explicit in speech easily understood. 

Very helpful and efficient. 

The doctor on 111 asked many questions to get a full picture. Very good. 

My problem was dealt with very quickly and efficiently. 

Got an answer straight away and were very helpful. 

It took approx 20 mins to get through. 

I was treated with care and good humour. 



 

I was put at ease as very anxious about my fathers condition very professional call handlers/staff. 

It was half an hour waiting for the call to be answered, only to be told there were no doctors available to speak to so directed to 
local A and E which has no doctors on site! 

Trained staff. 

Because you have me helpful advice, and calmed me down at the time because I suffer from panic attacks. 

My problem was dealt with efficiently. 

Because the lady was calm and efficient. 

Very professional, quick response. 

Took a long time to speak to someone. Given conflicting advice when I had to ring back with same problem. 

I called 101 to discuss my wife's symptoms and received quick response and good advice. 

Quickly organised an ambulance. 

Rang 111 and was so pleased to be dealt with so quickly. 

Diagnosed my problem as muscular when it turned out to be an infected broken vertabrae. 

I said I lived alone and wasy 78 years old and was being violently sick - I needed to go to the hospital and was told well I'm not 
sending an ambulance. So I said OK I'll get someone to take me to cramlington hospital so I got a taxi and spent 5 days in the 
hospital pretty ill. So I'm not impressed. 

In the end I got answers and the help I was looking for. 

They were very helpful. It was admitted to hospital within 45 mins could not have been any better. 

Operator was very polite and took time to hear what was needed. 

Phone was answered quickly and an appointment made at hospital. 

The server was polite efficient and best of very sympathetic. 

It took a while to get an answer which I can understand.  They got in touch with my Drs & said I had to be seen within 2 hours.  5 
hours later I had to ring the surgery myself to get to talk to a Dr.  I was really distressed & in pain.   

Found the response very prompt & accurate.Offered an ambulance as an emergency but chose to get a family member to take 
me to hospital. Surgery the next day. 

On hold for too long 

Everything handled professionally time scale from call handler to assessment fantastic in the current situation  

Really good sort problem out and got sort quick 

I received very prompt and excellent attention from the service at this extremely dangerous time.  

Quick professional and polite 

Very efficient, doctor called as specified and diagnosed problem on phone  

Operator was rude 

Very helpful in helping and giving advice 

The advice I was given was very good and I received a fast response.  

They were very helpful contacted doctor who rang back and advised hospital  

I’ve been diagnosed with Atrial Fibrillation & on Christmas Day I had Pain in back & ache on chest I rang 111 for advise  they 
checked I was not alone then told me ambulance would be with me in 18 mins which arrived & 2 paramedics Andrew & Paul 
were wonderful they did ECG & decided I needed to go to hospital. On route Andrew sat near to me and was very reassuring I 
was frightened but he reassured me with his calm professionalism. I cannot thank these 2 enough & the 111 service was superb 
the lady said Ambulance on way and not to get anxious if it was late. I now know & appreciate how hard you all work. Thank you  

Helpful efficient and put me in contact with the help I needed. 

told me I would be fine when I was losing my baby  

Didn't bother ringing back as they told us they would. Spent 3 extra days in agony! No need! 

Dr rang me after contacting 111 

Good service 

Very good, very attentive, on the ball.  Very quick to come.  Thoroughly checked patient and explained everything wrong.  Also 
explained to rest of our household what they were going to do.  Where cheerful and chatty, upbeat, put the situation at ease.  
Very good men. 

First time i rang lady was lovely and helpful 

I gave my high answer,, as the lady I spoke to about my illness,, was none other than fantastic,, she never once cut me short,, 
she listened to everything I had to say, and never judged me once, an all around fantastic lady who I was speaking with,, hat's off 
to her  

All my questions were answered quickly and professionally, in a way that anyone could understand.  

Quick easy to understand instructions and a friendly service. XThankyou.  

Because of the speed and courteous way I was treated  



 

First 111 advisor was helpful. Clinician who called me was very unhelpful, patronising, talked to me like I was wasting time while I 
had a genuine concern for my breathing after testing positive for Covid 19.  

Quick and clear advice. Got me the help I needed  

Quick very helpful and made the situation easy to understand  

got me sorted asap  

The lady was fantastic not sure of her name but she was calm and soothing and got the help we needed  

My son was in severe pain and I was informed to wait for a call back within the hour. He had a twisted testicle which I did not 
know. I should have been advised to go straight to hospital, which I did do luckily as he needed emergency surgery.  

Very professional and thorough when asking questions. Calming nature  

The staff were amazing  

Very good service very professional  

Quick response, dr called for further details and acted quickly according to my symptoms  

Crew fantastic professional explained everything to my dad put him at ease  fantastic team, worked really well together  listened 
to my dad so patient and  understanding  

paramedic arrived very quickly, carried out tests and was very reassuring. 

I called 111 on the morning of Thursday 14 January.  I did not have to wait long to speak to someone.  i was dealt with efficiently 
and courteously.  I was told my information would be passed to the appropriate person at the Wansbeck Hospital and that I 
would be contacted within an hour.  This happened, and after a further discussion an ambulance was dispatched. 

Fast efficient service  

They asked thorough questions and advised me.  

They are listening me carefully and taking action really quickly where it needs to be act on time. They always do whatever they 
promise to do. 

The operator was very calm,patient, and professional throughout the call. 

Elderly parent had fallen, had suspected head injury and couldn't get up. 

Was disappointed in the questions on COVID.   I had stated that my emergency was not COVID related.   Then there was a 30 
min wait to speak to an advisor.    Once I reached the advisor treatment was swift and very helpful  

No issues. Ordered home test kit for covid was delivered next day because I'm a key worker, working for the DWP Universal 
Credit. My manager made me take the test since my symptoms were similar to covid but my  test was negative and I was 
allowed back into work 

Really helpful and understanding. Gave me great advice and got me an appointment with my doctor urgently which when I 
contacted my doctors surgery, I wasn’t able to do.  

He was very rude and i didnt get a call back he was beru abrupt i had very bad ear pain and coudnt hear. Just so rude  

Because the service I received was very good 

Because they are very good 

Had to listen to information on Covid , should have a number to press for things not about Covid then still didn’t no what to press 
for mams very high blood pressure in danger zone and very dizzy and headaches then waited 40 mins on hold .  

So understanding professional and compassionate. Cannot speak too highly of our experience!! 

Assertiveness of the staff is incredible and an ambulance arrived within the hour.with very pro-active paramedics. 

As before 

It was quickly dealt with in a professional manner  

Everything I was told was spot on & can't fault that.  

Felt my initial call to 111 should have resulted in referal to urgent care due to pain level 

Paramedic sent 

The person dealing with my call was most reassuring and helpful. 

Everything was done how it should be 

On hold for quite a while but to be expected at the moment  

Quick 

It was all gòod  

The knowledge of the colleague and the paramedics was excellent 

All ok 

I found the advice i was given was really helpful and the speaker was very polite . 

Very cheery man 

No advice was given. Simply advised gp would call me back 



 

Very good operator compassionate and professional  

The person who called back was very helpful and empathetic to the situation  

Call handler was helpful  

Satisfied with questions I was asked & the patience & reassurance given by the caller.  

Helpful and quickly helped by calling an ambulance which to me to hospital  

Immediate response. Sound advice 

Very satisfied just think call answering time could be improved  

I was satisfied that the problem I was calling about was taken seriously and that the advise and further steps taken to receive 
treatment were helpful and efficient. I was calling regarding someone under 16, some of the questions we answered were not 
applicable, the call handler needed answers from the child directly and this was unhelpful as he was unable to understand and 
answer effectively  

Call back was very quick and ambulance despatched swiftly  

was satisfied with person I spoke to and just dissatisfied with the length of time I waited for doctor to ring me back  

The woman on the phone was very helpful and sent out an ambulance within 25 minutes  

They showed professionalism when dealing with my anxious grandmother 

None - job done as described 

Extremely satisfied with Abbey and Jean who visited me outside my house and gave me the help needed and an amazing advice  

Speed and advice given 

Efficient service 

Was satisfied with everything  

All of it 

Everything positive & excellent help. 

111contacted a dr who rang me back within 30 mins of my call It was the dr who contacted ambulance service for me and they 
arrived at my property  swiftly. The crew who saw me were excellent cannot praise them enough 

They got paramedics to me who were brilliant. Two very professional guys.  

The list of questions they ask are not relevant.  Had to assert myself to get a doctor involved.  I think a weak personality would 
have been fobbed off.  Once she new where I was coming from it was good.  A lot of recorded messages, b4 u get to the actual 
call.  Very frustrating. 

I was very satisfied with all aspects of the 111 service from beginning to end of my call.  

The clinician 

Response back from the doctor was quick 

getting me help to the hospital  

I was satisfied with the outcome of the call and felt very reassured and happy once I put the phone down  

Very knowledgeable and helpful  

The information given was confusing and the nurse I spoke to after the 111 call said I had been given incorrect information and 
she was going to speak to them.  

Very helpful and very efficient and very professional  

I was completely satisfied with all aspects of the service 

Paramedic who attended was excellent,  very professional and delt very appropriately with my daughter who has additional 
needs  

They have set questions to ascertain the seriousness of your illness. They are professional and non judgemental. Also caring 
and reassuring.  No negatives  

At one point I did call 111just for advice from consultant and I did not realize that my problem was serious and the 111staff 
identified it and directed me to 999 and I did get immediate help by ambulance. 

I am particularly satisfied with the 111 service as I'm sure we can all agree it offers a professional service with positive outcomes 
during unprecedented pressures from the current situation. 

The efficiency, speed and quality 

Happy with the knowledge that medical professionals or emergency services are available if needed 

Prompt referral to other services  

Quick service  



 

Given it’s a particularly difficult time and in the middle of a pandemic, I felt my enquiry was taken seriously and dealt with 
promptly.  

He was rude and didnt hell at all  

All of it 

Every thing was excellent,highly professional and very reassuring. 

The long wait  to get through for advice on my mam with very high blood pressure abs dizziness , headaches x 

Everything was good  

Responded quickly with empathy 

 

Anything we could have done better?  

Maybe call back patients when calls lose connection 

Service was satisfactory 

No improvement needed.  

Everything was done perfectly 

More direct advice 

Not a lot colleague was excellent 

All good 

Cant as i was happy with the service  

Make the call happen. I do not know if this was the fault of 111 but contacting the surgery or the fault of the surgery 

Nothing pointed us in the right direction 

Got us an appointment to be seen  

I've only ever been satisfied & happy with the 111 service, including call backs. Thank you.  

The service worked for me so I wouldn't have asked for anything more THANK YOU!! 

See previous answer  

Reduce call waiting time. 10 mins too long 

I’m not sure. I was happy with the service  

doctor could have called back sooner  

The attending paramedics could literally have not done more to help us. 

Everything was amazing. Nothing were wrong at all 

Told someone would ring with appointment for an out of hours GP. Didn't happen. 

Taken more time at appointment. 

Quicker response. 

Extra staff. 

You helped with everything and explained and the operator was really polite. 

It couldn't really, they were superb. 

Better training of staff who answer phone. 

I could not fault any of the staff at all well done NHS. 

Satisfied. 

Done really good job. 

Very reassuring. 

Answer call much quicker. 

When call with operator was lost 45 minutes elapsed before being reconnected. 

Could not fault advice given. 

As an emergency service I don't want to have to listen to a recorded message for what seemed an age before speaking to a 
person. 

More understandable attitude. 

There isn't anymore you could do. 

Very good service. 



 

Not really the doctor explaining what was causing my problem made me feel better. 

I should have received a call of reassurance and after more than six hours, I had to ring again the next morning. 

Answered the phone sooner. 

Better triage system to prioritise callers needs. 

Arrive a bit earlier. 

Answering quicker. 

Maybe more staff to take calls at busy times. 

Being passed from one person to another and having to relate why everytime. 

No but it’s not following through successfully. 

Nothing, it was very effective in my case. 

Don’t think you could have done anything  

I don’t think it could be bettered.  

Nicer operator 

All was good 

Everything was done well  

Have a big bright button or obvious link on web site where we can click to go straight to a feed back form  

For this call. Nothing. Excellent. Thank You 

Gave me correct information 

Everything! 

Device was excellent  

There was nothing,, that lady could of done,, more than what she already did  

Less options and less about the coronavirus, the first 5 minutes are all about the virus which isn’t what my call was about.  

Glass of champagne with every call 

More empathy and understanding from your clinician sounded like he just wanted me off the phone rather than helping me  

I don’t think there was anything for me that could have been done better 

nothing much help alot  

Nothing I honestly think that it’s spot on  

Giving correct information. I rang the service back to inform them I had gone straight to hospital. The person I spoke to said that I 
needed to do another assessment even though we had already gone to hospital.  

Absolutely nothing. 

I have no suggestions as was satisfied  

Only thing I would suggest to be better is waiting time, busy hours, which might be solved by adding more staff. 

Initially on the 1st call I made I was waiting for 45 minutes to be connected to an operator. 

As stated in previous answer.    

No issues as said previous top quality service  

Explain the service thoroughly  

Nothing! Done a fab job in my opinion  

Be more polite on the phone and call back when saying so  

Have a number to press do you don’t have to listen about Covid  

Don't think they're was anything you could of done better 

 


