
 

111 Service  

Patient Survey Feedback  

Month: February 2021 

 
85.0% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 
 

I was happy with every aspect of the call, the operator listened to what I said and 
was able to make my son an appointment with the local urgent care department 
on the same day. 

Knowing that I could get help and advice I needed out of doctor surgery hours 
was very reassuring. 

Good response. Very quick service. Excellent staff 

 

Negative   
free text 

comments 

It took 4 different people ringing us back before a prescription for a urine infection 
for my 89 year old was eventually sorted. 

Too many options before speaking to an operator 

Too long to answer phone Too long to get back in touch with me 

  

Number of responses 

Online 9 
 

Total: 

173 

 

Print 44 

Text 120 

 

  



 

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) 147 85.0% -4.6 

Very good 103 59.5% -7.9 

Good 44 25.4% +3.2 

Neither good nor poor 11 6.4% +2.7 

Poor 9 5.2% 0.0 

Very poor 6 3.5% +2.0 

Don't Know 0 0.0% 0.0 

Please note: comparisons above are made against the previous months report. Surveys are input against the date the service is used therefore 
small variations in data can happen between reports.  

Survey trend graph 

 

Sentiment Analysis  

 



 

Results by resource CCG  

Resource CCG 
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Total 85.0% 8.7% 173 103 44 11 9 6 0 

County Durham  83.3% 6.7% 30 14 11 3 2 0 0 

Newcastle Gateshead  89.2% 0.0% 6 18 6 0 0 0 0 

North Tyneside  100.0% 0.0% 8 5 3 0 0 0 0 

Northumberland  87.5% 4.2% 24 17 4 2 1 0 0 

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

Sunderland  85.2% 11.1% 27 18 5 1 2 1 0 

Tees Valley  82.9% 12.2% 41 24 10 2 2 3 0 

No CCG 100.0% 0.0% 9 6 3 0 0 0 0 

 

 

Free text comments  

The caller did show compassion and did seem personable when not reading from the script.  

While you are waiting for a call back they recommend what you should do in the meantime to keep you pain free 

I was given a telephone appointment with a GP for the same day.  

I was dissatisfied with waiting 10 hours for the call back 

I wasn’t helped at all  

They helped me twice and so did 999 crews.  

The calm and thoroughness of the call handler 

Prompt reply and, as it turned out, accurate diagnosis. 

Knowing that I could get help and advice I needed out of doctor surgery hours was very reassuring.  

Person was kind, helpful, understanding and patient  

Excellent service 

Quick resolution to broken foot  

Get people ambulance for bad chest pain then given them stupid advice  

I was satisfied with the information given  

I called on behalf of my dad the contact person called my dad then called me back to tell me what was happening  

Call back could have been quicker 

The charisma of the employee. How fast the advice was given. 

The time to get through could be alot better  I was in severe pain with a broken wrist 

Very polite very helpful 

Prompt call back.  

The way they put in touch with my doctor . Who rang me back the same day  



 

satisfied all round.NB.  I followed the advice given by 111 and attended a walk in as advised.   

Satisfied 

Satisfied with everything 

Waiting time was fairly long 

The advisor didnt have expert knowledge on diabetes but arranged a call back 

I was dissatisfied with the time it took for call back  

EVERYTHING SATISFIED 

Got through pretty quick and didn't have to wait long for a call back think it was 6 hours so could be worse maybe 
those times could be improved but over all I was happy my son got seen and sorted  

Very helpful  

I was on hold for one hour before speaking to someone, however he was very helpful and arranged a doctor to call 
me 

They got me an appointment at minor injuries within 1 hour and 15 minutes 

Waited 45 mins to get through with repeated Covid messages for the first ten mins or so, could this not be reduced?  
Staff member rushed questions, made me feel like I was bothering him by ringing, cut me off when I was answering 
a question, just felt generally uncomfortable speaking to him 

Caring call handlers and crew  

Unhelpful 

Pleased with the advice given and told what to do should my symptoms get worse. 

They followed their plan accurately which is good. 

Specifically told the 111 operator that the dentist refused to treat me as it was an issue for the dental hospital and 
the 111 operator refused referral and said go back to the dentist. Left untreated for 3 days and problem worsened 
significantly. 

I received a call from a doctor while feeling very unwell with Covid-19 she was very professional but still made me 
feel that I was been listened to and just speaking to her made me feel much better  

Satisfied with how genuinely they cared about me 

Too much talking about corona virus 

Compassion in the advisors voice as he spoke with me. 

Courtesy at all times  

Very easy to talk to operator 

Didn’t get a call back.  

That she was empathetic and acted quickly  

Not available for under 5s 

The caring and professionalism  

Satisfied in all respects 

I was happy with every aspect of the call , the operator listened to what I said and was able to make my son an 
appointment with the local urgent care department on the same day . 

Couldn't understand or help my situation ,,it's very serious  

Prompt and efficient 

The service was as I expected. The script they were following was not appropriate for the purpose of the call. 
However they did book an appointment for x ray and was seen quickly.  

I had covid 19 I rang 111 and they were amazing.  They acted so professionally and quickly I truly believe they 
saved my life. 

Very helpful  

I was contacted very quickly and given a telephone appointment with a GP 

The speed and service was 1st class and the ambulance assistance was very helpful  

Very quick and my son was seen to straight away  

Friendly, efficient. 

I waited 10 hours for a call back 

Effective and efficient service 

Very helpful n reassuring person I spoke to helped me feel at ease  

No help.  



 

The nurse and doctor helped me. But nsec did on 26 the when I dialled 999 

Call handler was polite and helpful, they kept me informed as to how they were going to deal with my problem 

It took 4 different people ringing us back before a prescription for a urine infection for my 89 year old was eventually 
sorted.  

Prompt reply, good advice, pleasant manner. 

The operators were very helpful and told me somebody would be back in touch to advise me, which they did. Even 
though they were receiving a high volume of calls and very busy I still got a response that same evening.  

Was helpful although not quite fast 

Very helpful  

Good response. Very quick service. Excellent staff 

Brilliant staff very quick too be seen heroes of today !!! 

Thank you very much 

I felt the lady helped me with my issue  

Absolutely rubbish still got pain in hips and legs now left side of neck 

The operator was excellent I was phoning on behalf of my dad & she called my dad straight away. The reason I had 
to call was my dad got lost off trying to understand which selection he needed to select - that part of the service was 
very poor for the elderly. 

Because I was told they needed me to book in urgently with my gp as they couldn’t my gp then said that’s not true 
had to ring 111 again as no appts left and they had to book me one of their appts rang 111 again and was told again 
this isn’t right they couldn’t book me an appt so I was just getting passed back and forth  

Listened to my problem, very quick to give me advice on what to do. Very friendly  

Quick response helpfull advice  

I got great service and help. 

Long time to speak to someone Several messages while on hold which can be confusing press this press that and 
seemed to repeat When you are in pain concentration levels are never the best! 

Very helpful 

Empathetic and quick response.  

They try and he’ll but sometimes it’s pointless and irrelevant some of the questions. To get an appointment for an X-
ray at your local hospital and for the patient to be taken out of school is a lot to be asked  

I didn’t wait too long advice was appropriate  

The girl I spoke to was very kind and understanding and helped me feel calm 

They answered my call with cautious nd professional.  

the advisor was knowledgeable and advised next steps.   

On reflection the telephone service I got was good but having to first wait for all the Covid related statements to end 
made me very anxious as I was having a hypertensive episode. Responding to a tick list of possible symptoms was 
less concerning. At least it was relevant to me.   Being told it could be up to six hours before I would be contacted by 
a medical practitioner was quite upsetting. As it was I was contacted fairly quickly and a paramedic crew  arrived 
after about half an hour. I must offer my thanks and praise to the paramedics. They were confident and capable and 
very reassuring. After testing me they were able to explain what was happening to me and offer sound advice for 
future action. (Symptoms to be concerned about and when to contact a hospital directly) I felt I was in very good 
hands. They were at once pleasant, calming and professional. Thank you to them and to everyone concerned 

Well mannered, excellent customer service and they also do a brilliant job. 

Just a very pleasant lady 

Calm rational advice and support  

Very good 

A very thorough and caring response and after care provided  

Waiting time was 50 mins so not 'very' good 

Waited 30 mins to speak to someone to be told someone would ring me 4 hrs later  

Quick helpful and professional 

To long to answer fone and to long to fone back  

Woman was so helpful  

Very helpful and reassuring  



 

I had part of a hearing aid piece stuck in both ears. Spec savers advised me to get in touch with 111.After I waited 
for 25 minutes I needed to answer questions on COVID 19.Being past around from one automated voice to another. 
Eventually I managed to talk to a human voice. Again questions about COVID 19.I did managed to explain my 
problem to the person I assume was a nurse. .The lady gave me telephone number for  North Tees hospital .When I 
explained my problem to the person on the telephone she advised me to go to The James Cook Hospital in 
Middlesbrough and go to the ENT  department .Arriving at the ENT  desk I was informed that I needed to go to A&E 
to arrange an appointment for the ENT. I was fortunate to be examined by a A&E doctor .Who removed a object 
from my left ear only wax in right ear. One of my points is I walked through the hospital when if I was directed 
correctly there would have been no need to walk through the hospital at all. Instead would have entered A&E by  
correct entrance. The treatment I received in A&E was very good . 

Just lovely manner on the phone made me feel welcome  

Very helpful and the person I spoke to was lovely and polite  

Advice and assistance was provided clearly and in a timely manner. 

Waiting time too long 

Good service but took a while to answer 

First caller I spoke to made me feel like it was an inconvenience to have called. Questions were rushed and could 
tell he couldn’t be bothered 

Ambulance crew were amazing as usual. They do a fab job.  

Unhelpful operative 

Helpful and reassuring when I spoke to the operative.  

I called in having severe toothache and nobody could provide a service or advice on where to get emergency 
painkillers until the dentist opened on a weekday. I was in severe agony and had been awake for 36 hours with non 
stop pain.  

Paramedic arrived quickly and  diagnosed the problem. Confirmed with duty doctor who sent prescription to local 
chemist to be picked up as soon as they opened. In all a very efficient service from dialling 111 to collecting 
prescription. Also, this was followed up by a telephone call from GP surgery and a call from GP. 

The receiver was very competent, patient and empathetic. 

Very good 

After calling for a dental issue I was refused a referral to a dental hospital and spent 3 days untreated before finding 
a dentist appointment available.  

My overall experience was good I felt that everyone I spoke to was very professional and had my best interest at 
heart, the doctor and nurse I spoke to gave me really good advice that helped through my COVID-19 experience  

Quick response & answered all question.Felt I was valued 

Waited too long to actually speak to someone it was all about Corona Virus  

Advisor went through all my option and advised me to call back if l could get emergency dental treatment. 

Seamless service  

Polite and caring  

I was asked straightforward and relevant questions. 

Service was excellent. 

She was very professional to talk to. 

Lady I spoke to was polite understanding and efficient  

Got seen within the hour as. Recurved correct treatment  

Very efficient, call answered was very polite and courteous  

Did not realize the service was for over 5s. They were helpful in directing my call, just meant further waiting  

Got something in my eye at work needed a appointment was on the phone for a hour when I finally got through I got 
sent to spec savers because “they had the equipment to remove whatever was in my eye” got there £20 later get 
told they can’t remove it so referred to the RVI guess the lass on the phone had shares in spec savers  

Just brilliant service and listen to you what’s wrong  

The officers were very professional and caring 

Sensitive and helpful 

I could clearly understand and reply to the questions asked. The call handler was professional and helped me deal 
with the problem and I was happy with the outcome that we were given an appointment a couple of hours later at a 
local urgent care department. 

It was dealt with quickly but we were passed on wrong information. 



 

Dealt with my complaint quickly. 

Listened and called back as they said they would. 

A calm, clear reassuring response. 

I was dealt with quick and efficient. 

We have a quick response. 

Prompt action and subsequent advice reassured me. 

Advice relevant to my enquiry not just reading from script. Also asked other colleague for advice. 

Very impressed at how efficient staff are at this extremely busy/unprecedented time. 

They do a good job but there are lots of unnecessary questions - asked before. 

Anything we could have done better?  

Nothing cause it was perfect  

Listened very efficiently and responded to my needs I was in terrific pain for 5hours plus  

I would hope if I was bleeding or unconscious I would ring 999. However it was clear that the person was reading 
from a script and had no knowledge of actual illness. Seemed like a tick box exercise.  

Nothing everything was okay. 

Phoned sooner  

Too many options before speaking to an operator  

I was perfectly happy with the service 

The first person I spoke to should have been able to sort the prescription or at least the call back should.  

Don't think there was anything to improve. I was very satisfied with the service. 

Lots of questions are nonsense like are you breathing if I am calling and it’s me who needs help. Could come 
quicker to the point 

Could have done nothing better excellent service  

U dont send a ambulance is someone saying the got bad chest pain for 2 +hours you ask them weird stupid question 
and you lot say see someone next day and you in pain  only if someone else ring an ambulance for them they get 
one for u because u not asking non of the stupid question to them .Chest pain can be bad i been in pain since idk 
but 111 operates think am fine  

My call back could of been faster but other than that I was happy with the information I was given  

Easier selection process! Less to listen to between selections you have forgotten what the options were by the time 
you have tried to listen to them 

For myself everything was good service I got seen to 

Simpler method of speaking to someone  

For there to be an actual appointment system instead of going through a lot of questions  

I found it was ok as it is  

maybe advising walk in centres are open in the first instance  

Not so many messages  

If there was anything that could be done about waiting times that would be a plus. 

quicker response to answering calls  

Too long to answer phone Too long to get back in touch with me 

First. Ensure that the people giving out information .Have the right details. For instance recommending a specific 
hospital to cater for my problem when in reality that hospital did not provide that specific skills .When i was directed 
to the correct hospital I was sent To the ENT department .But should been directed to the A@E department to 
receive an appointment for the ENT !The initial contact with the 111 service seemed far too convoluted and 
confusing.I will point out that in all the conversations that I was involved with people who tried to help Were pleasant 
and tried to Help .Unfortunately some of the information appeared to be  out of date. 

More people answering calls  

Listen better I know there a virus but other people still have other illnesses  

Staff member could have spoken better on the phone 

Arranged an emergency prescription for painkillers 

Not really. I cannot fault the care and service I received. 

Answer the calls more quickly instead of telling us about corona virus 



 

Only thing l can think of is, regular updates if list of emergency dentists. 

Well a call back would of been nice !!!  

Answer the phone quicker and get me a appointment at a actual hospital  

Needs no improvement  

Nothing I was happy with the service we received . 

Get in touch with the correct person the first time. Instead of been passed onto a nurse. Doctor, social worker then 
back to a doctor. 

My wife received a call back from you after midnight - I realise you are very busy but it gave her a shock to receive a 
call at that late hour. 
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