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86.9% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 
 

The compassion and caring attitude, getting my mother the right help as 
quickly as they could 
 

the various call handlers were professional and very helpful i can’t thank 
them enough for their help 
 

I was impressed with the clear manner and  
knowledge of the gentleman who advised me. 

 

Negative   
free text 

comments 

It took 35 minutes to get through so waiting times not as good as expected 

 

40 mins to answer. Then given bad advice 

 

Long wait time. Irrelevant answers to my questions. 

  

Number of responses 

Online 18 
 

Total: 

245 

 

Print 117 

Text 110 

 

  



 

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) 213 86.9% +1.9 

Very good 151 61.6% +2.1 

Good 62 25.3% -0.1 

Neither good nor poor 13 5.3% -1.1 

Poor 8 3.3% 0.0 

Very poor 11 4.5% +1.0 

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 86.9% 7.8% 245 151 62 13 8 11 0 

County Durham  85.4% 6.3% 48 32 9 4 2 1 0 

Newcastle Gateshead  86.5% 10.8% 37 20 12 1 1 3 0 

North Tyneside  87.5% 12.5% 16 9 5 0 1 1 0 

Northumberland  87.0% 4.3% 23 11 9 2 1 0 0 

South Tyneside  90.0% 10.0% 10 8 1 0 1 0 0 

Sunderland  83.3% 13.9% 36 20 10 1 1 4 0 

Tees Valley  86.0% 5.3% 57 35 14 5 1 2 0 

No CCG 100.0% 0.0% 18 16 2 0 0 0 0 

 

 

Free text comments  

Those who do not speak English in this country yet can call you.  More than ten minutes of automatic conversation 
for emergencies.  this is very unnecessary.  To save time, a real human has to answer.  Otherwise, people can die 
only because of this bureaucracy intensity. 

Dissatisfied totally should of just went to A+E  

The person was kind and listened. But I felt that they didn’t have enough information to help me.  

Completely satisfied except the time to answer the call  

Advice was clinically inappropriate  

The service was all good and efficient. 

Politeness.  

The compassion and caring attitude, getting my mother the right help as quickly as they could  

Although loads of questions it was best that I got the right treatment 

The menu on start if call didn't filter well and was on hold for nearly 1 hour 

the quick response was spot on the call handlers were great and help they tried there best and helped reassure me 
10out of 10 

the patience of the staff and the level of understanding of my situation 

I was impressed with the manner and knowledge of the 111 service. 

Training is much needed. The advice for COVID was repetitive and annoying. Faith and reassurance is much 
needed in this service. However the staff's attitude and decency was magnificent even though the advice they gave 
out was wrong. 

They where polite and give me lots of advice  

Very reassuring  

Quick response and helpful advice. 

Satisfied that they called my medical practice for me. 



 

The speed of answer of the phone and the reassurance from the person I spoke to.  

my daughter  couldnt walk she weakness in her knee and there said there would get a doctor out to her in 24 hours 
which never happened  

All of the service  

Time to answer to long. Wrong advice given 

The lady I spoke with initially and the 2 paramedics who came straight out were amazing  

Already explained  

Ambulance crew were brilliant and reassuring 

Got advice on what I needed and it resolved my problem  

Long wait to speak to operator could not give advice I was told they would provide should have phoned my GP  

 Dissatisfied with the whole service 

Loved the caring attitude of all the staff  

I was getting chest pains, though not obviously heart related. After a few more questions, the operator took the 
decision to call an ambulance which arrived within 5 or so minutes. The medics again were very efficient and 
immediately did an ECG, which revealed there was no discernible issue with my heart. Better safe than sorry though, 
as I had a triple bypass 9 years ago. As a continuation to the story, while doing my paperwork in the ambulance, 
they received a 999 call out to another address on my street and they were there almost immediately. My neighbour 
was rushed to hospital where he apparently suffered a heart attack while being examined on arrival at A+E. Had the 
crew not been so close the outcome may not have been so good. My neighbour is now back home following an 
emergency procedure. Great service all round. Thank you.  

Very professional 

I felt I was keep having to press too many numbers and listen to too much irrelevant information which lead to a 
20minute wait to actually speak to someone  

Fast and efficient with an extremely helpful and pleasant operative who made a difficult experience and phone call 
more bearable.  

I rang 111 as I had seen the advertisement saying to phone them first rather than going to A + E. it took me nearly 
an hour to get through and when I did I was asked loads of pointless questions and then told to ring my doctors 
surgery. So I rang my doctors surgery who arranged an x ray for me two days later. I had my x ray and was told my 
doctors would receive the results. It took 5 days from the call I made to 111 to find out that I had fractured my ankle. 
And was told by my doctor to go to A+E straight away to get sorted   They transferred me to the emergency trauma 
clinic who fitted me with a moon boot and told me about my fracture I just wish I had went to A+E straight away as it 
would of been sorted on the same day instead of taking 5 days and me hobbling around with a broken ankle and 
probably making it worse. Crazy system !!!!! 

Very good service quick and good advice 

I was asked a lot of questions and then the outcome was to phone a GP!!  

Complete waste of time. The only advice they gave was to go to a pharmacy or go to my doctors. 

It took 35 minutes to get through so waiting times not as good as expected  

The advice provided was inappropriate. My son had a medical emergency of paraphimosis. I was advised to wait for 
a gp to call.T his worsened the issue and when GP phoned they immediately said I had to go to accident and 
emergency. My son was treated by the consultant paediatrician. However may have required surgical intervention if 
we had waited any longer.  

Coz you refused to bring an ambulance out to my son went I do not drive  

It's very hard to get in touch with someone, especially when you have a small baby and need urgent advice or 
guidance. I know and understand that we are all going through tough times but the amount of time spent by the 
phone listening to a robot is just to long, before you can actually talk to someone.  

The 111 person I spoke to (Chloe, I think), was professional and kind. She listened to us and I felt she understood 
the distress and urgency of the situation. She arranged for an ambulance, which came within 15 mins. The 
paramedics were so brilliant, efficient and professional. They administered pain relief and then took my husband to A 
& E where he was treated for haemorrhage and urinary retention.  

Advice was clear and asked questions to find out exact problem 

Was seen straightaway and the prognosis was correct. 

Although it took a long time to get through the call handler was professional and efficient and got the help I needed 
for my mother quickly  

Although I had to wait 10 mins to be answered, I was told everything and was give an appointment straight away 

Asked questions for 20 minutes then told my daughter to call pharmacist. (As if we hadn't already done that) 
Suffering headaches for 2 months wasn't really a concern to him  



 

the various call handlers were professional and very helpful i cant thank them enough for there help  

My daughter had to ring as I had concussion she said they were quick in responding  

Very helpful  

quick and kind in how tbey spoke to me 

Good advice quickly got to speak to doctor 

staff were very helpful and understanding 

I was impressed with the clear manner and knowledge of the gentleman who advised me. 

Response was fairly quick and my problem received careful and appropriate attention.  The doctor tried hard to 
reach me even though there was a telecomms problem 

Helpful call handler  

Because they were. 

I need my medication as I worked late on the Friday, chemist was closed I didn't have no medication over the 
weekend so I panicked then rang 111 for an emergency supply. 

Very helpful. 

I have not used 111.  I have used 999 (Excellent). 

Concise, supportive operators, very informative and helpful. 

Because of the kindness and support. 

Reassured - given plenty of time to talk. 

Called 111 two days in a row. Was promised return calls from a doctor. No calls received! 

Efficient, service. 

I had the best care I could have asked for from James and Donna (What a team). 

Very good service all round. 

1st Call waste of time. 2nd Call successful. 

Very helpful. 

All the NHS Staff I spoke to were kind and helpful. They listened and gave good advice a nurse had all the 
information which all passed on to a doctor. 

My wife, now deceased, had several occasions to consult 111, on each, the response was appropriate and helpful. 

A very competent and caring person answered on first call. 

4:00am and was so glad to speak to someone about my husband. 

Friendly and efficient. 

As this was the first time I'd had to use this service. I found it all very easy to contact. 

Person I spoke to was not concerned about my symptoms as I had just had my vaccination. 

111 staff listened carefully to my problem. They then contacted the NHS and arranged a heart function been at my 
home. I live alone, 2 people came and stayed 2 hours. Very reassuring. 

The phone was answered promptly and efficiently. 

Good response. 

Kind, helpful and very caring. Great team (paramedics). 

Miscommunication and being referred to places I could not attend due to where I live. Hardly recommendable eh? 

I have a lot of health issues and they are always there for me.  

Very efficient spoke to dr within 10 mins  

The call handler was personable, professional and caring 

They assisted my to deal with my son  

Friendly helpful and well informative  

I answered yes because the service was good and I was looked after by the paramedic  

Got the help I needed  

Everyone was helpful and listened. 

Answering what I felt irrelevant questions I know they paint a picture of problem. 

Because good service to me. 

Prompt. 

Excellent organised an ambulance. Mam has since passed 24/2/2021. 



 

Getting through to an actual person took some time, when I did she was very helpful. 

Quick response, courteous and efficient as well as being informative. 

The assistant was very helpful.  

The service told me that my medical practice should not have told me to ring 111. They should deal with symptoms 
which might or might not be related to a recent Covid vaccination. The service could not answer my query as they 
were not clinicians. They called my medical practice to clarify and I was referred back. 

Not long to wait and the person I spoke to was really nice and reassuring  

Call answered promptly , advice given and an arrival time given for hospital. Only improvement is that when I got to 
hosp there was some advice about my burn that they could have given me that could have helped while I waited to 
be seen. ( eg cling film round the burn to stop the air getting to it as I was in a lot of pain )  

Fast and dealt well with my enquiry. Covered all grounds.  

Very helpful  

I know there's a lot of questions to answer, but it's important that you act on what action you feel is appropriate.  

because this time there listened  to what l said 

Both the operator and the Doctor who phoned me back were clear and reassuring. They went through lots of 
different questions quickly and gave me reassurance that although very busy they would help me as quick as 
possible.  

Paramedics were very caring  

Long wait time. Irrelevant answers to my questions. 

40 mins to answer. Then given bad advice  

Ambulance driver was no help at all to me . 

Good approach, Called back as promised and helped secure appointment at Gp 

died everything required to help me 

Clear and correct advice given, professional 

The lady was calm and reassuring and kept me at ease  

Had to wait an awful long time to speak to someone  

Referred within one hour to urgent care. Operator was a little rude and didn’t explain entirely why certain questions 
were asked  

Prompt service. Crew were lovely, professional, caring and reassuring 

I didn’t wait long everything I needed was sorted and script sent to chemist to pick up straight away  

The operator was calming, professional and understanding, both to myself and the injured party 

Advised to call this service for information by 119Could not answer my query  

Absolutely waste of time 

Advice was as thought, friendly understandable professional doctor  

Hospital appointment sorted and operation all done within 24 hrs 

Clinician  was a disgrace  asked me where my mind was at before I  rang 111 had I  done any research   before 
ringing  what did I  think was  wrong  with me  I should  get an app  to get  a doctors appointment  .He spoke down to 
me as if I  were a child. Told me I could have a bad tummy  and I should  Google diarea. Totally bad experience and 
it took me a further 5 days to  get  medical help I  spent 1hour 10mins with a doctor  I  could have seen a doctor out 
of hours if 111 had reacted in the correct way. This should not be allowed. 

Listened and advised me 

They where marvellous abs very caring !  

It took around 10 minutes to be connected, but my call was handled efficiently and professionally  

Very prompt answer and happy smiling person answered all the questions quickly  

I would have given higher except I waited to speak to someone for 20 minutes  

The 111 service gave us the advice and passed us on to a Doctor for further advice. 

They are way better than my GP surgery. 

Professional. 

Help after a fall gave me appointment at hospital (broken wrist). 

Helpful and put us on right track. 

Sympathetic response. 

Because I was pleased with them. 



 

I was listened to, but the lady couldn't tell me what was wrong and I was given a chemist telephone number to ask 
for advise. 

Doctor phoned back soon. 

Reassured me that there was nothing to worry about. 

Staff were wonderful, very caring. 

Pleased with response. 

I didn't have to wait too long in a queue for someone to answer my call. 

The answered quickly and got in touch with the right healthcare people. 

The person who answered the phone answered the phone as best as she could, but felt she couldn't answer my 
query fully retrace and track query. 

NHS do a brilliant job with or without this COVID pandemic. 

Don't know how it should have been. 

Very helpful. 

Good response, organised to get doctor to call. 

Because he was very clear, explaining everything to me, very professional polite and pleasant. 

The operator was calm and professional, very helpful. 

The service was good. 

No problem. 

I eventually received help that I needed. 

Reassured that my condition was not serious, advice given to contact GP for follow up, GP rang me. 

The service I received was very good. 

Quickly sorted out. 

This service has been excellent for me over the years. 

No long wait and friendly and efficient staff. 

They helped me understand what I was feeling. 

Quick response. 

Very helpful and attentive. 

Never got back to me. 

I felt as if I was given good advice. 

Pleased with professionalism of staff involved and speed of response, after initial call, doctor from A&E rang back 
within 10 mins. 

Rang 111 and put me in touch with pharmacy. They told me could do nothing and to contact my Doctor. 

Prompt, clear advice given. Good co-ordination with drop in centre. 

Because of the help I got over the phone. 

Waited 35 minutes for ambulance to attend. 

Helped when I need it. 

Advice very helpful. 

The lady listened to my wife’s concerns relating to me. 

The call handler was helpful and resolved my situation for me quickly. 

Always very good. 

Got prescriptions through quickly. 

I was unsure whether to go to A&E and ill advised me to attend. I had broken bone in foot! 

Patient and polite. Referred me to doctors quickly. 

Dr phoned back very quickly considering how busy she is. 

Helped me when my dentist closed at the weekend. 

Explained everything, friendly. 

Phoned 111 unable to help. Told me to ring another number which was a pharmacy somewhere who didn't know 
why I'd rang them. 

Got the answers I needed. 

The service was good, however I did not see anyone, I was diagnosed over the phone and antibiotics provided. 



 

All services were prompt. 

It all seemed very well organised. 

Sorted out quickly. 

Callback time lengthy, however was a help and informative. 

Told to ring hospital to get x-ray. 

We have had to call 111 three times in two months. Each time your teams were excellent very professional. 

Prompt and gave good advice. 

The operator ask relevant questions and acted quickly by making an appointment to attend A&E. 

Because the GP told us to ring 111 for an x-ray appointment. 111 said ring GP - who said ring 111. 

My enquiry was dealt with efficiently and effectively, providing guidance and reassurance. 

Help me with everything. 

Clear advice given in pleasant manner. 

Waited for second ambulance too long after initial patient transfer mobilise patient. 

I spent 20 minutes on telephone before finally getting attention. 

Quick reply and response. 

The handler was calm and made you feel at ease and listened. 

Answered quickly, gave good advice, insisted on them calling an ambulance. 

I was able to speak to a doctor. 

Everyone I spoke with were most considerate. 

The protocol was long winded served to more to do with coronavirus seemed to be the same question over and 
over. 

Anything we could have done better? 

Anything we could have done better? 

Arranged an x ray as I could of phoned my doctor  

Provided more up to date information about my condition and question which was about covid reinfection. I felt the 
information I got from the GP I spoke to could have been passed on via 111. But they didn’t know. 

Close it down and spend the cash on an organisation capable of good medical advice 

A little quicker on response 

Appropriate safe advice. I challenged the advice but was reassured this was from a clinical practitioner. The advice 
was dangerous.  

One start Listen on the phone and for two answer the phone quickly  

Easy up the calls through the service, I'm sure if someone calls about covid they will specify if they have any 
symptoms, no need for everyone to listen a robot telling us what to do in case that we have something that we don't  

The paramedics couldn’t have known, but at Sunderland A & E we were told urology had their own A & E and he 
should have gone there, not the main A & E.  

I would have preferred to go to Washington Primary Care than Sunderland Royal 

Advice on pain relief during the wait for further help  

Can’t think of anything as the care we got for our mother was first class from the service  

Maybe have a call back when near front of que 

Listened to me her Mum a bit more and some of the history and background from her suffering over the last 2 
months. When we spoke with pharmacist they contacted GP immediately and we were seen within an hour and 
referred for an urgent MRI SCAN. wrong questions were asked in my opinion 

I am unaware of anything you could have done better. 

Return your patients calls! 

Listened. (doctor that called back not operator). 

Don't think the service I received could have been improved. 

Apart from the long wait, can't think of any improvement you could make. 

Not been so dismissive of my symptoms as I had just had my COVID vaccination. 



 

There was what seemed like a long time gap before the arrival of the portable ECG unit. Considering the COVID 
demand on the service this was very good. Perhaps a re-assuring phone call would have helped. 

Know what you are doing. It will make medical problems fixed sooner and easier  

Wait times were quite long to get through, understandably 

Answered a bit quicker.  

Ask more of the problem I had. 

Could be much quicker, less pole-recorded messages, which are frustrating. 

Possibly better communication with medical practices to define roles and avoid unnecessary referrals. 

l dont think there need to go through question that dont have anything to do with  your ill l think it holds up time  

Although it did take 4p minutes to get to speak to someone, the voice recording kept saying dial 999 if I had serious 
issues, chest pains etc. 

Listen to my question instead of following a script. 

Answer faster and listen. 

Operator could have explained more and tone needed work  

The only thing was wait for ambulance. They were prompt but we still had a wait which us worrying. Not much can 
be done to improve this  to be honest.  

Have some basic information about covid vaccine side effects for allergies 

The clinician should have offered help this service  is for out of hours  and he spoke with so much self importance 
he made  it  sound as if I  was  wasting  his time 

Quicker response  

Can't think of anything else. Was satisfactory. 

I had received a text and trace track app saying I had to isolate, but I had not been out anywhere so couldn't 
understand? Was told it was because I had bluetooth on my phone - totally confusing, so had to isolate for 6 days? 

I called my local doctor for an appointment but was told I had to call 111 to get an appointment Crazy. 

Spoken to a clinician sooner. 

The COVID message was long and very repetitive. 

Telephoned me back. 

Noticed that the ambulance seemed to be from a private provider! Didn't look like NHS ambulance staff uniform. 

I have now got severely scarred lungs, am out of breath easily and the 111 service should recognise the symptoms 
and sent to hospital quicker. 

Answer phones more quickly and not have to wait. 

In the end I rang 111 again who told me to ring my own doctor, as they couldn't help me at all. 

Maybe I could have seen someone. 

Time - understandable though, given current times. 

Could have been lack of communication between GP and 111 line. 

Realise that due to COVID wait wasn't your fault. 

It was at the time of coronavirus and I was told to ring 112 if I had symptoms - I did not as I was in isolation many 
months. It was for back pain which I still suffer!! I forgot!! 

Long wait but not an emergency. 

I know due to COVID questions had to be asked but when I was in so much pain it would have been good not to 
have had to waste so much time getting through. 

Don't know. I am sure you are best. 

Report run 19.4.21, 10.00hrs 


