
 

111 Service  

Patient Survey Feedback  

Month: May 2021 

 
88.3% 

Very good or good overall 
experience of the service 

Free text comments 

 

Positive  
free text 

comments 
 

Lovely team and friendly very reassuring 

I was very satisfied with the level of care I was getting. I was crying in pain 
over the phone and the operator calmed me down and was very helpful 

Every aspect of my contact was positive abs helpful. I was put at my ease 
straight away 

 

Negative   
free text 

comments 

I was very unhappy about the whole call... I was told they could not help 
with the excruciating pain I was in!! 

We thought that the 4 1/2 service was slower than expected 

I’ve has cause to have used 111 a few times lately. I’m disgusted it can 
take over an hour to speak to someone 

  

Number of responses 

Online 15 
 

Total: 

137 
Print 25 

Text 97 

 

  



 

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 88.3% +5.1 

Very good 74 54.1% -6 

Good 47 34.1% +11.1 

Neither good nor poor 7 5.2% -1.4 

Poor 1 0.7% -4.1 

Very poor 8 5.9% +0.4 

Don't know 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 88.3% 6.6% 137 74 47 7 1 8 0 

County Durham 94.3% 2.9% 35 20 13 1 0 1 0 

Newcastle Gateshead 68.4% 21.1% 19 5 8 2 0 4 0 

North Tyneside 100.0% 0.0% 11 5 6 0 0 0 0 

Northumberland 81.8% 9.1% 11 6 3 1 0 1 0 

South Tyneside 71.4% 14.3% 7 3 2 1 0 1 0 

Sunderland 93.8% 0.0% 16 11 4 1 0 0 0 

Tees Valley 91.3% 4.3% 23 13 8 1 1 0 0 

No CCG 93.3% 6.7% 15 11 3 0 0 1 0 

 

Free text comments  

Lovely team and friendly very reassuring 

Their knowledge and compassion  

Checked everything to make sure I was ok before they left. 

Impressed with efficiency of responder.  

I was told to go to A&E which I was trying to avoid and when I took the patient there I was told I didn't need to go 
there! I should have been sent to another urgent care service a step down from A&E to be honest.  

The promptNess in getting own health provider to arrange a face to face appointment. Have had some difficulty trying 
to arrange this ourselves. 

I was very satisfied with the level of care I was getting. I was crying in pain over the phone and the operator calmed 
me down and was very helpful  

Perfect 

Questions are asked and slowly delved into an outcome  

The lady operator was very polite and helpful so glad with her help and advice she was an asset to the service 

The operator was very respectful and asked clear questions 

Quick and user friendly online service. Friendly and professional medical staff on callback 

The call handler was extremely attentive.The wait time for the call handler to respond to call was rather long at 40 
minutes.A guide to position in the call line may be useful. 

The person I spoke to called back to see how my daughter was doing. It showed she cared, that helped more than 
she knew. Thank her for me  

Great service by a lovely girl 

They were very good  

As a family with four children we have used the 111 service quite a bit since it was first introduced. We love the 
reassurance it provides, getting the initial advice and the reduced waiting times of knowing you’re going to the right 
place to be seen. Thank you! 

The time to get through is too long 



 

I was very unhappy about the whole call... I was told they could not help with the excruciating pain I was in!!  

Quick response answering considering the pandemic.  

There was nothing  

The 111 service I couldn't fault. The doctor's who phoned me back was no help .Saying my own doctor's are no help, 
hence the reason why ended up phoning 111,Had been trying to get to speak with my own doctor's for over 10 days.  

General. Knowledge of problem 

The focus and serious attention given.  

I was totLly satisfied with the service from 111 however being refered to be seen by the walk in centre at washington 
on 2 occasions the srvice at washington walk in centre have just fobbed me off and saying no need to come and see 
them and if gets worse go to A&E 

Responder said a nurse would call me back and she did within 15 mins 

Ambalance Crew No.***** plus her colleague. What a great team these lovely ladies were, their help and advice in 
getting around a couple of hurdles was heartwarming. 

Reasured  

Completely satisfied. Extremely professional.  

I was advised to go to accident and emergency. 

I was satisfied with the advice I was given 

They way the call got me advice from a doctor 

Quick answering. 

The 111 service is about as much use as a broken leg. This is also the response from other l spoke to about the 
service. It’s a waste of time and money as are advice given to see your GP’s who have mainly been in hiding. If it was 
not for the nurses and front line doctor’s we the country would be in a terrible situation. No matter who you speak to 
when the 111 service tells you to contact your GP for help it’s a waste of time. The NHS as we knew it no longer 
exists. You might as well dismiss 50% of all GP’s and inform the public to enter their problems into an app on google 
and let google issue your prescription as basically that’s what happens now.  

the care given and knowledge the Doctor showed 

Good connections to the down stream health care professionals; practical advice and good confirmation that I 
understood what to do/ next steps. 

I spoke to 3 different operatives which made answering the previous questions difficult. I felt they were following 
written down guidance rather than listening to me. But overall I received the dental treatment I needed that day. 

Very good communication and reassuring also  

Fast response &very thorough. 

We were dealt with promptly, efficiently and appropriately.   Advised to head to A&E immediately and told what to do if 
her condition worsened on the way.  Understand that an ambulance would usually have been sent but the shortage of 
ambulances during COVID is limited.  

It takes to long to talk to someone and if I had been the poorly person I could not have coped with all the options to 
press and to listen to its far to much for elderly or poorly people that. It took 26 mins before I spoke to a person 
imagine that if your not well and anxious anyway.  

Asked for a ring back from online form and got a call from a doctor within a hour who arranged an appointment with a 
gp 

I was seen to very quickly and the staff were amazing I was in alot of pain and the doctors listened deeply. 

Excellent service .person I spoke to was very patient and explained everything very well and arranged a appointment 
slot at casualltywhere my wife was seen very promptly. 

Was very happy with the service  

The operator was very helpful and gave good advice  

I was unable to get an appointment with my GP the 111 operator asked clear questions. Explained why questions that 
I felt were not applicable were asked. The operator also made me a walk in appointment with the hospital  

Online service was quick and easy. Plan from this service was to have nurse/doctor contact me. Quick and friendly 
call from medical staff and appointment arranged at close urgent care 

The service was super efficient from the initial call to the service provided. 

Very professional, kind, caring and knowledgable 

Lovely girl on phone 

Although it was quite a long wait to get though it was okay  

You guys were very busy when we called so we were on hold for over 45 minutes from memory. Once we got through 
to someone the call was dealt with effectively and efficiently. We were called back with an appt at the local urgent care 



 

and the appt and we were seen on time. The team at Urgent care dealt with the injury with care and professionalism. 
Thank you. 

They got someone out to see me through the night 

Took an hour to get through, I had severe pain from a nerve exposed in my tooth with also a infection throughout my 
whole jaw!! I was told by your team sorry we can’t help you!! You need to see a dentist ASAP!! I knew this... I was left 
till next day in excruciating pain!! This system needs to have out of hours dental... I couldn’t get app at dental hospital 
either!! My dentist refused to do emergency app!! So I was left in pain!!  

The service was satisfactory but I was informed of which service was most appropriate but when I arrived I was 
informed that 111 had not booked me in.  

Just as the staff were very polite and looked after all my needs.  

Answered quickly.   

Very helpful advice, listening to all I had to say 

I felt reassured I called the right assistance. 

Fwlt reasurred that i was being listened too and thorough in asking me questions 

Felt that the responder answered all my questions and listened.  

**** medical practitioner working for 111 Thursday 13 May approx 2020 hrs, he LISTENED to me. When I telephoned 
my GP practice on that afternoon, I felt I was not listened to. ****gave me a clear explanation of my symptoms, was 
positive in the decision he made as to the next step, supportive and very friendly. 

Efficient 

Very prompt and professional from the call centre and the medical staff who attended. Extremely grateful for your help 
and advice.  

The service was outstanding the lady on the telephone was lovely and was very helpful. 

Service was good  

It was an urgent call and I felt that it was a caring service 

The service was very slow but apart from that no problem at all. 

Those who answer the phone have no idea of local circumstances. The advice given was to contact my own dentist 
who had already said they could not give me an appointment. Plus they need a geography course as they do not 
understand distances involved in rural areas. They assume services available are those similar to those in a main 
town or city. 

I rang 111 as I had back pain and I was dealt with in a professional manner. The Doctor I spoke with was sympathetic 
and kind 

The operator had IT issues and offered to ring me back when she could reconnect.  She did so really quickly and 
efficiently determined the best approach to treating my injury.   

I phoned to access an emergency dentist because of complications following a difficult tooth extraction. But once we 
began discussing the pain killers I was taking that became the focus and not the issue itself. I was then told to wait 
while another person phoned me to discuss my painkilling regime which took a while then being told to wait again 
while I was passed onto someone else. 

Anything we could have done better?   

Have a person answering the phone then putting you through to the different extensions. Instead of listening to 
robots for 20mins with lots of info etc.. I'm just young and I switched off as was dealing with the poorly person on 
top of trying to listen to all that info and press correct numbers.  

Less call wait time  

All good, maybe an option for a call back rather than waiting on hold for quite so long. 

Record all notes. GP I did see at the walk in centre flagged my blood pressure as a concern yet recorded 
everything but my blood pressure. 

Why have a dental extension line to be told we can’t help you, you need to see a dentist, your team obviously 
needs more staff to handle the volume of calls, the NHS needs to have out of hours emergency treatment for 
dental...,  

Booked me in when you said you had.  

The phone operator should at least know about first aid.  

Told me to go to hospital on my own  

Made the wait in A and E not as long for a patient with heart problems a day Mam with cancer who had to sit 
outside in the car. 

Have more staff answering the calls 

We thought that the 4 1/2 service was slower than expected. 



 

Keep up to date with local circumstances. As l live in a rural area we have insufficient services our small town has 
limited emergency services. Even for the ambulance service a wait of one, two or three hours for an ambulance is 
not unusual.  

A quicker turnaround  

Really good service - the agent had excellent customer engagement skills. 

Listened more. 
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