
 

111 Service  

Patient Survey Feedback  

Month: June 2021 

 
80.3% 

Very good or good overall 
experience of the service 

Free text comments 

Positive  
free text 

comments 
 

The person on the other side of the phone was nice and pleasant and did not 
rush me 

Very clear calm, thorough questions to evaluate your level of need. Doctor 
rang me back within the hour. I think it’s a great service 

My condition although not life threatening if not dealt with correctly could have 
become serious. So, I appreciate that all the questions I answered were 
listened to and understood and taken seriously and treated professionally 

Negative   
free text 

comments 

Dissatisfied a having to go through 50minute call to be told to do what we 
would have done in the first place. Distance having to travel to walk in centre 

Took 40 minutes for call to be connected then not helpful in the slightest 

The information re local chemists open on bank holiday Sunday was poor. 

  

Number of responses 

Online 17 
 

Total: 

264 
Print 127 

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) 212 80.3% -8 

Very good 155 58.7% +4.7 

Good 57 21.6% 
 

-12.7 

Neither good nor poor 23 8.7% +3.6 

Poor 13 4.9% +4.2 

Very poor 15 5.7% 
 

-0.2 

Don't know 1 0.4% +0.4 

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 80.3% 10.6% 264 155 57 23 13 15 0 

County Durham 73.6% 17.0% 53 21 18 5 3 6 0 

Newcastle Gateshead 86.5% 5.8% 52 34 11 4 2 1 0 

North Tyneside 86.7% 6.7% 15 10 3 1 1 0 0 

Northumberland 81.1% 8.1% 37 23 7 4 1 2 0 

South Tyneside 90.9% 9.1% 11 7 3 0 0 1 0 

Sunderland 71.9% 12.5% 32 20 3 5 3 1 0 

Tees Valley 83.0% 12.8% 47 31 8 2 2 4 0 

No CCG 76.5% 5.9% 17 9 4 2 1 0 0 

 

Free text comments  

Took 25 minutes to reach a person 

The person on the other side of the phone was nice and pleasant and did not rush me  

Helped me when i thought i needed help 

Advisor was so disinterested in my issues. They wanted me off the phone quicker then I waited to be seen to.. I get it’s 

busy but manors cost nothing  

The care and attention was amazing.  

We were advised to be seen within an hour however the call back took almost 2 hours. They were busy and luckily my 

daughter managed to get an appt at our local Drs.  

Long waits to get through and for call backs. Understandable given pressures services are under  

The service received was quick and responsive and the operator was clear and precise with her questions and 

instructions and kept me calm. 

The wait time was very long 50 mins and then I got cut off and had to ring back waited another 40 mins only to be 

referred to a pharmacist but when I did get through they were helpful  

The team were quick to the point about issues and forwarded my info to a consultant who called back promptly.  

Extremely helpful, and understanding got the problem sorted out for me very quickly, excellent outcome  

Very helpful and polite pointing me the right direction to get sorted 

Person who answered the call was very thorough in questioning regarding symptoms and state of health to ensure an 

effective outcome 

Because they were very helpful  

I believe we have the best health service in the world. Yes you might have to wait a little sometimes to get seen but to 

every part of the health service , thank you . 

Despite my evidence to the contrary I was repeatedly told that my daughter needed a covid test. Her symptoms were 

not in keeping with covid and she had tested negative on several lateral flow tests. 



 

The service you get when speaking to someone is good but maybe there should be another level where you can talk 

to someone like you would come across at a&e, as majority of times I've been sent there waited ages then been sent 

straight home once assessed. 

Because my condition although not life threatening if not dealt with correctly could have become serious. So I 

appreciate that all the questions I answered were listened to and understood and taken seriously and treated 

professionally.  

The length of time it took to get through, lack of compassion Operator just complied to a tick box The operator clearly 

didn’t enjoy her job  

Very helpful  

Very efficient and patient responder ! Put me at ease and told me in detail what would happen next  

I would like use to listen more and be more open about people like me who have bad mental health and not judge me 

or anyone  

Given incorrect advice.  

Doctor phoned me back very quickly and gave me advice in my best interest  

Good advice although they told me to go to the hospital for an xray but when at the hospital the nurse told me off and 

said I shouldn't have gone. I felt very upset to be spoken to like it 

It is comforting to know there is help and information available 

Although the interaction with and the outcome provided by the call taker was exemplary, the time taken to get to that 

point was disappointing 

The lady who took my call was professional and friendly. Listened to what I had to say and acted accordingly  

The service I received was excellent but I was on hold for 1hr 20 mins before getting through to speak to someone 

Overall good just a very long wait of nearly an hour.  

Poor service frightened patient 

Very good service  

They gave advice but as a precaution suggested going into hospital. I know they follow protocol questions but also 

have a caring attitude  

Satisfied  

Good advise but again poor operational skills  

It was totally professional.  

We did get a call back and as mentioned we had already procured an alternative appointment for my daughter. The 

guy who called was apologetic and it wasn’t his fault. Great service in my opinion just understaffed.  

Used the online 111 service to be told to ring. Waited almost an hour to be told to go to the local drop in -  no 

appointment and waited there nearly 4 hours to be seen .  

Really pleasant, helpful and listened to what I had to say. Gave explanations of what they wanted me to do and why 

Speed of the response. The manner in which problem was undertaken was very good. 

The wait time  

******, the person who called me back delivered incredibly good advice, followed with booking an A&E slot that lead to 

an undiagnosed infection. If not for him and the 111 line, I may have been a lot worse. He also approached the call 

with amazing empathy and a lovely manner to go with it, an absolute testament to the service.  

Good service and was put in touch with a Dr who sorted the problem that morning  

The way they dealt with my illness  

Satisfied with all the help I received 

Thoroughness of process. Experience of person who answered the call. Call was answered quickly. They informed my 

local doctor on call who prescribed appropriate medication. 

All questions and queries were answered  

It's a great service to have in place and you do get the best advice . 

Friendly and helpful but limited action 

Every ailment is now somehow covid related.  

I was dissatisfied with having to go to a&e and then being dismissed.  

Friendly helpful advice thank you  



 

Dissatisfied with the time it took for my call to be answered The service is a shambles If that had been my 90yrs old 

mum the experience would have been horrendous  

The advice was perfect 

Just very efficient  

Kind hearted people but don’t listen properly. They just all think its a job  

Gave incorrect advice.  

Quick and understanding  

Very friendly, kind and helpful  

Advice and putting me in touch with other health providers 

As mentioned before, the wait to access the service 

The only problem was the waiting time for my call to be answered, it took an hour 

Very helpful  

The lady who took my call was very helpful and calming. The response time of the ambulance was excellent & the 

knowledge from the paramedics regarding babies was fantastic.  

The man I spoke to was very patient and kind. 

Anything we could have done better? 

Waited 55mins on the phone. Would be better if phones answered sooner.  

The information re local chemists open on bank holiday Sunday was poor.  

Responded quicker.  

Drop in patients given preference over appointments made with 111.  

More staff, less repetitive 'hold' music.  

Provide a system that puts patients first.  
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