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83% 

Very good or good overall 
experience of the service 

Free text comments 

Positive  
free text 

comments 
 

Excellent team - did everything possible for my husband to avoid having to be 
admitted into hospital.  Can't thank them enough. 

They managed me to get a GPs tel appointment within 30 mins. When rang 
previously to GP there were no appointments for 2 to 3 weeks. So, they 
helped me immensely 

Though they were quick with questions, I did not feel rushed or an 
inconvenience to them. They treat me with respect, was treat like a human 
with genuine concerns, not like a statistic and have to rush me to hit targets. 
Thank you!! 

Negative   
free text 

comments 

Although the wait for my call to be answered was excessive, the care and 
information given was clear and appropriate. 

I've been on the phone up to 50 mins before it was answered, however very 
helpful with my problems. 

The failure to call back even close to within the suggested time frame of 1hr 

  

Number of responses 

Online 19 
 

Total: 

253 
Print 146 

Text 88 

 

  



 

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) 210 83% +2.7 

Very good 129 51% -7.7 

Good 81 32% +10.4 

Neither good nor poor 17 6.7% -2 

Poor 13 5.1% +0.2 

Very poor 12 4.7% -0.9 

Don't know 1 0.4% -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 83.0% 9.9% 253 129 81 17 13 12 0 

County Durham 78.8% 13.5% 52 23 18 4 3 4 0 

Newcastle Gateshead 84.2% 13.2% 38 19 13 1 4 1 0 

North Tyneside 88.9% 11.1% 18 9 7 0 0 2 0 

Northumberland 86.7% 3.3% 30 16 10 3 1 0 0 

South Tyneside 87.5% 6.3% 16 12 2 1 1 0 0 

Sunderland 83.9% 9.7% 31 13 13 1 1 2 0 

Tees Valley 79.6% 10.2% 49 27 12 5 3 2 0 

No CCG 84.2% 5.3% 19 10 6 2 0 1 0 

 

Free text comments  

 

Have been on hold for an hour!  

Got my problem sorted quickly excellent service  

Ah n hold for over an hour. Advisor was not helpful in terms of practical advice  

They were helpful & directed me to where I needed  

My recent experience of the 111 service was poor, I was on the phone over 30 minutes waiting for an 
advisor to answer my call, in the end I had to ring my GP for advice as I still had no advisor answer my 
call 

Clear questions about my reason for calling and although normally would have advised seeing my doctor 
the next day given that I had had a road accident the previous week connected to my angina they 
consulted colleague and recommended that I went to A&E 

Asked to many irrelevant questions  

Waiting times to answer call was over 1 hour on hold 

Waiting time for call to be answered was 1 hour. Very helpful when call was answered. 

They were professional, knew what they were doing/advising, and efficient, because of this, I felt safe 
and confident them, 

Helpful consultants  

111 recommended by GP practice who would not deal with my problem. Frustration already present as it 
takes a long long time to get through to GP and all they do is push you on to 111, who also take a long 
long time to answer. Then they tell you all they can do is refer you to someone else !! 

The call handler was extremely experienced and actually very lovely to talk to 

It took me 75 minutes to get to speak to a person. But once I did they were very helpful. 

Calm and informative.  



 

No doctor was immediately available. You said there would be a delay of about six hours. You 
telephoned me six hours later to tell me when a doctor would call me. I always felt confident that I was 
getting reliable attention and information. 

Excellent team - did everything possible for my husband to avoid having to be admitted into hospital.  
Can't thank them enough. 

Because of the efficiency and skill and compassion of the operator  

The person I spoke to was very helpful he discussed all my symptoms and referred me to A&E who were 
excellent. 

Incorrect address - sent to Durham not North Tees. 

Fast, efficient saved myself pain etc and no need of A&E. 

Took a long time to get through. 

Very efficient, dealt with the situation. 

All questions were answered and good advice given and was listened to. 

Prompt reply, explained the procedure and put me at ease. Connected me to a nurse. 

They listened and I was given an appointment at local out of hours. 

Prompt response and action taken. 

Friendly staff. 

Thorough and courteous examination. 

The outcome was good but the call handler was quite abrupt, didn't have much patience. 

Helpful operator. Dr returned call within 10 mins and prescribed antibiotics. 

We had to wait so long for someone to come and see the patient. 

Operator was very kind and gave very good advice. 

After my phone call they came very quickly stand when I broke my neck. 

The advisors were both helpful and knowledgeable. 

I phoned because I couldn't get any help on the telephone from the clinic within a very short time the 
clinic phoned me with an appointment. 

Quick response, good information. 

Because you are very good. 

Prompt attention. 

Prompt and clear advice. Caring and considerate was told a doctor would ring in an hour, rang after 15 
minutes. 

It's the truth. 

Helpful to decide what to do next. 

On what to repeat information to several people. 

Efficient, useful. Cheerful - mind at rest. 

111 service are very helpful and kind. 

I've been on the phone up to 50 mins before it was answered, however very helpful with my problems. 

Very quick response, very helpful staff. 

Didn't have to wait too long to connect with an operator. Even though I had a long wait for the doctor I felt 
confident about the consultation. 

They were very helpful. 

Prompt and helpful. 

Because of the caring nature of the person I spoke with. 

The 111 call resulted in an ambulance being called and a visit to hospital. 

Because following the advice given the problem stopped. 

Because it was good. 

I have had to use this service twice this year and have always been treated well. 

First time I've been to urgent care. 

People I talked to were knowledgeable and polite. 

Takes too long to answer or help. 

No problems with answers to questions. 



 

They got me an appointment to see a doctor. 

The response was very swift and the advice given extremely helpful. Excellent service and care.  

Quick, informative, helpful 

They are always excellent  

Long waiting time to get through to someone was over an hour then they messed me around transf me 
drs then back to the call centre then back to another Dr all i wanted was an appointment for my 3 year 
old. I was seriously not happy with 111. Rake Lane where actually amazing though once we finally got an 
appointment.  

The staff were very helpful and friendly  

Very caring woman I spoke to. Didn’t make me feel like I was ringing for no reason  

The lady on the phone, told me to take some paracetamol, when i was suffering from a paracetamol 
overdose  

Having been told a doctor would call me back within an hour they didn’t. The call came over an hour late 
when I was asleep and missed it. Then because I wasn’t picking up the phone an ambulance was sent 
four hours later (this was sensible but unnecessary if the doctor’s call had been on time).  

The people I spoke to were fantastic but the 45 minute wait to speak to someone was ridiculous  

Took over an hour to get threw but overall satisfied with the questions asked n the outcome of the phone 
call  

Took 3 and half hours, spoke to 5 people, didn’t resolve or help the issue in any way  

I was dealt with fast and sympathetically and had a call back within five minutes  

The lady took the trouble to ring me back with a solution to my problem. 

The ambulance came within 30 minutes of telephone calls. 

Well taken care of. 

Peace of mind, good response. 

No recognition of heart attack, with relevant symptoms given. Rude operator. Not told doctor would ring 
within told not to ring 999 12 hours. 

Clear instructions and action taken. 

Service was very good. 

Because they were very helpful. 

Because the help that you gave me was second to none. 

No on call doctor on duty in co Durham. Final advice just to use our own judgement and monitor 
situation. 

We care about the NHS. 

In depth conversation with Dr Shonda? Excellent. It was not hurried. Explained everything and made 
appointment for me at Blaydon clinic. 

Very helpful service. 

Provided ambulance during emergency. Stayed on phone helping my wife. 

I rang 111 for advice not realising that it was mainly a "tick-box" operation. 

The prompt information and advice I was given enabled me to have urgent treatment. 

Because it was very helpful. 

Had to wait about 30 mins to talk to advisor but in these times that is good. The advisor was excellent, 
she was friendly, helpful and very professional. I got to see a doctor in my local hospital the same day as 
promised. Thank you very much  

Because i was sent to A+E with a booked appointment however when i arrived i was told i had to wait 
6hrs to be seen even with appointment  

Excellent service that identified that I had actually taken too much paracetamol when trying to control 
toothache and dental abscess. All done while under pressure from covid19 calls 

Extremely long waiting time before anyone answered. Asked completely irrelevant questions, when they 
already knew what the symptoms were 

Gave great advice got my sons medical problem triaged assessed and medically optimised quickly.  
Unlike the walk-in centre of Hexham that did not even examine him And told us we need to hurry as it 
closed at 10 o’clock. 



 

Because use take the mick to even answer the phone and then when you do it’s always wait for a call 
back my daughter had phenomena and use said it was just a cold when it wasn’t at all   

Took 1 hour 43 seconds before I spoke to an operative. 

At first they did nothing but tell me the obvious until I kept calling about the pain like it’s very obvious to 
take pain killers you shouldn’t have to call for an hour to be told to take them  

Excellent handler who give my the advice and assistance I needed! Thank you  

Waiting too long to answer 

Always there to help. 

I phoned about possible fracture to wrist scafold and was x ray same day. 

The young man - - who answered my call was outstanding. He was professional, kind, supportive. He 
talked me through the process and then waited until I had taken another GTN spray and explained 
everything. He answered all of my questions and was so patient with me. I kept apologising for any time 
wasting bug he kept reassuring me that it wasn’t time wasting. He sent an ambulance to me but again I 
was concerned that I was taking away someone else’s ambulance but he explained that there was a 
triage system and I would be put in line and others who needed it would get it before me if they were 
more serious so not to worry. He has outstanding communication skills. Very impressed with him. And 
thank you to everyone on the 111 and ambulance services you are doing an amazing job 

Given good advice. 

There was a wait and I was being put through to another service.  

i was given fast and good service 

They were very kind and understanding and helped me with my issue  

Service I received was very good very helpful 

Precise clear & understanding of my situation  

They were very helpful and very explanative with whys and what fores 

Although it took an hour and 20 mins to get through by phone it was the best outcome being sent to A&E.  

The waiting, for callback, is very stressful. I forget that my phone is set to refuse access between 23:00 
and 07:00, which adds to the stress.  

They were informative and assisted in my necessities  

They advised me what to do 

Waiting time on phone 

Waiting 70 minutes for a call to be answered is a little excessive 

I was told to go UHND A&E Dept and the place was on the left - it wasn't 

They assessed my daughter and got a doctor to speak to me within 2 hours the doctor called and 
prescribed medication for her this was sent to my local pharmacy.  

you made a great effort to gather as much info as possible to help Joanne  

The help and advice was very good. 

1 hour wait, still no answer 

Was asked to see a pharmacist when it was a doctor I needed to prescribe antibiotics for a uti infection.  

Found them very helpful and polite 

Great experience  

My call after 30 minutes of waiting was still left unanswered  

111 phone service advice was great. Previous paramedic final outcome was not the best feel left 
hanging, If I had seen A&E that day think things would have been resolved  

Just the call wait time to be answered was lengthy. Everything else was good. 

Though they were quick with questions,I did not feel rushed or an inconvenience to to them. They treat 
me with respect, was treat like a human with genuine concerns, not like a statistic and have to rush me to 
hit targets. Thank you!! 

Long wait to get through to service to find they are call handlers only . The 111 agent was friendly and 
empathetic but unable to help due to distance  Could only refer to hospital emergency unit . That unit had 
no doctor!  



 

I have already said what is wrong. I understand why there have to be set questions as call answer people 
are not medically trained. But also it is not good for them to not understand if the person is aware of what 
their problem is.  

dissatisfied with the waiting time to get through  

The person I spoke to was very helpful. She directed me to urgent care unit. They called me back within 
15 mins. I have an appointment with in hour. 

Service very good but very long wait for call to be answered 

The call handler was decent enough but i honestly feel like it was such a hassle to get through get a 
simple appointment. When i ended up in a&e anyway.  

I'm autistic, and I made the call handler aware of this. They repeated themselves to support me in 
processing the information they gave, and spoke clearly and kindly without even a hint of patronisation. 
Truly appreciate that, as a lot of care providers speak to me as though I'm a child, or as though I'm deaf. 
It was a very positive difference. 

The doctor who contacted me didn’t bothered with the call, it was like he had better things to do  

I waited for 3 hours and 10 minutes before I got a call back  

The failure to call back even close to within the suggested time frame of 1hr 

I understand the service is busy but it took 5 hours for a call back from a doctor. The 111 operator was 
very good however  

It didnt help me at all, just used up what little energy I had. I then had to start again a different day when i 
was worse trying to get healthcare elsewhere. I had to wait 45 minutes to wait for someone just to take 
my details. 

Always satisfied with 'good' crew - those that will 'go the extra mile' to help. Dissatisfied with those who 
are unsmiling and unfit for purpose  

Everything they told me on the phone was very helpful  

They managed me to get a GPs tel appointment within 30 mins. When rang previously to GP there were 
no appointments for 2 to 3 weeks. So they helped me immensely 

Whole service was excellent 

I was sent to the same appointment as someone who had recently tested positive to covid 19 which 
delayed everyone  

The operative identified a problem not directly related to the toothache and dental abscess I called about. 
They noted that I had actually accidentally overdosed on paracetamol and directed me to A&E where I 
was admitted to hospital  

Too long a waiting time in the first instance, but they did ring me back quite quickly. Unfortunately the 
health professional I was referred to told it would be easier for me to go to A and E which I did after 
waisting a few hours with 111 

Call Wait time wasn’t too bad this time however I’ve been on hold for upwards of one hour on previous 
calls hopefully people recognise the great service you provide and invest more for recruitment. 

Contact time 

Professional but took way too long and didn’t really do anything at all when I first rang they asked basic 
questions and were like right bye 

I got an appointment I needed to confirm if I had a broken foot following speaking to 111. Thank you  

Dissatisfied with the wait before speaking to an advisor. Very satisfied with how quickly they referred me 
to a hospital so my son could get the treatment he required. 

I was dissatisfied that I phoned in the morning and had to wait till after 6pm for a doctor to phone back I 
was satisfied with the prescription he gave me as my infection cleared up within 2 weeks 

Appt made to see Dr at the hospital. 

The person had caring sounding voice 

The excellent communication skills of the call handler Johnny. He was calm and reassuring and very 
knowledgeable  

The person who took my call was helpful in getting my the help I needed from my GP  

It was being used as a holding service for PHE so some questions  here not relevant  

The person who i spoke with was helpful and reassuring 



 

Satisfied with everything the person was kind and understanding, the dr called back signing the time 
frame giving and helped  

Very vague advice and very little help getting treatment resulting in me remaining in pain 

I have no problems with the service I received the night I needed help 

Although the operator tried to book me an appointment the following morning with my GP he wasn't able 
to access it 

Good  

Recognised the need for my husband’s emergency care. He could not speak nor breath and the operator 
heard his attempt to communicate.  Only dissatisfaction was the length of ‘on hold’ waiting time of 1hr 20 
mins.  

The agent spoke clearly and assuredly. Bolstered my confidence in the service.  

They were very helpful and cooperative in my situation 

Took too long to answer call 

Just the length of time before getting through, but understandable in the present conditions.  

They really listen to you 

Although the wait for my call to be answered was excessive, the care and information given was clear 
and appropriate. 

I liked that I didn't need to visit my GP and got advice which did help me. Only negative for me was the 
waiting time and asked to call back at a less busy time 

The wait time to answer my call was the worst it took over an hour to get through and I must have spoke 
to the lady at 111 for about 5mins max then had to wait another 2 hours for a doctor to call back  

 

Anything we could have done better? 

Answer the phone.   

Provide ring back if the wait is that long or atleast give an indication of wait times.   

More available advisors to answer phone calls   

Not ask questions that have nothing to do with the call  

Reduce call waiting times.  

Not having to explain everything twice over,   

By making the waiting time a lot less  

I would have liked to speak with a doctor.  

Had more dentist emergency appointments closer to my area.  

Play better music while I'm waiting for an answer!  

Answer quicker and give advice.  

Better communication. I should be able to speak to a Dr then be able to get an appointment with a Dr if 

needed. Somewhere that's local to myself not miles out of the way I live less than 5 minutes from rake Lane 

yet they wanted me to travel to South shields.   

Ensured that the call had been within the specified time frame or give a more accurate time frame.   

Communication, subject knowledge. Empathy. Clear instructions.  

Answer quicker.  

Had an on-call doctor who could have come out to see us.  

I would have appreciated some immediate advice about my problem, however, I did get help.  

Make sure that when appointments are booked the patient gets in on time or at least within a hour we all 

know delays happen but 6hrs is not acceptable   

Answer the phone quicker. Ask relevant questions   

Answered quicker not said it was just a cold and had less of an attitude with me   

More resources to answer calls faster, but that's down to our useless government   



 

Gave more help more options   

It would be better if the wait time was reduced before being connected to advisor, although under the 

circumstances it is understandable.  

Bring waiting times down  

Prioritise children under five   

The waiting message was irritating. It could be changed.   

Some more help getting some treatment  

Reduce waiting times for callers   

Only answer quicker.   

A by-pass to the repeating Covid-19 information. I would prefer listening to the canned music with regular 

interjections telling me that I can access 111 on my computer tablet or phone than going through the 

confusion of the Covid-19 minefield. In my stressed state, I have pressed the wrong key, leading me to 

redial and to enter again the Covid-19 labyrinth.  

Answered the phone quicker, waited almost an hour for an answer.  

Better advice   

Quicker call answering  

Long long wait time to answer the call having more people available to answer calls more quickly would 

have been better.   


