
 

 

We regularly carry out patient surveys to help improve our services. This is what our patients 

 have said about our NHS 111 service and how we have acted on their feedback. 

 

Here are some of the issues you fed back to us: 

 The call process can be too long 

 Some questions are not relevant 

 The automated system is confusing 

 Issues with the operator, including wrong advice, not listening and insisted on speaking to 

the patient 

 Lack of awareness of the service 

 Referred to a service which was too far away from where you live 

 

 

This is what we’ve done as a result of 

your feedback: 

 Call handlers now transfer calls to a clinician within 30 seconds of initial triage. When this is 

not possible, we will call you back within an appropriate timescale. 

 Recruitment has improved over the last 3 months so you will be able to reach a call handler 

quicker. 

 Each question asked in the triage process helps to rule out more serious conditions rather 

than diagnose an issue. Our aim is your safety and getting you appropriate help. 

 Improved our automated process. 

 Refreshing all call operators’ skills and behaviour training to take them back to basics, 

including listening, assertiveness, probing and identifying risks. 

 Speaking to a patient helps us understand important clinical information and provide the 

best support/advice. 

 A regional and national media campaign is being rolled out in September 2015 to help raise 

awareness of the service, although this is something our commissioners are responsible for. 

 Our call handlers use a service directory to refer patients to the most appropriate out of 

hours service, which may not always be the one closest to you. Nevertheless, we continue to 

work with our commissioners to resolve accuracy issues with the service directory. 
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