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Update  
 

We are pleased to report that the 111 service performed extremely well over the busy festive 
period, demonstrating that the measures put in place to plan for and manage Christmas 
pressures worked effectively.  
 

The service is now receiving circa. 3000 calls a week (although this was up to 4000 during 
the Christmas period). Congratulations to Staffordshire Doctors Urgent Care (SDUC) - who 
are continuing to deliver a safe and professional NHS 111 service in Staffordshire and Stoke-
on-Trent. 

 
The Staffordshire 111 Team are now working with the Regional Team to answer some of the 
questions about the impact 111 is having, or is able to have, on the urgent care system.  This 
piece of work will inform how Staffordshire respond to the ongoing delivery and model of the 

111 service. Updates will follow. 
 
 

111 Communications 
 
Whilst all Staffordshire and Stoke-on-Trent patients are able to access the 111 service if they 
dial the number directly, we do not plan to actively promote 111 to the public until GP 

answerphones across the whole region have been re-directed/re-diverted to 111 and it is 
safe to do so.  
 
The Staffordshire 111 Communications Team is attending regional and national workshops 

w/c 20th January 2014 and this will give a greater insight into the plans for publicising 111 in 
the future.  A local workshop is planned for the following week and the group will be 
discussing plans for promoting and publicising NHS111 across the locality. 
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111 and the Directory of Services  
You may have heard quite a bit about a Directory of Services (or DOS) in relation to 111 so 
we thought it would be useful to explain what this is and how it works. 

The Directory of Services (DOS) is a central directory which is integrated with the NHS 
Pathways triage tool used by 111 and 999. It provides a 111 or 999 call handler with real time 
information about the services available to support a particular patient. 

The clinical assessment within NHS Pathways gathers information which indicates the 
specific clinical needs of the patient. This information is then used to perform a search on the 
Directory to find a service local to the patient. 

The services that appear to call handlers on the Directory are set in the Commissioner's 
preference order. These services are offered/recommended to patients at the end of the 

assessment and where referral arrangements are already in place, e.g. for Out of Hours the 
patient will be directly referred. 

Alternatively, a manual search can be done on the Directory e.g. for example where people 
call to check opening times or contact numbers for services, so a call handler can search on 
the Directory for the required information without taking callers through triage.   

Callers can also be forwarded to a 111 Nurse Advisor for further assessment and the nurse 
can use the Directory to find out what services are available to meet the patient’s  needs. 

A lot of work was undertaken to get services onto the Directory and much learning has taken 
place since 111 went operational. For more information on how to get a service onto the 
Directory or to review your existing entry, please contact the Directory of Services lead for 
Staffordshire: richard.topping@wmas.nhs.uk 

 

111 Support for Minor Injuries Units 
and Walk in Centres 
 
Staffordshire Doctors Urgent Care NHS 111 Clinical Support Manager Mike Malpas and 
WMAS Directory of Services Lead Richard Topping would like to visit local Minor Injury Units 
and Walk in Centres to demonstrate the 111 service and to listen to any feedback regarding 

the experience of colleagues to date.  
 
Mike and Richard will be contacting services to offer a visit at a time to suit service teams. 
The visit will take around an hour and include a demonstration of NHS Pathways and the 

Directory of Services. For further information or to book a visit please contact 
michael.malpas@sduc.nhs.uk 
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Health Care Professional Forms 
 
We are very grateful to those of you who have sent through a Health Care Professional 

Feedback Form (HCPFF). These are critical to the successful implementation and 
development of the NHS 111 service. 
 
174 forms were received by the service by the end of December and we are using this 

information to gain knowledge and identify areas for improvement.  
 
As a result of your feedback a number of actions have taken place to improve the quality of 
the service, particularly around non-urgent ambulances that have been dispatched by 111 

that have not resulted in any onward conveyance.  The SDUC Clinical Team is working 
closely with West Midlands Ambulance Service Area Leads, including jointly monitoring calls 
relating to these forms (HCPFFs). 
 

SDUC will continue to report monthly on HCPFFs at the Combined Clinical Governance 
Group, which is an opportunity to recognise and act upon common themes and issues. 
 
The Health Care Professional Form is attached for your use. 

 
 

Contact Us 
 
If you have a question or concern about NHS 111, please contact the Staffordshire 111 Lead 
Chris Oliver: chris.oliver1@northstaffs.nhs.uk  
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