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Action 21: 
  

• A: Officers to inform the Committee of the percentage of abandoned calls. 
 

Response: 

• NHS 111 data on call abandonment rates. 

• A recent change to the call abandonment rate has resulted in high 
abandonment across 111 services nationwide.  Changes are as detailed 
below: 

o Old abandonment was 5%. It was reduced to the new metric of 3%. 
o Call Answering old metric was 60 seconds and adjusted to the new 

metric of Avg 20 seconds. 
o Old abandonment was counted after 30 seconds, still prior to the 60-

second timeframe to answer, however allowing 30 seconds for the 
caller to change their mind or select from the options offered to use 
online or take another pathway recommended on our messaging, 
without a negative impact on the service provider. 

o New abandonment is counted from 0 seconds, which has caused a 
large increase in abandonment as the majority of calls are abandoned 
within the first 30 seconds. 

• There is a national review where the need for abandonment is measured to 
allow patient choice without portraying a negative performance, so the metric 
is more focused on quality.  

• We are making consistent progress towards achieving the national target, with 
our improvement efforts showing promising results. By prioritising staffing 
levels, streamlining processes to reduce call handling times, and effectively 
managing staff absence rates, we are establishing a solid foundation for 
continuous improvement. The LAS team is already performing better than the 
national average. We remain committed to further refining our performance, 
confident that our ongoing efforts will align with the national benchmarks.  

 
 



Action 22: 
  

• A: Officers to inform the Committee how quickly those calling 111 can 
successfully access their repeat prescription. 

 

Response: 

NHS 111 data on repeat prescriptions 

• Please see the data below showing the number of repeat prescriptions 
requested.  

• It may also be helpful for JHOSC members to be aware that 111Online 
https://111.nhs.uk/  provides access to emergency repeat prescriptions for your 
residents. 

• The website allows you to input symptoms and enter how soon the medication 
is needed. Where needed, the system will allow you to select a local 
pharmacy. Having matched your demographics, a referral will be sent to the 
pharmacist, who can then access your GP notes to support issuing 
medication. 

• Although everyone should be encouraged to plan and avoid needing to seek 
emergency supplies, this website is also useful for people who travel on 
holiday in the UK or stay with family and have forgotten/ lost their medication. 
They can then get their medication from the pharmacist local to where they 
are.   

• I hope this is helpful and that the website option can be promoted to 
residents.  
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