
  

 
Appendix 1  
 
Categories of Enquiry According to Necessity of Local Information  
 
Call category Definition 
Local information essential Access to patient records or other local knowledge was 

judged essential to answer the enquiry or to resolve follow 
up issues such as when an error was identified.    
 

Local information desirable Enquiries could have been answered without access to 
patient records or other local knowledge, but such access 
either improved the quality of the answer given, enabled 
problems to be resolved or confirmed/clarified the caller’s 
account of events. 
 

Local information not required Access to patient records or other local knowledge was 
not required to answer the enquiry 
 

 
 
 



  

 
Appendix 2 
 
Patient outcome questions  
 

1. Did you follow the advice that the Helpline staff gave?  

 

 Yes  No  Partly  Not applicable 

 

2. What happened after you spoke to us?  

 Please tick all that apply 

 I was able to start taking my medicine 

 A problem with my medicine was avoided 

 I changed how I took my medicine 

  My symptoms improved 

  I contacted another healthcare professional  

 My medicine was changed 

 I felt reassured about my medicine or illness 

 I obtained a supply of my medicine 

 The problem was sorted out 

 I became more worried about my medicine or illness 

 I kept taking my medicines in the same way 

 I was able to stop taking my medicine 

 Something else – please tell us here 

 



  

 
3. In your own words, please tell us what would you have done if the Helpline service didn’t 

exist?  

 

 

 

4. Overall, what is your opinion of the Medicines Helpline service?  Please circle the number 

that most closely represents your view. 

Poor 1 2 3 4 5 6 Excellent 

 

 

 



  

 
Patient satisfaction questions  
 
 

1. Were you able to contact us easily? 

 Yes  No  Can’t remember 

 

2. Did our staff understand your needs correctly? 

 Yes  No  Can’t remember 

 

3. Did we agree a convenient time to get back to you? 

 Yes  No  Can’t remember  Not applicable 

 

4. Did we get back to you on time? 

 Yes  No  Can’t remember  Not applicable 

 

5. Was our advice helpful? 

 Yes  No  Can’t remember 

 

6. Did we give you enough information? 

 Yes  No  Can’t remember 

 

7. Were you confident in the answer we gave you? 

 Yes  No  Can’t remember 

 

 8. Would you call the Helpline again if you needed more advice in the future? 

 Yes  No 

 

 


