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Request for Information Reference: 10.13.02 
 
Direct line: 01325 743700 
Email:  foi@cddft.nhs.uk 
 
 
29 October 2013 
 
 
 
Freedom of Information Act 2000 – Request for Information 
 
Thank you for your request for information received on 1 October 2013 in relation to the 
County Durham and Darlington NHS Foundation Trust (Trust).  We are dealing with 
your request under the provisions of the Freedom of Information Act 2000.  
 
You requested information regarding appointment systems. Specifically you asked for:  
 

1. Details of the Trust’s current appointment reminder service 
supplier/system including the reminder methods used i.e. SMS, emails, 
automated calls or live agents?  

 

Answer: Netcall automated calls. 
 

2. Please provide when the service was implemented and the specialties 
included? 

 
 Answer: The service was rolled out from October 2011-January 2012 and it 

covers all acute outpatient clinics. 


3. Please provide monthly values for the numbers of patients 

contacted/reminded?  
 

Answer: Approximately 2,000 people are contacted per day. 
 

4. Please provide specific details of any aims/targets set of the reminder 
service and whether these have been achieved?  

 

Answer: A reduction in Do Not Attend (DNA) rates and improved clinic utilisation 
has been partly achieved. 

 



 

5. Please provide details of any patient complaints or technical 
difficulties encountered whilst the service is in operation?  
 

Answer: A few complaints regarding voicemail messages. No technical 
difficulties. 

 

6. Can you confirm where the servers used to process the appointment 

reminders are located?  

 

Answer: The servers are located within a secure Trust environment. 

 

7. If the service uses automated IVR (Interactive Voice Response) calls, 

where are the servers that undertake these calls located?  

 

Answer: The servers are located within a secure Trust environment. 

 

8. Do the IVR servers process patient identifiable data? 

 

Answer: Yes. 

 

9. Please provide details of the member(s) of staff responsible for the 

implementation and continued running of the service and their role 

within the Trust?  

 
 Answer: Central appointments staff are responsible for the implementation 

and continued running of the service. 
 

10. Please provide details of: 

 
(i) Supplier?  

 

Answer: The Supplier is Netcall. 
 

(ii)Expected contract length? 
 

Answer: Start date: 26 October 2012 and end date of 5 May 2014. 
 
 
 
 

(iii) Contract review date? 
 



 

Answer: The contract will be reviewed by Government Procurement Service in 
  2014. 
 

(iv) Cost of contract to date? 
 

Answer: We are unable to provide financial information on the grounds that this 
information is commercially sensitive and has, therefore, been withheld pursuant to 
Section 43 of the Act.  
 
Section 43 (2) exempts from disclosure the following:  
(2) Information, the disclosure of which would, or would be likely to, prejudice the 
commercial interests of any person including those of the public authority holding 
the information.  

 

11. Please provide details of the implementation costs and on-

going/support costs?  

 

Answer: We are unable to provide financial information on the grounds that 
this information is commercially sensitive and has, therefore, been withheld 
pursuant to Section 43 of the Act.  
 
Section 43 (2) exempts from disclosure the following:  
(2) Information, the disclosure of which would, or would be likely to, prejudice 
the commercial interests of any person including those of the public authority 
holding the information.  

 

12. Please provide details of the processes followed to procure an 

appointment reminder service?  

 
Answer: The Trust procured an appointment reminder service via the Government 
Procurement Service (GPS). The GPS is a national framework which seeks out the 
most appropriate organisation to provide the service required. Many factors are 
considered, including cost and how far the organisation can meet the needs of the 
Trust. Netcall provided a reminder service by utilising and expanding hardware and 
software already in situ.  
 

13. Please provide details of the channels used to publish the notification of 
procurement, for an appointment reminder service? 
  

Answer: GPS would have used the Official Journal of the European Union OJEU 
channels / route. 

 
In line with the Information Commissioner’s directive on the disclosure of information 
under the Freedom of Information Act 2000 your request will form part of our disclosure 
log. Therefore, a version of our response which will protect your anonymity will be 
posted on the County Durham and Darlington NHS Foundation Trust website. 



 

 
If you have any queries or wish to discuss the information supplied, please do not 
hesitate to contact me on the above telephone number or at the above address. 
 
If you are unhappy with the way your request for information has been handled, you can 
request a review by writing to: 
 
The Chief Executive 
County Durham & Darlington NHS Foundation Trust 
Darlington Memorial Hospital 
Hollyhurst Road 
Darlington, DL3 6HX 
 
If, you remain dissatisfied with the handling of your request or complaint, you have a 
right to appeal to the Information Commissioner at: 
 
The Information Commissioner’s Office 
Wycliffe House 
Water Lane 
Wilmslow  
Cheshire, SK9 5AF 
 
Telephone: 0303 123 1113 
Website: www.ico.gov.uk.  
 
There is no charge for making an appeal. 
 
Yours sincerely 

 
 
Joanna Tyrrell 
Freedom of Information Officer 

http://www.ico.gov.uk/

