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Change to Interactive Voice Response (IVR)

A regional Interactive Voice Response (IVR) will shortly be switched on for NHS 111, this change will
affect the way Heath Care Professionals (including lab technicians) access 111 on behalf of a patient.

This is to standardise the IVR options across England to deliver a consistent user experience. Where
the user calls 111, there will be preset options.

From 10am on 1t May 2024 the current star lines will cease to exist and Health Care Professionals
will need to instead select 3 for Health Care Professionals; upon selecting 3 there will be 3 options:

1. Ambulance Crews (formerly star 5)
2. Care homes (formerly star 6)

3. Health care professionals (formerly star 7)

The following prompts will be given when you call 111:

If your callis about physical health press 1.
If your call is about mental health press 2.

If you are a health care professional or lab
technician press 3

You have selected the health care
professional line, please only continue to

hold if you are a healthcare professional or
lab technician and are calling on behalf of a
patient, otherwise please press 1.

If you are ambulance crew press 1
If you are calling from a care home press 2

If you are a healthcare professional or lab
technician press 3

There are no other changes to the service; only care homes that have completed an MOU and
currently use the star line service are able to access support via 111 select 3.



