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Listening to and collecting your 
views and experiences about  

urgent care in Newcastle



Welcome

Who are we?

We are Newcastle Gateshead Clinical Commissioning Group and our organisation is made 
up of doctors, nurses and other healthcare professionals. Our job is to plan and buy NHS 
healthcare and health services for people living in the borough so that you get the best 
possible care available.

All GP practices in Gateshead and Newcastle are members of our organisation so in 
addition to looking after the health of the local community, we have overall responsibility 
for the development and planning of regional healthcare services. To do this we ensure 
our healthcare professionals are up-to-date with clinical best practice and our care 
programmes are backed up by thorough research, for the benefit of all patients.

You can find out more about us by visiting our website at  
newcastlegatesheadccg.nhs.uk

Dr Guy Pilkington
Chair

Dr Steve Summers
Clinical Director

NHS Newcastle Gateshead Clinical Commissioning Group is working to 

improve and provide more joined up care in Newcastle. We would like 

to hear your views on urgent care services in Newcastle including what 

works well and what could be further improved. Your feedback will 

help us to design and build better services for the future.
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Urgent care explained

Urgent Care is defined as ”the range 
of health services available to people 
who need urgent advice, diagnosis and 
treatment quickly for needs that are not 
considered life threatening.”

They are separate from A&E services 
which provide emergency care. These 
services include:

• How you can look after yourself 
(self-care)

• NHS 111 – the non-emergency 
telephone number for NHS services

• GP practices
• GP out of hours (for when GP 

practices are shut)
• Community pharmacies (or chemists)
• Walk-in centres 

How can you get 
involved?

Well you’ve taken the first step by either 
picking up this booklet (or downloading 
it online) so thank you.

If you live or access NHS services in 
Newcastle then it’s really important that 
you read this booklet and encourage 
your family and friends to do the same.

We’re starting to look at how we can 
improve urgent care and we want to 
listen and find out your views. 

Reminder

Urgent care services include:

• How you can look after yourself 
(self-care)

• NHS 111 – the non-emergency 
telephone number for NHS 
services

• GP practices

• GP out of hours (for when GP 
practices are shut)

• Community pharmacies (or 
chemists)

• Walk-in centres

We want to find out about your 
experiences and how they could be 
improved in the future. Please remember 
that anything that you tell us will be kept 
completely confidential. 
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There are many ways you can get in touch, so just use the easiest option for you: 

Local meetings

Date Time Venue

Monday 27 November 6-7.30pm Swan/Parsons Room 
      Newcastle Civic Centre

Tuesday 28 November 2-3.30pm Brunswick Church,  
      off Northumberland Street, 
      Newcastle City Centre

Wednesday 29 November 3-4.30pm Bewick B – Gateshead Civic Centre

Tuesday 5 December 6-7.30pm Armstrong/Stevenson Room 
      Newcastle Civic Centre

Monday 11 December 6-7.30pm Armstrong/Stevenson Room    
      Newcastle Civic Centre

 

Contact us

Send us a message via email 
ngccg.enquiries@nhs.net 

Twitter @NHSngccg

Facebook 
fb.me/
healthcareinNewcastleGateshead 

Call us on 0191 217 2670

Or you can write to us at:

NHS Newcastle Gateshead 
Clinical Commissioning Group 
Goldcrest Way 
Newburn Riverside 
Newcastle upon Tyne 
NE15 8NY

Answer the survey – online at 
newcastlegatesheadccg.nhs.uk or you 
can request one by calling, emailing or 
writing to us.

As well as hearing from individuals, we 
would also like to hear from groups 
or organisations that are involved or 
interested in urgent care. 

We will also be attending various local 
meetings to make sure that we hear 
from everyone we can in Newcastle 
so if you would like us to attend your 
meeting, please let us know by using one 
of the options above.
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Urgent care services can be confusing. For many people, their first point of contact with 
the NHS is with their local GP practice and in some cases they might be referred to a 
hospital. In between, there are a number of services such as walk in centres, urgent care 
centres, GP out of hours services and NHS 111. Demand for this services are growing year 
on year. These services vary in their location, opening times and the services they provide. 
The number of patients presenting to the Emergency Department (ED) the Royal Victoria 
Infirmary is also rising, as many people now simply bypass these more appropriate, locally 
available services when they could have been helped much closer to home. In response to 
this increasing pressure on the health care system, in 2013, the Government announced a 
comprehensive review of the NHS urgent care system in England. 

The overall objective of the review was to consider how to improve services for patients, 
right across the different services in urgent care, and to identify potential solutions. In 
Newcastle, we are doing exactly that and we would like to hear from you, to help develop 
some of these potential solutions.

Why do we need to change? 

Produc e d by: NECS Informa tion S e rv ic e s - 14/11/2017Conta ins OS da ta © Crown Copy rig ht a nd da ta ba s e rig ht (2015).

Newcastle Gateshead CCG
Newcastle residents attending the RVI.
Attendances by ward  
per 10,000 population, 
1st April 2016 to 31st March 2017.
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We know that the way people use 
urgent care services, and what people 
expect of them, is changing. If we are to 
continue delivering good quality urgent 
care services in the future, we need to 
make sure the services adapt to the 
changing needs of patients across our 
area.

In April 2017, the Government 
introduced further recommendations in 
the ‘Transforming Urgent and Emergency 
Care Services’ document and outlined 
three main areas:

• Have a GP working in A&E 
• Have appointments available at 

evenings and weekends
• Have Urgent Treatment Centres (new 

name for walk-in centres) which 
provide the same type of service 
anywhere in England.

This all has to be implemented within 
the next two years, which is why we’re 
starting this work now. 

We have already undertaken a number 
of consultations in Gateshead and have 
already made changes.
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We know there are going to be tough times ahead and whilst the main aim of this review 
is to enable our patients to access care from the right clinician, at the right time, in the 
right place, it is also important from a financial viewpoint to reduce the current duplication 
and over use of the most expensive services so that we can continue to provide these 
services in the future. Despite these challenges, we want to ensure that:

• Patients will be able to access urgent 
primary care and expect the same 
level of support 24/7, regardless of 
the day of the week or wherever they 
present or are directed to

• Patients are provided with access to a 
much wider range of treatment and 
assessment services than at present, 
outside of hospital

• The number of people who need to 
be transferred from one location to 
another for example from the walk-in 
service to A&E reduces

• Services will be more responsive to 
patient urgent care needs

• Demand and expectations are able to 
be managed more effectively

Over the past few months we have started to look at what people think about urgent care 
in Newcastle. People have so far told us:

• People aren’t always sure where to go
• They want consistent access to care 

when they need it which includes 
longer opening times, shorter waiting 
times, convenient appointments and 
the ability to be seen on the day

• A recent report from Healthwatch 
Gateshead and Healthwatch 

What have we heard so far?

What are we trying to achieve?

• There is no confusion about which 
service people should be using and 
when

• The number of people needing to use 
A&E reduces and therefore decrease 
waiting times

• We can meet the growing demand 
for urgent and emergency services 
without increasing costs

• Residents have access to modern, high 
quality, integrated healthcare facilities 
that will meet their needs into the 
future

• We deliver increased efficiency, 
integrate provision and reduce 
duplication of services

Newcastle identified that most people 
would expect to be seen within two 
hours

• More people are using urgent and 
emergency services every year

• We want to continue to provide high 
quality services that we can afford in 
the future
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Looking after yourself

Around 80% of adults feel comfortable 
managing common illnesses like coughs 
and colds themselves, particularly when 
they feel confident in recognising the 
symptoms and have successfully treated 
themselves using medicines that can be 
easily bought in shops or at the local 
pharmacy.

Pharmacy

Pharmacists are highly trained experts 
and fully qualified to give health advice 
on a range of health issues including 
coughs, colds and sore throats. 

Your local pharmacy prepares and 
supplies prescription and non-
prescription treatments, offers advice and 
treatments for ailments like coughs and 
colds, and supports people to manage 
long term conditions. 

Nearly 90% of people have access to a 
community pharmacy within a 20 minute 
walk from their home, or short car or 
public transport journey. There are 65 
pharmacies in Newcastle with 42 open 
on Saturdays and 10 on Sundays. Boots, 
Kingston Park Shopping Centre, Brunton 
Lane, Newcastle and Benwell Pharmacy, 
59 Adelaide Terrace, Benwell, Newcastle 
are open 100 hours per week with late 
night.

Think Pharmacy First operates in 
Newcastle and is a scheme that has 
been developed to encourage people 
in our area get convenient advice from 
their pharmacist. Lots of people suffer 
from minor ailments which don’t usually 
require a GP appointment and your 
pharmacist is often more convenient to 
visit. If you don’t normally pay for your 
medicines, then you don’t need to pay 
with Think Pharmacy First – you can get 
them free and over the counter from 
your local pharmacist.

Telephone advice – call 
NHS 111

Location
Accessible throughout the country, dial 
111 for free from a landline or mobile 
phone

The service
111 is the NHS non-emergency number. 
It’s fast, easy and free. Call 111 and you 
will speak to a highly trained adviser 
or when appropriate a healthcare 
professional.

They will ask you a series of questions to 
assess your symptoms and immediately 
direct you to the best medical care.

The service takes approximated 54,000 
calls from people in Newcastle each 
month. There are almost twice as many 

What does urgent care look like in Newcastle?
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calls at weekends than on weekdays. The 
busiest times for calls are 9am-11am and 
5.30pm-9pm.

Patients call the service for information 
and advice on all sorts of issues. Some of 
the most common are toothache, chest 
and upper back pain, urinary catheter 
problems, vomiting, breathing problems, 
abdominal pain and lower back pain. 
For nearly half of callers, the advice is to 
see their local doctor so we are starting 
to allow the NHS 111 service to book 
appointments directly with their GP 
practice. Other callers are advised on 
self-care, for those that need immediate 
hospital care an ambulance is arranged, 
and other callers are signposted to the 
health services they need.

Opening times
24 hours a day, 365 days of the year. 

GP practice 

Location
There are 33 practices in the Newcastle 
area.

The service
For many people, your first point of 
contact with the NHS is with your GP at 
your local GP practice. GP practices are 
essentially organisations in their own 
right, providing NHS services. Some GPs 
offer services as individuals, but normally 
a group of doctors will work together to 
run a general practice. 

GPs are the only service that hold a 
complete patient health record. They 
work closely with community health 
and social care teams meaning patient 
care can be properly co-ordinated. 
Some practices offer other services from 
their buildings, such as physiotherapy, 
podiatry, x-ray and pharmacy.   

People generally say positive things 
about their GP practices. Looking at 
improvements, the patients we have 
spoken to have already told us:

• Consistent access to care when they 
need it which includes longer opening 
times, simpler appointment system, 
shorter waiting times, convenient 
appointments and the ability to be 
seen on the same day

• Want healthcare to be delivered locally
• Information shared amongst 

healthcare staff
• Would be comfortable visiting another 

site for urgent appointments

Opening times
Core opening hours for GPs are 8am to 
6.30pm, Monday to Friday, except bank 
holidays. Some practices choose to open 
for longer, some are open on Saturday 
mornings, and some close for one 
afternoon each week.
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GP appointments at 
evenings and weekends

This is a new service which will help 
patients who need to see a GP with an 
urgent need and where care cannot be 
provided by their own registered general 
practice. 

We are starting to deliver this service 
now from the following locations. 

Location
Ponteland Road Health Centre, Cowgate, 
NE5 3AE

Westgate Road, Newcastle General 
Hospital, NE4 6BE 

Molineux Street Primary Care Centre, 
Byker, NE6 1SG

The service
Appointments are available at the 
evening and weekends. However 
appointments must be made by calling 
your own GP practice or NHS 111.  

Out of Hours Service

The service
People can see a doctor or other health 
professional for diagnosis and treatment 
of an urgent condition when their GP 
surgery is closed. GPs and other clinicians 
offer face to face appointments and 
home visits. The service can access 
support from other community and 
social care services.

Accessing the service
By telephoning 111 directly. All GP 
practices have an automated message 
on their phone lines directing patients to 
111 outside of opening hours.
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Other services

Other services include accident and 
emergency, mental health services, 
emergency dental services and the 
ambulance service. 

Nothing is changing for these services. 
This is why we haven’t provided any 
further information.

Walk in Centres

Locations
• Ponteland Road Health Centre, 

Cowgate, NE5 3AE
• Westgate Road, Newcastle General 

Hospital, NE4 6BE 
• Molineux Street Primary Care Centre, 

Byker, NE6 1SG
• The Lemington Centre, Lemington 

Resource Centre, NE15 8RZ

The service
Our walk-in centres treat minor illness 
and injury, with no need to book an 
appointment. 

Our data shows that the number of 
people using these services is growing 
each year. Our walk-in centres see 
approximately 67,894 attendances per 
year.

Opening times
Centres are open 8am to 8pm, 7 days a 
week.

Note The Lemington Centre is open 
8.30am-12pm  on Monday, Tuesday and 
Wednesday and 1pm-4.30pm Friday.

Accessing the service
Patients simply ‘walk in’ to the centres.

Accident & Emergency 

Newcastle   6.3% 

Walk in Centre 

Newcastle   9.2% 

A&E attendances 
2014/15 to 2016/17
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This document is available in other languages 

and alternative formats on request from  

0191 217 2670

Contact us

Send us a message via email  ngccg.enquiries@nhs.net 

Twitter  @NHSngccg

Facebook  fb.me/healthcareinNewcastleGateshead 

Call us on 0191 217 2670

Or you can write to us at:

NHS Newcastle Gateshead Clinical Commissioning Group 
Goldcrest Way 
Newburn Riverside 
Newcastle upon Tyne 
NE15 8NY

Right care, time and place


