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Welcome and introductions 
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 We want to strive to provide the best possible 
patient care in the community 
 Our aim is to provide effective healthcare services 

both inside and outside of hospital, and make it 
easier for people to get the right advice or 
treatment in the right place, at the right time 

Introduction 
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 This means any form of medical attention that you 
need quickly but is not serious enough for a visit 
to hospital. This could include injuries, an illness 
(ailment) or any other medical condition where 
you seek advice from a GP, pharmacist, NHS 111, 
a walk-in centre or the out of hours GP service 
when your local doctor’s surgery is closed  
 

What is urgent care? 
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A reminder about what we have 
been consulting on 
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 We can’t afford to run the services that are 
available now 

 We need to identify efficiencies in the way we 
organise all health services, including urgent care 

 We have multiple services for your health needs 
eg walk-in services at Battle Hill, Rake Lane and 
Shiremoor Paediatric Minor Injuries Unit 

A reminder about what we’ve been consulting 
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 In May-June we asked local people to provide 
their feedback about their experiences of urgent 
care in the borough 

 With partners in the North Tyneside Urgent Care 
Working Group, we developed four scenarios 
which outlined how future urgent care services 
in North Tyneside could be delivered 

How we came up with the scenarios 
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 Scenario 1: A single North Tyneside Urgent Care Centre based at 
North Tyneside General Hospital (Rake Lane) 

 Scenario 2: A single North Tyneside Urgent Care Centre based at 
Battle Hill 

 Scenario 3: A single North Tyneside Urgent Care Centre based at 
North Tyneside General Hospital (Rake Lane), supported by locality-
based minor ailments services in three other areas (Killingworth, 
Wallsend, Whitley Bay) 

 Scenario 4: A single North Tyneside Urgent Care Centre based at 
Battle Hill, supported by locality-based minor ailments services in three 
other areas (Killingworth, Wallsend, Whitley Bay) 

Members of the public were also invited to comment on any other options 
they thought may be appropriate. 

The scenarios 



Working together to maximise the health and wellbeing of North Tyneside communities by making the best use of resources. 

 Consultation took place from 7 October to 21 
January 2016 

 768 members of the public responded to the 
consultation, in addition to a number of key 
stakeholders and providers 

 Since January we have been collecting further 
evidence to be used to help us make a decision  

The consultation 
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What we found out 
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Methodology 

Promotion of the consultation   
 
Media  
• Press  
• Supplements 
• Digital and press advertising  
 
Social media  
• Twitter 
• Facebook  
• Videos  
 
Other promotional mediums 
• North Tyneside CCG Urgent Care website  
• Leaflets and flyers distributed to community venues and at key events  
• Briefing emails were sent to key stakeholders and providers, MY NHS members and 

those who have expressed an interest in urgent care, attended an urgent care event or 
completed a survey 

Figures suggest that 852,362 were reached 
via these combined methods - however 

caution must be applied to this figure as some 
might have been reached several times by 

different mediums.  
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Methodology 

Engagement method  Number of 
attendees / 
participants  

Consultation launch event  26 

Public meetings/drop-in sessions (x 4 events)  16 

Survey (available online & in printed format)  317  

Roadshows (x 3 events)  126  

Focus groups with members of the general public (x 6 groups) 54  

Focus groups with hard-to-reach and protected groups (x27 groups; 23 were 
conducted by Community and Health Care Forum & 4 by Healthwatch North Tyneside) 

191 

Focus groups with Patient Participation Groups (PPGs)/CCG Patient Forum (x 7 
groups) 

17 

Focus groups with the Voluntary and Community Sector (x 1 group) 3 

Additional methods; social media and responses via email/in writing  18 

Total number  768 
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 Key stakeholders and providers were invited to respond to 
the consultation 

 Formal responses were received from:  
Newcastle upon Tyne Hospitals NHS Foundation Trust 

 NHS England  
Northumbria Healthcare NHS Foundation Trust  
Freeman Clinics Limited (current provider of Battle Hill 
Walk-in Centre) 

 All information gathered during the consultation was 
analysed by an independent researchers living outside of 
the North East 

Methodology 
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Summary of findings   
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 In total, 768 individuals responded to the consultation, as well as a 
number of key stakeholders and providers - providing a good 
representation of the population of the borough 
 

 Of these, 628 (82%) provided a response to a number of set 
questions about the proposals;  this included those that participated 
in the online/printed survey, the roadshows, the focus groups with 
protected characteristics groups and the focus groups with PPGs/CCG 
Patient Forum 
 

 The full feedback report is available here today 
 

 

Summary of findings 
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Summary of findings 

Highlights of key demographics of pooled sample (sample size - 628 
individuals) 
 
 79% were members of the public, a patient or carer 
 58% were females and 29% males (remaining didn’t disclose) 
 For the purpose of statistical analysis, participants were grouped 

into three age categories; those aged under 35 years (17%), 
those aged between 36-55 years (34%) and those aged over 
56 years (38%).    

 80% were white and 5% Asian British (remaining didn’t disclose) 
 16% indicated they were from NE28 whilst equivalent 

proportions were found to reside within NE25, NE29 or NE30 
 29% considered themselves to have a disability 
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Perceptions of the proposed Urgent Care Centre  
 
 79% of the pooled sample indicated that the proposal for an 

Urgent Care Centre met their needs, whilst 14% felt that it only 
partially met their needs and 4% that it would not meet their needs at 
all.   

 
 

Summary of findings 

Higher levels of agreement with the proposal 
were observed among:  
 
 Those in younger age groups 
 Those without a disability 

 
These findings are based on feedback 
provided through the online/printed survey 
and roadshows, were data was collected at an 
individual level (sample size - 443).  
 
 
 

79% 

14% 

4% 3% 

Meets my needs

Partially meets my needs

Does not meet my needs

No response
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Perceptions of the proposed Urgent Care Centre  
 
The concept of an Urgent Care Centre was positively received by some, in terms of the 
provision of 24/7 access to urgent care via an appointments-based system.  
 
However, a number of key issues were identified with regards to the proposal:    
 
 The location of the Centre, and the ease and efficiency with which individuals 

will be able to access the service by car or public transport.  
 Poor past experiences of accessing walk-in services - creates hesitancy in 

accessing the new Urgent Care Centre. 
 The staff skills mix and the facilities available - the value of the service was largely 

felt to depend on this.  
 Uncertainty over what warrants urgent and emergency care was evident among 

members of the public.  
 The closure of other services – and the increased demand that this may put on the 

Urgent Care Centre i.e. impact on waiting times / resources.   
 

 

Summary of findings 
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Scenarios 1 and 2: A single North Tyneside Urgent Care Centre 
 
 69% of the pooled sample indicated that scenarios 1 & 2 would meet 

their needs, whilst 17% felt that they would only partially meet their needs 
and 7% that they would not meet their needs at all.   

 
 

Summary of findings 

Higher levels of agreement with the 
scenarios were observed among:  
 
 Females 
 Those in younger age groups 
 Those without a disability 

 
These findings are based on feedback 
provided through the online/printed survey 
and roadshows, were data was collected at 
an individual level (sample size - 443).   
 
 
 

69% 

17% 

7% 

7% 

Meets my needs

Partially meets my needs

Does not meet my needs

No response
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Scenarios 1 and 2: A single North Tyneside Urgent Care 
Centre 
 
 
Perceived benefits of scenarios 1 and 2:  
 
 An improvement on current service provision by enabling 24/7 

access to urgent care, via an appointment system.  
 
 A single service reduces possible confusion on where to go for 

urgent care needs. 
 

 Could potentially reduce demand on GP and A&E services.  

Summary of findings 
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Scenarios 1 and 2: A single North Tyneside Urgent Care Centre 
 
Perceived challenges of scenarios 1 and 2:  
 
 The location of the service, and the ease and efficiency with which 

individuals will be able access the service by car or public transport.  
 The accessibility of a single service for those living in more remote 

areas of North Tyneside; it was noted that depending on the location of the 
service, it might be easier for residents living in more remote areas to access 
Newcastle services, adding further pressure to current service provision and 
risk reducing quality and accessibility. 

 Increase in pressure and demand – increased likelihood of longer waiting 
times. 

 Limited patient choice with regards to which service to attend.  
 Negative past experiences of accessing walk-in services raises 

concerns about accessing the Urgent Care Centre in the future.  

Summary of findings 
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Scenarios 3 and 4: a single North Tyneside Urgent Care Centre supported by 
locality based minor ailments services in three other areas 
 
 60% of the pooled sample indicated that scenarios 3 & 4 would meet 

their needs, whilst 18% felt that they would only partially meet their needs 
and 12% that they would not meet their needs at all.   

 
 

Summary of findings 

Higher levels of agreement with the scenarios 
were observed among:  
 
 Females 
 Those in younger age groups 
 Those without a disability 

 
These findings are based on feedback 
provided through the online/printed survey 
and roadshows, were data was collected at 
an individual level (sample size - 443).   

60% 18% 

12% 

10% 

Meets my needs

Partially meets my
needs

Does not meet my
needs

No response
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Scenarios 3 and 4: a single North Tyneside Urgent Care 
Centre supported by locality based minor ailments services 
in three other areas 
 
 
Perceived benefits of scenarios 3 and 4:  
 
 Services in four locations will make access more equitable across 

North Tyneside. 
 

 Increased patient choice.  
 

 Reduction in demand on the Urgent Care Centre. 

Summary of findings 
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Scenarios 3 and 4: a single North Tyneside Urgent Care Centre 
supported by locality based minor ailments services in three other areas 
 
Perceived challenges of scenarios 3 and 4:  
 
 Increased patient choice was felt to cause confusion and could result in 

inappropriate use of services.   
 Accessibility of services for those in remote areas of North Tyneside 

(though considered as less of an issue than for scenarios 1 & 2).  
 Cost-implications of operating four separate services.  
 Negative past experiences of attending walk-in services create hesitancy 

in accessing urgent care services in the future.   
 Confusion over what constitutes a minor ailment / warrants access to 

the Urgent Care Centre was evident amongst the general public, and may 
result in inappropriate use.   
 

Summary of findings 
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Preferred location of the Urgent Care Centre  
 
 65% of the pooled sample indicated a preference for the Urgent Care Centre to 

be located at North Tyneside General Hospital (Rake Lane).   
 
 
 
 
 
 
 
 
 

 *A greater preference for the service to be located at Rake Lane was observed among 
older age groups e.g. 53% of those aged <35 years selected Rake Lane as their 
chosen site for the location of the Urgent Care Centre, compared to 75% of those 
aged 56 years+ 

 *Differences by gender and disability status were less apparent 

Summary of findings 

Perceived benefits of location  Perceived challenges of location  

• Familiar location  
• Good location & easy access for some  
• Based on a hospital site  
• Ample parking provisions  

• Expensive parking charges  
• Poor location & access for some 

(particularly for those living closer to the 
West of North Tyneside or around the 
Coast Road corridor)   

*Based on feedback provided through the online/printed survey 
and roadshows (sample size – 443 individuals)  
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Preferred location of the Urgent Care Centre  
 
 23% indicated a preference for the Urgent Care Centre to be located at Battle Hill.  

 
 
 
 

Summary of findings 

Perceived benefits Perceived challenges 

• Good location & easy access for some  
• Free parking  
• More central location in the borough  

• Poor location and access for some  
• Current infrastructure is inadequate (i.e. 

too small & has limited parking 
provisions) 

• Lack of familiarity with the location  
• Lack of on-site facilities compared to Rake 

Lane location  
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Preferred location of the Urgent Care Centre  
 
 Participants’ choices were found to be primarily driven by the proximity 

of the service to where they lived; 50% of the pooled sample who chose 
Battle Hill & 51% of those that chose Rake Lane indicated that this was due to 
the service being closest to where they lived.  
 

 *Respondents from NE28 were found to be the only residents which had a 
greater preference for the service to be located at Battle Hill (60%) compared 
to all other postcode areas included in the analysis (i.e. NE12, NE25, NE26, 
NE27, NE29 & NE30) - likely as a consequence of Battle Hill Walk-in Centre 
being located in NE28. 
 

 Furthermore, accessibility of the service by car and public transport was 
also an important factor in driving participants’ choices.  
 

Summary of findings 

*Based on sample of 332 individuals who provided their postcode in the online/printed 
survey and roadshows  
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Preferred location of the Urgent Care Centre  
 
 Although findings from the public strongly support the service to be located at Rake 

Lane, opposing opinions were found among key stakeholders and providers.  
 

 For example, Northumbria Healthcare NHS Foundation Trust stressed the 
importance of having the service located at Rake Lane, due to the communications 
and engagement activity that has been carried out to date following the recent 
changes to urgent and emergency care.  
 

 Whilst, Newcastle upon Tyne Hospitals NHS Foundation Trust and Freeman 
Clinics Limited* expressed strong preferences for the service to be located at Battle 
Hill. Reasons put forth in support of this location included:  

 
o Concern over the increased demand that will be placed on Newcastle services if the 

service is located at Rake Lane 
o The suitability of the Battle Hill location  
o The excellent reputation and efficiency of the current service in being able to treat the                     

majority of Walk-in Centre attendances (only 6.21% being referred to A&E).   
 
 

Summary of findings 

*current provider of Battle Hill Walk-in 
Centre  
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Conclusion  
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To summarise… 
 
 A slightly larger proportion of the pooled sample indicated that scenarios 1&2 

met their needs, compared to scenarios 3&4 (69% & 60%, respectively). 
 
 
 
 
 
 
 
 
 

 In addition, there was a significantly greater preference for the North 
Tyneside Urgent Care Centre to be located at Rake Lane (65% for Rake 
Lane & 23% Battle Hill).      

 
 

Conclusion 
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 The greatest proportion of individuals were found to display a 

preference for having a single North Tyneside Urgent Care Centre 
based at North Tyneside General Hospital (Rake Lane) as the new 
structure for urgent care services in North Tyneside (47%).  

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
      
 
 
 
 
 

Conclusion 

Scenario 
Most 

preferred 
scenario* 

1. A single North Tyneside Urgent Care Centre based at North 
Tyneside General Hospital (Rake Lane)  47% 

2. A single North Tyneside Urgent Care Centre based at Battle Hill 12% 

3. A single North Tyneside Urgent Care Centre based at North 
Tyneside General Hospital supported by locality based minor 
ailments services in three other areas 

20% 

4. A single North Tyneside Urgent Care Centre based at Battle Hill 
supported by locality based minor ailments services in three 
other areas 

9% 

*Statistics based on a sample of 682 (89% of the total consultation sample)  



Working together to maximise the health and wellbeing of North Tyneside communities by making the best use of resources. 

 
 
 Analysis of demographic trends would suggest that younger 

individuals may be more receptive to this structure compared to older 
age groups, however a much stronger preference for the Rake Lane 
location was found amongst older age groups.  
 

 In addition, those with a disability might also have greater 
reservations about this scenario.  

 
 Although it would appear that Scenario 1 would appeal to the 

greatest proportion of the North Tyneside population, the 
reservations held by some stakeholders and providers about the 
location of the Urgent Care Centre at Rake Lane need to considered.  
 

 
 
      
 
 
 
 
 

Conclusion 
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 Furthermore, if this scenario is to proceed, consideration needs to made to:  
 
o The concerns that are held by the general public in terms of the parking charges at 

Rake Lane.  
 

o The difficulty that some individuals will have in accessing the location by public 
transport i.e. those living in more remote areas of North Tyneside, who might find 
accessing Newcastle services more convenient. 
 

o Providing reassurance that the service is able to cope with the demand of operating as 
a single service and supporting those who have reservations in accessing the service 
(i.e. those with negative past experiences of attending walk-in services).  
 

o The preferences for some members of the public to be able to ‘walk-in’ to the service - 
this was additionally raised by key stakeholders/providers who stated that patient 
feedback indicates that some prefer to wait to be seen, and if given an appointment 
which is unsuitable are likely to present at other services (I.e. A&E).   

Conclusion 
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 No decision has been made yet 
 Other research will be used as part of the decision 

making process: 
Travel analysis 
Equalities analysis 
Socio-economic factors 
Care Homes – location to the proposed services 
Public Transport arrangements 
Access to services 
Area demographics 
 

It’s important to remember 
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 Email us – contactus@northtynesideccg.nhs.uk 
 Tweet us - @NTyneCCG 
 Facebook – NT urgent care 
 Write to us at NHS North Tyneside Clinical 

Commissioning Group, 12 Hedley Court, Orion 
Business Park, North Shields, NE29 7ST 
 

Keeping in touch 

mailto:contactus@northtynesideccg.nhs.uk
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Next steps   
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Next steps  

Date 

Feb – May 16 Analysis of people’s feedback by an independent organisation 
and report is published on the website. 
Further analysis was undertaken to understand the clinical 
evidence, financial challenges and the resources that are 
available 

11 May 16 Feedback event - today 

May-June CCG governing body and Council of Practices (made up of GP 
practices) review the information received 

22 June 16 North Tyneside CCG completes the full ‘business case’  

6 July 16 Council of Practices meet to review business case and makes 
decision 

26 July 16 Governing Body in public approves decision and it’s 
communicated to people  
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