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Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your own 

personal treatment or care? 

 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 8  1   

Local pharmacist 6 4     

Hospital doctor or nurse (as a patient) 9 1     

Used A & E 10      

Health visitor, community nurse or district nurse 7 3     

Walk-in centre 7 1 2    

NHS 111 8 2     

GP out-of-hours 10      

 

 

 

 



 

2. Over the last six months, how would you rate your health? 

 

Excellent 2 

Very good 4 

Good 2 

Fair  

Poor 2 

Very poor  

 

3. Do you have a long-term condition? 

 

Yes 4 

No 6 

 

(If yes) What is your long-term condition? 

 

 

 

 

 

 

 

 

 

 

 

 

Depression 

ME, asthma, depression 

Arthitis 



 

  

Self-care 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 7 2 1    

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

8 2     

Having a well-stocked medicine cabinet 5 2   3  

Accessing pharmacies for advice 2   3 5  

Caring for your long-term condition yourself (if 
applicable) 

3   1   

Monitoring your illness (if applicable) 4   1   

 

5. To what extent do you agree or disagree with the following statement? 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

9 1     

If I had guidance and support from an NHS professional, I 
would be far more confident 

4 4  1 1  

I don’t want any more responsibility over my health 1  2 1 5 1 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 2 5  1 2 



       

6. What do you think stops people to self-care? (you can select more than one) 

Don’t have the knowledge or information 9 Lack of support from family, friends or community 
groups 

2 

Information available is too complex or 
contradictory 

7 Lack of support from GPs and practice nurses 4 

Lack of confidence 6 Lack of time 4 

Lack of equipment at home to monitor your 
condition 

2 Lack of training skills 4 

Lack of knowledge or health 8 Other, please state 2 

Lack of money 6 None of these  

Lack of support from charities and voluntary 
organisations 

   

 

Self-care 

7. What do you think would help people to self-care? (you can select more than one) 

 

Advice on NHS websites 5 

Better knowledge/understanding of the minor ailments or long-term health conditions and 
treatment 

10 

Encouragement from family doctors, nurses, pharmacists 6 

Having equipment at home to monitor you long-term condition eg blood pressure kit 5 

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 4 

More skills training eg going to classes 5 

Support from voluntary groups 3 

Support groups of people with similar concerns and conditions 2 

Other, please state: 
Going straight to NHS websites for reliable info, perhaps a block on unreliable and 
sometimes dangerous info sites 

2 



Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require urgent or 

emergency care? 

 

Yes 9 
No 1 
If no what information would be helpful? 

 

 

 

 

 

9. Where do you go to find information about your health/condition? 

 

NHS Choices 5 

Internet search 5 

NHS 111 1 

Patient.co.uk  

Pharmacist 3 

GP practice 6 

Family/friend 2 

Other health service 1 

Other (please specify) 
 
 

 

 
 
 

 

 



 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 

 

    

 

 

 

 

 

NHS 111   

 

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  5 
No 5 

   

 

 

I think people need to be educated before taking on self care to avoid making 

their conditions worse, therefore anyone diagnosed with a condition eg 

diabetes, heart disease, depression, could be automatically enrolled by their 

GP onto an education programme on how to manage self care.  This could be 

one hour once a week at their local health centre and led by a health care 

professional, practice nurse, health visitor. 

 

Keep all walk in centres open, they are the best way to receive urgent cared 

without going to A & E.  Better training for staff operating the NHS 111 

helpline. 

 

Keep our walk in centre open in Battle Hill.  Raise awareness regarding 

accessing A & E. 

 



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the following 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 
service 

 2  1 1 1 

 

 

 

13. We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion what 

ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

 

 

  

 

 

 

 

It appears that they refer everyone back to their GP so you might as well go 

straight there? 

 

The use of proper medical staff to answer the calls; the people answering are 

obviously using the computer information to make decision, because they do 

not have the relevant medical experience/training.  On two occasions I have 

had to insist that I speak to a nurse or doctor about my 84 year old mother’s 

health.  Both times, she ended up being sent to A & E by the doctor, after 

being told to wait until the next day by the original operator.  I personally was 

told to go straight to the doctors when I asked for self care information, the 

doctor suggested that I could have used self care if I had been referred to a 

pharmacy.  I would be very reluctant to use the NHS 111 service again. 

 

Unable to comment having no direct experience of it. 

 

Sorry don’t know anything about it. 

 

 



GP Practice 

 

14.  Which GP practice are you registered with?       

 

 

 

 

 

 

  

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

 

Less than a week ago 1 
Less than a month ago 3 
In the last three months 2 
More than three months ago 4 

 

 

 

 

 

Village Green, Wallsend 

Bewicke Medical Centre 

Monkseaton Medical Centre 

Appleby Surgery 

49 Marine Avenue (excellent practice although I don’t 

use it very often.  Very responsive when I do). 

Collingwood Surgery. 

Portugal Place, Wallsend 

Swarland Avenue Surgery 



16.    What did you want to do? 

 

See a GP at the surgery 9 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t mind/wasn’t sure what I wanted  

 

17.    Were you able to get an appointment to see or speak to someone? 

 

Yes 9 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No  
Can’t remember  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

 

On the same day 4 
On the next working day 3 
A few days later 1 
A week or more later 1 
Can’t remember 1 

 

 



19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse at your 

GP surgery? 

 

Yes 4 

Sometimes 6 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell you to 

go instead? 

 

Pharmacy  
Walk-in centre 3 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 5 
I wasn’t given any advice but I went to A & E or walk-in centre 2 

 

 

Pharmacy 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor ailments? 

 

Yes 10 
No  

 

 



22.    Have you or a member of your family ever seen a pharmacist for advice? 

 

Yes 8 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

 

Yes 1 
No  
Maybe 
Please explain your 
reasons 
 

1 

 

24.    Do you receive free prescriptions? 

 

Yes – long term condition 1 

Yes – low income  

No 9 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is known as a 

‘minor ailment scheme’ or Think Pharmacy First.  Did you know about/were you aware of this scheme? 

 

Yes 5 
No 5 

 



26.   What do you think about this scheme? 

 

 

 

 

 

 

 

 

 

 

 

Walk-in Centre 

27.    Have you ever been to the walk-in centre at: 

 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  1 2 3 4 

Shiremoor Resource Centre (children’s minor injury unit)     10 

If yes what did you think of the service you received? 
Not as a patient but I have heard from others that the 
service is good 
It was fine. 
Very efficient. 
Very good. 

     

 

I think it is a brilliant idea, when I was too ill to work; I used this 

scheme a lot. 

I think a lot of people aren’t aware of it, especially the scheme that 

covers basic medication for children. 

Needs better promotion with potential users – face to face as well 

as marketing. 

Was not aware of this facility. 

Excellent idea. 



28.    What were your reasons for attending the walk-in centre? 

 

Not registered with a GP  

Own GP opening hours or waiting time 
too long 

2 

More convenient 2 

A & E/other facilities have longer waiting 
times 

 

Medical need  

Other 2 

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 5 
Another walk-in centre 1 
A & E 2 
Call NHS 111  
Other (please specify) 2 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  These 

questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

 

Yes 7 
No 3 



 

31.    In the past six months, have you tried to call an out-of-hours GP service when the surgery was closed? 

 

Yes for myself  
Yes, for someone else  
No 10 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP service 

by telephone? 

 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 10 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

 

It was about right  
It took too long  
Don’t know/didn’t make contact 10 

 

 

 

 



34.    Overall, how would you describe your experience of out-of-hours GP service? 

 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think it might be 

to use the out-of-hours GP service in your area? 

 

Very easy 1 
Fairly easy 4 
Not very easy 1 
Not at all easy 1 
No opinion  
Don’t know 3 

 

36.    Please say how far you agree or disagree with the following statements: 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

 1    9 

I have confidence and trust in the local 
GP out of hours service 

 1    9 



 

37.    Only patients with life threatening conditions or serious accidents should be seen and treated at A & E? 

 

Strongly agree 3 
Agree 6 
No opinion  
Disagree 1 
Strongly disagree  

 

38.    Can you tell us why you think this? 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

I used to think this was the case but on the opening of the new unit at Cramlington it seems North Tyneside 

General Hospital and Wansbeck Hospital are going to be more of a walk in service with nurse led rather than 

consultant led care. 

It is called accident and emergency – I think if your problem is at 5am a lot of people would assume it’s the 

only place to go? 

Because that’s what it is for. 

Effective resource allocation. 

This is the role of A & E not treating those with minor ailments. 



39.    What do you think will stop people using A & E services inappropriately? 

 

 

 

 

 

 

 

 

 

 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

 

 1 2 3 4 5 

Seeing the right health professional 9  1   
Getting an appointment at a time suitable for me 5 2 1 2  
Seeing someone the same day 7 2 1   
Close to where I live/work 7 1  1 1 
Other (please specify)      
Please state the service that you’ve rated ‘other’ 
 
 
 

     

 

Being able to see their GP when they need to. 

Don’t know. 

GPs open longer hours 

More responsive GP/other services, and relevant information about how 

to use them. 

If appropriate send them away to walk-in, minor ailment clinics or often 

just to sleep it off. 

I don’t think you can, people can be selfish and often don’t think about 

the more serious cases they are putting back.  Unless there is a penalty 

either payment or don’t treat them, more signs at A & E giving priority to 

people genuinely and seriously in need of specific treatment, if not 

receiving it then in jeopardy. 



41.    What suggestions do you have that would improve your NHS welfare? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 

 

 

 

 

 

GPs open longer hours and at weekends.  All other facilities seem to 

simply patch you up and tell you to see your GP asap so it would make 

more sense to extend GP services, facilities and perhaps funding. 

 

A more up to date approach to chronic autoimmune illnesses.  A 

willingness to explore unconventional treatments for ME.  Expanding the 

walk in centre network. 

 

I think a huge amount of money is wasted of unused medication maybe 

everyone pay a lower charge. 

 

The NHS was created for everyone, and everyone should be given an 

equal choice of treatment.  We need to ensure this is to continue, with 

either a more enlightened government, or its ran by the commissioners 

who really do have the people’s needs at heart. 

Ensuring that NHS 111 operators are medically trained. 

Think this very good now. 



 

43.    How could we improve urgent and emergency care services locally?  Please list up to five ways. 

GPs open longer hours and at weekends. 
Expanding the walk in centre network. 
Better information to signpost people to the right service for their needs. 
Designated care centres ie heart etc. 
Maybe smaller teams specific to area? 

Perhaps a separate out of hours facility/service for children as many parents dread attending A & E 
because of the long wait and the inevitable drunks! 
Providing ‘alternative’ therapies for those with long term autoimmune conditions; acupuncture, massage, 
lymphatic massage, at least trying them to see if they help an individual. 
Following triage, sending people away from A & E to the more relevant service for their needs. 
Send those home quickly that are not urgent. 
Support workers to evaluate cases? 

Using mindfulness programs and Yoga to ease depression and anxiety.  Professionals being aware of 
therapies outside of the NHS box. 
Learning from the GP practices that provide the most responsive services and ensuring all GP practices 
are operating in this way. 
Enough beds. 

Community based treatment centres. 

 

 

 

 

 



Urgent Care 

Women in Refuge 

28
th

 May 2015  

7 Attendees 
 

Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your own 

personal treatment or care? 

 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  2 1 3  1 

Local pharmacist  1 1 2 1 2 

Hospital doctor or nurse (as a patient)  5  2   

Used A & E 3 1 3    

Health visitor, community nurse or district nurse 3  3 1   

Walk-in centre 4 2 1    

NHS 111 6  1    

GP out-of-hours. 7      

 

 

 

 



 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good  

Good 4 

Fair 1 

Poor 2 

Very poor  

 

3. Do you have a long-term condition? 

 

Yes 3 

No 4 

 

(If yes) What is your long-term condition? 

 

 

 

 

 

 

 

 

 

 

 

  

Anxiety, depression, OCD, Psoriasis  

Depression 

Urinary problems 



 

Self-care 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 1  2 3 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

3  2 1 1  

Having a well-stocked medicine cabinet 2 2 1 2   

Accessing pharmacies for advice 1  1 3 1 1 

Caring for your long-term condition yourself (if 
applicable) 

  2    

Monitoring your illness (if applicable) 1  3 1  1 

 

5. To what extent do you agree or disagree with the following statement? 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

1 4 2    

If I had guidance and support from an NHS professional, I 
would be far more confident 

1 6     

I don’t want any more responsibility over my health 1 1 4  1  

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 

3 4     



be far more confident about caring for my own health 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 5 Lack of support from family, friends or community 
groups 

3 

Information available is too complex or 
contradictory 

2 Lack of support from GPs and practice nurses 2 

Lack of confidence 4 Lack of time 4 

Lack of equipment at home to monitor your 
condition 

4 Lack of training skills 1 

Lack of knowledge or health 4 Other, please state  

Lack of money 3 None of these  

Lack of support from charities and voluntary 
organisations 

2   

 

Self-care 

7. What do you think would help people to self-care? (you can select more than one) 

 

Advice on NHS websites 4 

Better knowledge/understanding of the minor ailments or long-term health conditions and 
treatment 

4 

Encouragement from family doctors, nurses, pharmacists 5 

Having equipment at home to monitor you long-term condition eg blood pressure kit 4 

More advice and guidance from GP, nurse, other health professional 6 

More health information eg books, leaflets, health shows 3 

More skills training eg going to classes 4 

Support from voluntary groups 4 

Support groups of people with similar concerns and conditions 6 

Other, please state  

Don’t know  



 

8. Do you have enough information to make a decision about when and where to go if you require urgent or 

emergency care? 

 

Yes 6 
No 1 
If no what information would be helpful? 

 

 

 

 

 

 

 

 

9. Where do you go to find information about your health/condition? 

 

NHS Choices 3 

Internet search 4 

NHS 111 2 

Patient.co.uk 1 

Pharmacist 3 

GP practice 7 

Family/friend 3 

Other health service  

Other (please specify) 
 
 

 

Leaflet on pharmacies opening times. 

Leaflet on A & E where and small map. 

 



 
 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 

 

   NHS 111   

 

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  4 
No 3 

   

12. If you answered yes to the previous question; please state how far you agree/disagree with the following 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 
service 

1 2 1    

 

No. 



 

 

13. We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion what 

ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

 

 

  

GP Practice 

 

14.  Which GP practice are you registered with?       

 

 

 

 

 

 

  

 

 

I’m not too sure. 

More people to answer the phones. 

Remove the check list 

Nelson Medical Practice x 3 

Collingwood Surgery x 2 

Spring Terrace Health Centre 

Whitley Bay Health Centre 

 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

 

Less than a week ago 1 
Less than a month ago 3 
In the last three months 2 
More than three months ago 1 

 

16.    What did you want to do? 

 

See a GP at the surgery 6 

See a nurse at the surgery  

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t mind/wasn’t sure what I wanted 1 

 

17.    Were you able to get an appointment to see or speak to someone? 

 

Yes 4 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

2 

No  
Can’t remember 1 

 

 

 



 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

 

On the same day 3 
On the next working day  
A few days later 1 
A week or more later 2 
Can’t remember 1 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse at your 

GP surgery? 

 

Yes 5 

Sometimes 2 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell you to 

go instead? 

 

Pharmacy  
Walk-in centre 2 
A clinic eg family planning  
A & E 1 
I was given no advice/alternative 2 
It has not happened/I have not 
needed it 

1 



I wasn’t given any advice but I went to 
A & E or walk-in centre 

1 

     Pharmacy 

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

 

Yes 5 
No 2 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

 

Yes 5 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

 

Yes 2 
No  
Maybe 
Please explain your reasons: 
 
Awkward asking questions where 
other members of the public are 
around 
 

1 

 



 

24.    Do you receive free prescriptions? 

 

Yes – long term condition 3 

Yes – low income 3 

No 1 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is known as a 

‘minor ailment scheme’ or Think Pharmacy First.  Did you know about/were you aware of this scheme? 

 

Yes 2 
No 5 

 

26.   What do you think about this scheme? 

 

 

 

 

 

 

 

 

 

 

  

 

Sounds good. 

Brilliant. 

Very good. 

Never knew about it x 2 



 

Walk-in Centre 

27.    Have you ever been to the walk-in centre at: 

 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  2  1 4 

Shiremoor Resource Centre (children’s minor injury unit)     7 

What did you think of the service you received there? 
 
Not very good was told to go to A & E. 
It was okay could have been quicker at being seen. 
Adequate when GP is closed 

     

 

28.    What were your reasons for attending the walk-in centre? 

 

Not registered with a GP  

Own GP opening hours or waiting time 
too long 

 

More convenient  

A & E/other facilities have longer waiting 
times 

 

Medical need 1 

Other  

Do not wish to say 2 

 

 



 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 1 
Another walk-in centre  
A & E 4 
Call NHS 111  
Other (please specify)  

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  These 

questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

 

Yes 1 
No 6 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when the surgery was closed? 

 

Yes for myself  
Yes, for someone else  
No 7 

 

 

 



32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP service 

by telephone? 

 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

 

It was about right  
It took too long  
Don’t know/didn’t make contact 7 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 



35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think it might be 

to use the out-of-hours GP service in your area? 

 

Very easy 2 
Fairly easy  
Not very easy 1 
Not at all easy  
No opinion 1 
Don’t know 3 

 

36.    Please say how far you agree or disagree with the following statements: 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

  3   4 

I have confidence and trust in the local 
GP out of hours service 

  3   4 

 

37.    Only patients with life threatening conditions or serious accidents should be seen and treated at A & E? 

 

Strongly agree  
Agree 2 
No opinion 1 
Disagree 3 
Strongly disagree 1 



 

38.    Can you tell us why you think this? 

 

 

 

 

 

 

 

 

39.    What do you think will stop people using A & E services inappropriately? 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sometimes A & E is an easier option. 

So people who need help can get it in good time. 

Everyone should be treated the same. 

Because everybody is a priority. 

If someone has a disability and cannot discuss their problem with a GP 

it is wrong to expect them to suffer for 2 weeks before a GP 

appointment can be arranged 

 

 

 

 More out of hours and walk-in clinics. 

Don’t know. 

More alternatives out of hours. 

Don’t know. 

Longer GP opening hours 

 

 



 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

 

 1 2 3 4 5 

Seeing the right health professional 4 2   1 
Getting an appointment at a time suitable for me 3 1 1 1 1 
Seeing someone the same day 3 2 1  1 
Close to where I live/work 3 2  1 1 
Other (please specify)      
Please state the service that you’ve rated ‘other’ 
 

     

 

41.    What suggestions do you have that would improve your NHS welfare? 

 

 

 

 

 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 

 

 

More alternative out of hours services/advice (ie pharmacy) – more 

private space in pharmacies etc for advice. 

Don’t know. 

More specialist nurses – a lot of experienced nurses area more capable 

than junior doctors 

Not sure. 



 

43.    How could we improve urgent and emergency care services locally?  Please list up to five ways. 

More alternatives 

More facilities 

Alcohol related injuries to be last on list and moved back if more urgent patients arrive 

As above with sports injuries 

More efficient triage nurses 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Urgent Care 

Physical Disability 

2 July 2015  

7 Attendees 
 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  2 4   1 

Local pharmacist 2 2 1 1 1  

Hospital doctor or nurse (as a patient) 5  1 1   

Used A & E 6 1     

Health visitor, community nurse or district nurse 3 2 2    

Walk-in centre 3 3 1    

NHS 111 7      

GP out-of-hours 7      

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 3 

Good 1 

Fair 3 

Poor  

Very poor  



 

3. Do you have a long-term condition? 

Yes 6 

No 1 

 

(If yes) What is your long-term condition? 

Arthritis, Chronic Disease with Ileostomy/High Output, Ileostomy 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 3 3   1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

1 3 1 2   

Having a well-stocked medicine cabinet 5 2     

Accessing pharmacies for advice   1 5  1 

Caring for your long-term condition yourself (if 
applicable) 

1 5     

Monitoring your illness (if applicable) 2 3     

 

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

4 3     

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

 2 5    

I don’t want any more responsibility over my health  2 2 1 1 1 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 3 2 2   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 3 Lack of support from family, friends or community 
groups 

 

Information available is too complex or 
contradictory 

3 Lack of support from GPs and practice nurses  

Lack of confidence 3 Lack of time  

Lack of equipment at home to monitor your 
condition 

 Lack of training skills  

Lack of knowledge  6 Other, please state: 
Too frightened 

 

Lack of money  

Lack of support from charities and voluntary 
organisations 

 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 4 

Encouragement from family doctors, nurses, pharmacists 4 

Having equipment at home to monitor your long-term condition eg blood pressure kit 1 

More advice and guidance from GP, nurse, other health professional 2 

More health information eg books, leaflets, health shows 1 

More skills training eg going to classes  

Support from voluntary groups 1 

Support groups of people with similar concerns and conditions 3 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 7 
No  
 

If no what information would be helpful? 

 

 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search 5 

NHS 111  

Patient.co.uk  

Pharmacist 1 

GP practice 5 

Family/friend  

Other health service 1 

Other (please specify) 
Specialist nurse 
 
 

1 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  3 
No 4 

   

 



12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service   2 1   

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Specific local knowledge at call centres ie knowing what’s available in your area. 

Listening to the person making the enquiry rather than making instant assumptions. 

More information – wider circulation eg on local transport advertising space. 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Priory Medical Group,  Earsdon Park Medical Practice,  Portugal Place Surgery x 2,  49 Marine Avenue,  

Appleby Surgery,  Whitley Bay Health Centre 

 

 

 

 

 



15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 2 
Less than a month ago 3 
In the last three months 2 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 3 

See a nurse at the surgery 4 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 7 

Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 3 
On the next working day 1 
A few days later 3 
A week or more later  
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 6 

Sometimes 1 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 1 
A clinic eg family planning  
A & E  
I was given no advice/alternative 2 
It has not happened/I have not needed it 4 
I wasn’t given any advice but I went to A&E or walk-in centre  

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 6 
No 1 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 2 
No  
Maybe  
Please explain your reasons 
Save time in going to the doctors. 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 5 

 Over 60 2 

No  

Yes – under 16  

Age Related  

    

 



25.   If you normally get free prescriptions, you can get free over the counter medication – this is    

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 1 
 No 6 
   

 

26. What do you think about this scheme? 

Don’t know 

Very helpful 

Need to know more about it. 

It is not widely advertised. 

I think if you can afford to pay, you should. 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   1 3 3 

Shiremoor Resource Centre (children’s minor injury unit)     7 

 



If yes, what did you think of the service you received there? 

 

Very busy 

Very good 

Excellent 

Not very good, quick to pass me on to A &E. 

 

 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient 1 

A & E/other facilities have longer waiting times  

Medical need 3 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 4 
Another walk-in centre  
A & E 3 
Call NHS 111  
Other (please specify)  

 

 



 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 5 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else 1 
No 6 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy 1 
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply 6 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 1 
Fairly easy 1 
Not very easy  
Not at all easy 1 
No opinion 1 
Don’t know 3 

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

 1 3   3 

I have confidence and trust in the local 
GP out of hours service 

  3   4 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 1 
Agree 2 
No opinion  
Disagree 4 
Strongly disagree  

 

38.    Can you tell us why you think this? 

Hard to decide at time of injury. 
A & E is there to serve the public – a two tier system would be better – easily defined at reception. 
Waiting times would be reduced and hospitals would cope better. 
There are occasions (such as broken or ruptured limbs) although not life threatening, require immediate 
attention. 
A & E should not be used for minor ailments as waiting times delay can be life threatening. 
Everyone needs help so that’s why I disagree. 



 

39.    What do you think will stop people using A & E services inappropriately? 

When GPs expect people to wait a week or longer for appointments.  There will always be an element of   
A & E misuse. 
Having better 24 hour access to minor injuries/illness centres. 
A rigid set of rules and fines for wasting medical staff’s time. 
Charge for minor illnesses which could and should be GP treatable. 
It needs more support. 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 7     
Getting an appointment at a time suitable for me 3 3   1 
Seeing someone the same day 4 2   1 
Close to where I live/work 3 1 2  1 
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

 

 

 



41.    What suggestions do you have that would improve your NHS welfare? 

Closer control of the amount and type of medication prescribed over long periods. 
Less interference from central government. 
Joined up referrals/service provision.  Providers talking to each other! 
More professional people available to help. 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Long waiting times to obtain MRI and scans. 

More integrated service and less attention to local budgets. 

Yes social/health care workers joint training and record keeping. 

 

 

 

 

 

 

 

 

 

 

 

 



43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

Waiting times. 

Children only service. 

GPs more accessible. 

Triage at admission re-evaluated, waiting times at A & E are dreadful. 

More information. 

More coal face staff! 

Have 24 hour services available. 

Time wasters who use A & E because they think it’s quicker and better filtering at triage. 

GPs longer opening hours. 

Combining surgeries to create bigger more available professionals. 

More help from professionals. 

Easy access. 

 

 

 

 

 

 

 

 

 



Urgent Care 

29 May 2015 

Learning Disabilities 

205 Park Road, Wallsend 

13 Attendees 
 

Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your own 

personal treatment or care? 

 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  2 4 5  2 

Local pharmacist 2  2 1  8 

Hospital doctor or nurse (as a patient) 10 1 1 1   

Used A & E 9 3 1    

Health visitor, community nurse or district nurse 12 1     

Walk-in centre 11 2     

NHS 111 12 1     

GP out-of-hours. 7     6 

 

 

 



 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 4 

Good 4 

Fair 1 

Poor 4 

Very poor  

 

3. Do you have a long-term condition? 

 

Yes 5 

No 8 

 

(If yes) What is your long-term condition? 

 

Epilepsy/continuous chest infections/kidney problems 

Learning disability 

Diabetic, mental health problems 

Depression x 2 

 
 
 
 
 
 

 

  



 

Self-care 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 2 2 2 6 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

7 1  3  2 

Having a well-stocked medicine cabinet 5  1  6 1 

Accessing pharmacies for advice 4 2 2 1 2 2 

Caring for your long-term condition yourself (if 
applicable) 

3 1 1 7  1 

Monitoring your illness (if applicable) 2 3 1 1  6 

 

5. To what extent do you agree or disagree with the following statement? 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

4 2  6 1  

If I had guidance and support from an NHS professional, I 
would be far more confident 

4 2  3 4  

I don’t want any more responsibility over my health  1  5  7 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 

 6    7 



be far more confident about caring for my own health 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 11 Lack of support from family, friends or community 
groups 

 

Information available is too complex or 
contradictory 

10 Lack of support from GPs and practice nurses 1 

Lack of confidence 12 Lack of time 4 

Lack of equipment at home to monitor your 
condition 

8 Lack of training skills 6 

Lack of knowledge or health 13 Other, please state  

Lack of money 3 None of these  

Lack of support from charities and voluntary 
organisations 

   

 

Self-care 

7. What do you think would help people to self-care? (you can select more than one) 

 

Advice on NHS websites 4 

Better knowledge/understanding of the minor ailments or long-term health conditions and 
treatment 

5 

Encouragement from family doctors, nurses, pharmacists 6 

Having equipment at home to monitor you long-term condition eg blood pressure kit  

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 3 

More skills training eg going to classes 4 

Support from voluntary groups 10 

Support groups of people with similar concerns and conditions 11 

Other, please state  

Don’t know 1 



 

8. Do you have enough information to make a decision about when and where to go if you require urgent or 

emergency care? 

 

Yes 6 
No 7 
If no what information would be helpful? 

 

 

 

 

 

 

 

 

9. Where do you go to find information about your health/condition? 

 

NHS Choices 3 

Internet search 1 

NHS 111 3 

Patient.co.uk  

Pharmacist 9 

GP practice 12 

Family/friend 8 

Other health service 2 

Other (please specify)LD 
North East x 4 
 

4 

Fridge magnet 

Go to GP first to see if necessary for urgent treatment at hospital 

 



 
 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 

 

   NHS 111   

 

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  1 
No 12 

   

12. If you answered yes to the previous question; please state how far you agree/disagree with the following 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 
service 

    1  

 

More doctors and nurses x 2 

Happy enough with it at the moment 

No, maybe more doctors 

 

 



 

 

13. We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion what 

ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

 

 

 

GP Practice 

 

14.  Which GP practice are you registered with?       

 

 

 

 

 

 

  

 

 

Need to know about it first 

Passed from one person to another when I was in difficult situation.  Asked 

lots of questions which could not be understood. 

Do know about it. 

Never used it and don’t know about it! 

Not used before x 2 

No never used it 

 

Whitley Bay Health Centre x 4 

Battle Hill Surgery 

Bewicke Medical Group 

Oxford Centre, Longbenton 

Spring Terrace, North Shields 

Bewicke Medical Centre, Howdon 

Battle Hill Surgery 

Collingwood Medical Centre 

Hawkeys Lane Practice, North Shields 

Portugal Place Surgery, Wallsend 

 

 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

 

Less than a week ago 4 
Less than a month ago 5 
In the last three months 4 
More than three months ago  

 

16.    What did you want to do? 

 

See a GP at the surgery 10 

See a nurse at the surgery 3 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t mind/wasn’t sure what I wanted  

 

17.    Were you able to get an appointment to see or speak to someone? 

 

Yes 12 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember 1 

 

 

 



 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

 

On the same day 4 
On the next working day 2 
A few days later 4 
A week or more later 1 
Can’t remember 2 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse at your 

GP surgery? 

 

Yes 9 

Sometimes 4 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell you to 

go instead? 

 

Pharmacy  
Walk-in centre 5 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it  
I wasn’t given any advice but I went to A & E or walk-in centre 8 



 

Pharmacy 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor ailments? 

 

Yes 5 
No 8 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

 

Yes  
No 13 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

 

Yes 11 
No  
Maybe 
Please explain your 
reasons 
 
Yes if not emergency 
 
No need to bother 
doctor is not 
necessary 
 
If doctor was closed  

2 



ie holiday times or 
weekends 

 

24.    Do you receive free prescriptions? 

 

Yes – long term condition 6 

Yes – low income 7 

No  

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is known as a 

‘minor ailment scheme’ or Think Pharmacy First.  Did you know about/were you aware of this scheme? 

 

Yes 2 
No 11 

 

26.   What do you think about this scheme? 

 

 

 

 

 

 

 

 

 

 

 

Great idea 

Will go to the chemist in future if can’t see my doctor 

Maybe 
Please explain your reasons 
 
Yes if not emergency 
 
No need to bother doctor is not necessary 
 
If doctor was closed  ie holiday times or weekends 



 

 

Walk-in Centre 

27.    Have you ever been to the walk-in centre at: 

 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   1 3 9 

Shiremoor Resource Centre (children’s minor injury unit)    1 12 

If yes what did you think of the service you received? 
 Good service 
Went for sore eye 

I had an eye infection 

Helpful and friendly and got sorted 

  Yes was fine 
 

     

 

28.    What were your reasons for attending the walk-in centre? 

 

Not registered with a GP  

Own GP opening hours or waiting time 
too long 

 

More convenient 1 

A & E/other facilities have longer waiting 
times 

 

Medical need 4 

Other  



Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 10 
Another walk-in centre 1 
A & E 2 
Call NHS 111  
Other (please specify)  

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  These 

questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

 

Yes 3 
No 10 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when the surgery was closed? 

 

Yes for myself  
Yes, for someone else  
No 13 

 

 



 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP service 

by telephone? 

 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

 

It was about right  
It took too long  
Don’t know/didn’t make contact 13 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 



35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think it might 

be to use the out-of-hours GP service in your area? 

 

Very easy 1 
Fairly easy 2 
Not very easy  
Not at all easy  
No opinion 1 
Don’t know 9 

 

36.    Please say how far you agree or disagree with the following statements: 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

 4 1   8 

I have confidence and trust in the local 
GP out of hours service 

 5    8 

 

37.    Only patients with life threatening conditions or serious accidents should be seen and treated at A & E? 

 

Strongly agree 7 
Agree 1 
No opinion 3 
Disagree 2 
Strongly disagree  



 

38.    Can you tell us why you think this? 

 

 

 

 

  

 

 

 

 

 

 

 

 

39.    What do you think will stop people using A & E services inappropriately? 

 

 

 

 

 

 

 

 

Need to be seen straight away by right doctors 

A & E for emergency only 

Need urgent attention 

To help people with life threatening conditions 

They need urgent treatment 

To help people with life time illnesses 

Doctor’s should be open at weekends 

Doctor’s should be open at weekends 

Use walk-in centre more often 

People who live in different countries 

If not urgent they should be sent to their doctor 

Waiting times 

People should be made more aware that A & E is just for emergency 

and accident 

Waiting times 

 

 



 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

 

 1 2 3 4 5 

Seeing the right health professional 13     
Getting an appointment at a time suitable for me 4 8   1 
Seeing someone the same day 8  5   
Close to where I live/work 11 1  1  
Other (please specify)      
Please state the service that you’ve rated ‘other’      

 

41.    What suggestions do you have that would improve your NHS welfare? 

 

 

 

 

 

 

 

 

 

 

 

 

 

Possibly walk-in centre nearer to where you live but on the whole quite 

happy with service 

None 

Always happy so far with treatment 

More help with things less waiting time 

More specialised staff doctors and nurses 

More walk-in centres 

More community nurses 

More help with things less waiting time 

 



42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 

 

 

 

 

 

 

 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five ways. 

 

NHS 111 needs to be improved 
Less waiting time x 2 
Shorter waiting times for operations 

Very impersonal, passing from me to another 
Emergency ambulance should come immediately! 

Ask simpler and easier questions to understand 
Not to get passed around from one person to the next when phoning up with emergency matter 

Not keep you holding on when you are already in a difficult situation 

 

 

 

On own experience happy with what has been done in the past.  But 

waiting lists for operations could be shortened. 

No 

Another A & E department in Tynemouth or North Shields 

Yes 

Another A & E department in addition to Rake Lane Hospital 

Yes 

 



Tynemouth Blind Welfare Society 

Pearey House Summary 

2 June 2015 & 19 June 2015  

27 Attendees 
 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 9 10 6 1 1  

Local pharmacist 22 2 2 1   

Hospital doctor or nurse (as a patient) 14 8 2 3   

Used A & E 20 5 2    

Health visitor, community nurse or district nurse 24 1 2    

Walk-in centre 21 5 1    

NHS 111 21 5 1    

GP out-of-hours. 26  1    

 

2. Over the last six months, how would you rate your health? 

 

Excellent 6 

Very good 12 

Good 6 

Fair 3 

Poor  

Very poor  



 

 

 

3. Do you have a long-term condition? 

Yes 20 

No 7 

 

(If yes) What is your long-term condition? 

 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 9 15 1 1 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

23 3 1    

Having a well-stocked medicine cabinet 7 6  12 1 1 

Accessing pharmacies for advice 2  12 8 4 1 

Caring for your long-term condition yourself (if 
applicable) 

6 14     

Monitoring your illness (if applicable)       

 

 

 



 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

19 4 3  1  

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

17 8 1 1   

I don’t want any more responsibility over my health 17 5 5    

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

17 3 6 1   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 19 Lack of support from family, friends or community 
groups 

 

Information available is too complex or 
contradictory 

5 Lack of support from GPs and practice nurses  

Lack of confidence 5 Lack of time 3 

Lack of equipment at home to monitor your 
condition 

7 Lack of training skills 3 

Lack of knowledge  18 Other, please state: 
Laziness 

1 

Lack of money 5 

Lack of support from charities and voluntary 
organisations 

6 None of these  

 

 



 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 12 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 20 

Encouragement from family doctors, nurses, pharmacists 11 

Having equipment at home to monitor your long-term condition eg blood pressure kit 7 

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 3 

More skills training eg going to classes 1 

Support from voluntary groups  

Support groups of people with similar concerns and conditions 11 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 20 
No 7 
 

If no what information would be helpful? 

 

 

 

 

 

 



 

 

9. Where do you go to find information about your health/condition? 

NHS Choices 2 

Internet search 5 

NHS 111 2 

Patient.co.uk  

Pharmacist 16 

GP practice 18 

Family/friend 7 

Other health service  

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

One big problem – pharmacies send out cheaper brands of meds that don’t always work.  As a visually impaired person I 

use the colour of the boxes to know which pills are which and I have ended up in hospital as a result of taking the wrong 

meds.  I don’t trust them. 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  8 
No 19 

   



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 4 1  2 1  

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Answering the phone quickly. 

English speaking 

Trained staff on telephones 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Priory Medical Group x 5      

Forest Hall Medical Group x 5 

Park Parade         

Northumberland Health Centre 

Portugal Place    

Monkseaton Health Centre 

Whitley Bay Medical Centre x 2  



Village Green, Wallsend 

Earsdon Park 

West Farm 

Woodlands Park x 2 

Collingwood x 3 

Spring Terrace x 2 

Dudley 

 

 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 6 
Less than a month ago 4 
In the last three months 8 
More than three months ago 9 

 

16.    What did you want to do? 

See a GP at the surgery 17 

See a nurse at the surgery 6 

Speak to a GP on the phone 2 

Speak to a nurse on the phone  

Have someone visit me at my home 2 

I don’t know/wasn’t sure what I wanted  

 

 



 

17. Were you able to get an appointment to see or speak to someone? 

Yes 17 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

5 

No 3 
Can’t remember 2 

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 6 
On the next working day 6 
A few days later 6 
A week or more later 6 
Can’t remember 3 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 23 

Sometimes 4 

No  

 

 

 



20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 3 
A clinic eg family planning  
A & E 1 
I was given no advice/alternative 6 
It has not happened/I have not needed it 17 
I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 25 
No 2 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 19 
No 8 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 7 
No  
Maybe 1 
Please explain your reasons 
 

 



 

24.    Do you receive free prescriptions? 

Yes – long term condition 26 

Yes – low income  

No 1 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 2 
No 25 

 

26. What do you think about this scheme? 

Very good x 12 

Brilliant 

Excellent 

Wish I had known about it earlier 

 

 

 

 

 

 

 

 

 

 

 



Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  3 3 5 16 

Shiremoor Resource Centre (children’s minor injury unit)     27 

 

If yes, what did you think of the service you received there? 

 
 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 4 

More convenient 5 

A & E/other facilities have longer waiting times 2 

Medical need  

Other  

Do not wish to say  

 

 

 



29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 20 
Another walk-in centre  
A & E 2 
Call NHS 111 2 
Other (please specify) 
Don’t know 

 
3 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 11 
No 16 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else 1 
No 25 

 



32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy 2 
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 25 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 2 
It took too long  
Don’t know/doesn’t apply 25 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 2 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 7 
Fairly easy 3 
Not very easy 7 
Not at all easy  



No opinion  
Don’t know 10 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

 2    25 

I have confidence and trust in the local 
GP out of hours service 

8 2    17 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 20 
Agree 3 
No opinion 3 
Disagree 1 
Strongly disagree  

 

38.    Can you tell us why you think this? 

Makes queues longer. 

People shouldn’t go with minor ailments. 

Should only be used for emergencies 
 

 



39.    What do you think will stop people using A & E services inappropriately? 

Fine them! 

Better availability of appointments at GP 

 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 27     
Getting an appointment at a time suitable for me 22 5    
Seeing someone the same day 13 8 2 4  
Close to where I live/work 18 6 3   
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Stop hypochondriacs wasting time – give them placebos. 

GP practices to be open 7 days a week 
Public education 
More Doctors 
English speaking Doctors 

 

 



 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Less waiting times. 

Being able to go to any GP surgery not just be registered to one 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

 
 
 

2 
 

 
 
 

3 
 

 
 
 

4 
 

 
 
 

5 
 

 
 

 

 



Urgent Care 

3 June 2015 

205 Park Road, Wallsend 

Older People Focus Group 

8 Attendees 
 

Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your own 

personal treatment or care? 

 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 3 2 2   

Local pharmacist 3 1 3  1  

3H1ospital doctor or nurse (as a patient) 4  3 1   

Used A & E 5 2  1   

Health visitor, community nurse or district nurse 7 1     

Walk-in centre 5 2 1    

NHS 111 7 1     

GP out-of-hours. 6 2     

 

 

 



 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 2 

Good 3 

Fair  

Poor 2 

Very poor  

  

3. Do you have a long-term condition? 

 

Yes 4 

No 4 

 

(If yes) What is your long-term condition? 

 

 

 

 

 

 

 

 

 

 

 

 

High blood pressure x 2 

Replaced two knees, pacemaker, arthritis, loss of balance, angina 



 

Self-care 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle  3 4 1   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

5 3     

Having a well-stocked medicine cabinet 6 1 1    

Accessing pharmacies for advice  2 5  1  

Caring for your long-term condition yourself (if 
applicable) 

1 2 1    

Monitoring your illness (if applicable) 2    1  

 

5. To what extent do you agree or disagree with the following statement? 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

6 1 1    

If I had guidance and support from an NHS professional, I 
would be far more confident 

2  5  1  

I don’t want any more responsibility over my health   2 2 3 1 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 

 2 3 3   



be far more confident about caring for my own health 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 8 Lack of support from family, friends or community 
groups 

2 

Information available is too complex or 
contradictory 

3 Lack of support from GPs and practice nurses 3 

Lack of confidence 6 Lack of time 2 

Lack of equipment at home to monitor your 
condition 

2 Lack of training skills 4 

Lack of knowledge or health 6 Other, please state  

Lack of money 3 None of these  

Lack of support from charities and voluntary 
organisations 

2   

 

Self-care 

7. What do you think would help people to self-care? (you can select more than one) 

 

Advice on NHS websites 5 

Better knowledge/understanding of the minor ailments or long-term health conditions and 
treatment 

6 

Encouragement from family doctors, nurses, pharmacists 7 

Having equipment at home to monitor you long-term condition eg blood pressure kit 5 

More advice and guidance from GP, nurse, other health professional 4 

More health information eg books, leaflets, health shows 3 

More skills training eg going to classes 3 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions 5 

Other, please state  

Don’t know  



 

8. Do you have enough information to make a decision about when and where to go if you require urgent or 

emergency care? 

 

Yes 8 
No  
If no what information would be helpful? 

 

 

 

 

 

 

 

 

9. Where do you go to find information about your health/condition? 

 

NHS Choices 4 

Internet search 4 

NHS 111  

Patient.co.uk  

Pharmacist 5 

GP practice 8 

Family/friend 1 

Other health service  

Other (please specify) 
 
 

 

 



 
 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 

 

   NHS 111   

 

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  4 
No 4 

   

12. If you answered yes to the previous question; please state how far you agree/disagree with the following 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 
service 

1 3     

 

Set up telephone help lines at GPs practices with calls limited to not more 

than ten minutes to safeguard against time wasters. 



 

 

13. We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion what 

ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

 

 

  

GP Practice 

 

14.  Which GP practice are you registered with?       

 

 

 

 

 

 

  

 

 

Need to know about it first. 

Better publicity. 

Don’t know. 

More awareness. 

More publicity. 

Not having used this service I cannot consider how to improve it. 

Forest Hall Medical Group x 3 

Village Green, Wallsend 

Beaumont Park Medical Group x 2 

Park Road, Wallsend 

Wideopen Medical Centre 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

 

Less than a week ago 2 
Less than a month ago  
In the last three months 2 
More than three months ago 4 

 

16.    What did you want to do? 

 

See a GP at the surgery 7 

See a nurse at the surgery  

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home 1 

I don’t mind/wasn’t sure what I wanted  

 

17.    Were you able to get an appointment to see or speak to someone? 

 

Yes 6 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No 1 
Can’t remember  

 

 

 



 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

 

On the same day 1 
On the next working day 3 
A few days later 2 
A week or more later 1 
Can’t remember 1 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse at your 

GP surgery? 

 

Yes 5 

Sometimes 2 

No 1 

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell you to go 

instead? 

 

Pharmacy  
Walk-in centre 3 
A clinic eg family planning  
A & E  
I was given no advice/alternative 2 
It has not happened/I have not needed it 3 
I wasn’t given any advice but I went to A & E or walk-in centre  



 

 

Pharmacy 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor ailments? 

 

Yes 7 
No 1 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

 

Yes 6 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

 

Yes 2 
No  
Maybe 
Please explain your 
reasons 
 
 
 
 
 

 

 

 



 

24.    Do you receive free prescriptions? 

 

Yes – long term condition 3 

Yes – low income  

No 5 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is known as a 

‘minor ailment scheme’ or Think Pharmacy First.  Did you know about/were you aware of this scheme? 

 

Yes 2 
No 6 

 

26.   What do you think about this scheme? 

 

 

 

 

 

 

 

 

 

 

 

 

Not aware of it. 

Sounds excellent, needs more publicity though will keep patients 

out of GP surgeries. 



 

  

 

Walk-in Centre 

27.    Have you ever been to the walk-in centre at: 

 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  1 2 3 2 

Shiremoor Resource Centre (children’s minor injury unit)    1 7 

If yes what did you think of the service you received? 
Very good x 2 
Quite a long wait to see nurse. 
Excellent x 2 
Excellent on three occasions I used it. 
 

     

 

28.    What were your reasons for attending the walk-in centre? 

 

Not registered with a GP  

Own GP opening hours or waiting time 
too long 

2 

More convenient 3 

A & E/other facilities have longer waiting 
times 

2 

Medical need  

Other  



Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 6 
Another walk-in centre 1 
A & E  
Call NHS 111 1 
Other (please specify)  

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  These 

questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

 

Yes 7 
No 1 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when the surgery was closed? 

 

Yes for myself 1 
Yes, for someone else 3 
No 4 

 

 



 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP service 

by telephone? 

 

Very easy 3 
Fairly easy 1 
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

 

It was about right 4 
It took too long  
Don’t know/didn’t make contact 4 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

 

Very good 2 
Fairly good 1 
Neither good nor poor 1 
Fairly poor  
Very poor  

 



35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think it might 

be to use the out-of-hours GP service in your area? 

 

Very easy  
Fairly easy 2 
Not very easy  
Not at all easy  
No opinion  
Don’t know 2 

 

36.    Please say how far you agree or disagree with the following statements: 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

1 1 3   3 

I have confidence and trust in the local 
GP out of hours service 

1 1 4 1  1 

 

37.    Only patients with life threatening conditions or serious accidents should be seen and treated at A & E? 

 

Strongly agree 5 
Agree 2 
No opinion  
Disagree 1 
Strongly disagree  



 

38.    Can you tell us why you think this? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Cut down on waiting times. 

Less serious conditions should be seen by GP or walk-in centre. 

People clog up the system with minor injuries. 

They are more important. 

People without real need for A & E are diverting resources away from 

those that really need them. 

Some medical emergencies may not be life threatening.  How do you 

define ‘serious’ accident without specific medical knowledge. 

To reduce waiting times for those who need the service. 

Too many people abuse the A & E system.  Drunks, drug takers wanting 

lifts home after drinking too much. 



 

39.    What do you think will stop people using A & E services inappropriately? 

 

 

 

 

 

 

 

 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

 

 1 2 3 4 5 

Seeing the right health professional 8     
Getting an appointment at a time suitable for me 3 2 2 1  
Seeing someone the same day 4 4    
Close to where I live/work 4  2 2  
Other (please specify)      
Please state the service that you’ve rated ‘other’ 
 
 

     

 
 

     

 

Educate them. 

Advertising which service to use when. 

More walk-in centres. 

New rules/criteria on who should attend. 

Incorporate a GP/nurse led walk in centre on same site as A & E. 

Walk-in centres, phone access to GP. 

Having another service to go to open 24 hours. 

Charge excessive fees, send names to police to follow up non 

payments. 



41.    What suggestions do you have that would improve your NHS welfare? 

 

 

 

 

 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

More staff. 

Waiting times reduced. 

More interest shown to patients at GPs surgeries.  In my experience the 

GP invites you to enter surgery then looks at computer “and what can I do 

for you today?”  It would be more satisfactory if he/she said “and how are 

you today?” 

Everyone should be given information on when to use which services – 

an easy directory of information to keep close to hand. 

Prompt appointment times. 

Yes. 

Specialists answering NHS 111. 

Increase training facilities to increase numbers of professional staff.  

Standards must be maintained so it is important to increase more places 

for students. 



43.    How could we improve urgent and emergency care services locally?  Please list up to five ways. 

Waiting times. 
More doctors/nurses. 
GP phone consultations. 
When registering at A & E or when seeing the nurse, people could be signposted to walk-in centre if not an 
emergency. 
Ensure communication systems are suitably available. 

More staff. 
More money from the Government to fund services. 
Trained staff to answer calls. 

Make easier to get appointments. 
Less waiting times. 
Transport properly serviced. 

Quicker results from medical tests. 
All staff suitably paid; doctors, nurses, clinicians, drivers. 

Police advised and assist in clearing traffic. 

 

 

 

 

 

 

 

 

 



Battle Hill Health Centre 

3 June 2015 

9 Attendees 
Your views about urgent care in North Tyneside. 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 3 1 3 1  1 

Local pharmacist 2 2 3  2  

Hospital doctor or nurse (as a patient) 7   1   

Used A & E 7 2     

Health visitor, community nurse or district nurse 9      

Walk-in centre 7 1 1    

NHS 111 8 2     

GP out-of-hours. 9      

 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 6 

Good  

Fair 1 

Poor 1 

Very poor  



 

 

 

3. Do you have a long-term condition? 

Yes 4 

No 5 

 

(If yes) What is your long-term condition? 

Asthma and left fossic pain 

Liver transplant and arthritis and type 2 diabetes 

Diabetes and arthritis 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 3 4 2    

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

7 2     

Having a well-stocked medicine cabinet 4 3  1  1 

Accessing pharmacies for advice 3 1  2 2 1 

Caring for your long-term condition yourself (if 
applicable) 

2 2     

Monitoring your illness (if applicable) 2 1     

 



 

 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

4 4 1    

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

1 5 2 1   

I don’t want any more responsibility over my health 1 1 3 1 3  

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 3 4 2   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 6 Lack of support from family, friends or community 
groups 

2 

Information available is too complex or 
contradictory 

2 Lack of support from GPs and practice nurses  

Lack of confidence 5 Lack of time 2 

Lack of equipment at home to monitor your 
condition 

3 Lack of training skills 1 

Lack of knowledge  4 Other, please state: 
Understanding the condition 
Apathy 

1 

Lack of money 5 

Lack of support from charities and voluntary 
organisations 

 None of these 1 



 

 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 4 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 4 

Encouragement from family doctors, nurses, pharmacists 3 

Having equipment at home to monitor your long-term condition eg blood pressure kit 2 

More advice and guidance from GP, nurse, other health professional 3 

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes *STRESS. MOOD. ANXIETY. ASSERTIVENESS AND 
CONFIDENCE 

3 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions 3 

Other, please state 
Nominal charging for every GP/WK/A&E contact 
 

1 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 7 
No 2 
 

If no what information would be helpful? 

New hospital  not sure where to go with bariatric problems 

 

 



 

 

 

 

9. Where do you go to find information about your health/condition? 

NHS Choices 4 

Internet search 4 

NHS 111 1 

Patient.co.uk 3 

Pharmacist 5 

GP practice 5 

Family/friend 3 

Other health service 1 

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Have an internet site to ask a specialist a question-response within 48 hours for non-urgent things. Frequently asked 

questions on departments 

Train patients to stop abusing services and making them available  for people who need them 

More information 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 



  

11. Have you or a family member ever used the NHS 111 service? 

Yes  7 
No 2 

   

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service  3  1 3  

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

I think it is a good service and can help with non emergency medical or can advise.  Needs more education to 

the public when it should be used 

It should be scrapped 

The operators should have had some form of medical training 

Understanding of what people want and need because my answers to your questions don’t match-no 

flexibility  

Better answering service 

Cut down the length of time on telephone call 

Clinical support and not scripted 

This is a poor service it takes too long for the ring back and a lot of the time you are just referred back to your 

GP or A&E 



 

 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Village Green 

Battle Hill Medical Centre 

Battle Hill 

Battle Hill Medical Centre 

Holly Medical Jesmond 

Battle Hill Health Centre 

Battle Hill 

Forest Hall 

None 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 2 
Less than a month ago 2 
In the last three months 2 



More than three months ago 3 

 

16.    What did you want to do? 

See a GP at the surgery 6 

See a nurse at the surgery 3 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 8 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No 1 
Can’t remember  

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 4 
On the next working day 1 
A few days later 3 
A week or more later 1 
Can’t remember  

 



19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 5 

Sometimes 2 

No 2 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 2 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 7 
I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 9 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 7 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 3 



No 1 
Maybe 1 
Please explain your reasons 
Depends what it was for but due to medical condition would normally see GP 
Because I got told that they are dismissive and ask you to seek other advice 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 1 

Yes – low income 3 

No 5 

Age  

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 4 
No  

 

26. What do you think about this scheme? 

Excellent 

Great idea but the pharmacists do not enlighten you that this treatment is free 

It is very good don’t know if it is promoted enough 

It should not just be for people on low income it should be for everyone 

It is only dependant on circumstances 

This is a good scheme but people don’t seem to know much about it maybe it should be on the back of 

people’s prescriptions 



 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   3 4 2 

Shiremoor Resource Centre (children’s minor injury unit)     9 

 

If yes, what did you think of the service you received there? 

Excellent-seen 2 times running second time by a GP I trust the service, the staff, receptionists and GPs  
Excellent location and parking 9/10 
Excellent able to get medical help straight away 
Have no complaints at all. Battle Hill is a great all round centre. I am always recommending it to friends. 
Excellent 
Couldn’t fault Battle Hill great team 
Battle Hill is fantastic however it does get used and abused by the wrong people who don’t need urgent 
same day care 
Battle Hill has an excellent walk in centre but people are worried it will close after the decision was made 
about Jarrow Walk in Centre 

 



28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 1 

More convenient 1 

A & E/other facilities have longer waiting times 1 

Medical need 5 

Other  

Do not wish to say 1 

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 6 
Another walk-in centre  
A & E 2 
Call NHS 111 1    Comment NEVER 
Other (please specify) ?? Want to keep walk in centre at Battle Hill 

 

 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 



Yes 7 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 9 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 9 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  



Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 5 
Not very easy 2 
Not at all easy  
No opinion  
Don’t know 2 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

2 1 1 1  3 

I have confidence and trust in the local 
GP out of hours service 

2 1  1  2 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 5 
Agree 3 



No opinion 1 
Disagree  
Strongly disagree  

 

38.    Can you tell us why you think this? 

It is for absolute emergencies so that they can be seen ASAP – Service not blocked by walk ins 
Some conditions mean you can only use A&E ie bariatric when you need to see consultant and urgent 
A&E-Emergency-Accident 
Any other conditions can be treated by other means eg walk in centres or 111 etc 
I agree life threatening illnsses and serious accidents should be at A&E 
I was told from a very young age A&E was only for life threatening and serious accidents 
Patients could use walk in centres or dial 111 
Depends on the reason for attendance where is the closest to get to for people who don’t drive and elderly 
people 
This is called accident and emergency for a reason 
Yes because there are so many other ways to be treated 

 

39.    What do you think will stop people using A & E services inappropriately? 

Keep walk in service 
Bad drinking culture. More care for the elderly in the community. Refusing them at triage stage. More 
education for the public 
Charging them 
Start charging or have a GP as first port of call to diagnose patients who do not need emergency treatment 
Longer surgery hours 7 days better  and walk in service 
By being told how much their treatment would have cost if they had to pay  
More information about what A&E will treat 
Signposting and education 



Better information about the choices-there is a lot out there but sadly people don’t take a lot of notice until 
they need it 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 9     
Getting an appointment at a time suitable for me 4 1 1  2 
Seeing someone the same day 5 2 2   
Close to where I live/work 4 1  2 1 
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

The North Tyneside Council and Tyne Met College offer classes on health and wellbeing eg overcoming 
stress/anxiety/mood management/assertiveness and I think this is excellent as I believe this can help us to 
help ourselves (albeit does not affect emergency care) 
 
Set up central nursing team for community. Give them enough time to treat patients at home. Have NHS 
frequently asked questions on internet. Have centralised records across all GPs and hospitals. Publicise 
what NHS departments do ie Out of Hours/Walk in /A&E etc. Refuse to treat at A&E if minor ailment. Have 
a drop in service for specific things but still need to advise attending. Educate the public. 



 
Stop treating people that are coming in to our country to get free treatment 
 
Money being spent in wrong areas and not feeding to everyone’s needs 
 
 
 
 
 
 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Understanding which hospital does what, where to go. Ensure consultants letter gets to GP quickly. 
Provide online advice. Keep GP updated in latest medical treatment. More ambulances. 
All areas in UK should be looking to improve all services 
Definition of what is urgent care give examples in leaflet form 
Yes more walk in accessibility stop pressure on GPs so they can offer more 
NHS care is generally excellent but people’s expectations for 24 hour access is growing 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 



1 
 

Look at ambulance services they need more funding 
Educate people where and when to go 
Charge patients x 5 
Employ more  doctors and nurses 
Send out information to everyone in North Tyneside advising what services 
they can attend in an emergency 
Patient education of services 
 

2 
 

Have a GP on hand at hospitals to diagnose patients who do not need 
emergency care 
Speed up diagnostics when needing scan etc 
Have posters with information on 
Less pressure on GP enhanced services so can provide basic care that’s 
needed 
 

3 
 

More support for busier services 
Free beds up by providing nursing support under central system in the 
community 
 

4 
 

Get info from consultants to GP quickly when an appointment has been had 
by the patient 
 
 

5 
 

 

 

 



Urgent Care 

Young Persons Health and Well Being Board 

3 June 2015  

8 x Under 16 Year Olds 
  

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 2 2 1  2 

Local pharmacist  3 2 1 2  

Hospital doctor or nurse (as a patient) 3 1 1   3 

Used A & E 5 2   1  

Health visitor, community nurse or district nurse 6  1 1   

Walk-in centre 2 3 2  1  

NHS 111 8      

GP out-of-hours. 7  1    

 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 2 

Good 1 

Fair 2 



Poor 2 

Very poor  

 

 

3. Do you have a long-term condition? 

Yes 5 

No 3 

 

(If yes) What is your long-term condition? 

IBS x 2, Kidney Problems 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle  4 2 2   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

4 3 1    

Having a well-stocked medicine cabinet 7 1     

Accessing pharmacies for advice 1   2 4 1 

Caring for your long-term condition yourself (if 
applicable) 

3 1  1   

Monitoring your illness (if applicable) 3 2     

 



 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

2 2 4    

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

3 5     

I don’t want any more responsibility over my health  3 3 2   

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

1 4 3    

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 8 Lack of support from family, friends or community 
groups 

8 

Information available is too complex or 
contradictory 

7 Lack of support from GPs and practice nurses 4 

Lack of confidence 4 Lack of time 1 

Lack of equipment at home to monitor your 
condition 

7 Lack of training skills 5 

Lack of knowledge  7 Other, please state: 
Lack of motivation, lack of trust in yourself 

2 

Lack of money 7 

Lack of support from charities and voluntary 
organisations 

3 None of these  

 

 

 

 



 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 6 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 8 

Encouragement from family doctors, nurses, pharmacists 7 

Having equipment at home to monitor your long-term condition eg blood pressure kit 8 

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 3 

More skills training eg going to classes 8 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions 7 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 7 
No 1 
 

If no what information would be helpful? 

 

To publicise NHS 111 

Confusion over new hospital – do I go to Rake Lane or Cramlington? 

 

 

 

 

 



 

9. Where do you go to find information about your health/condition? 

NHS Choices 5 

Internet search 6 

NHS 111  

Patient.co.uk  

Pharmacist 6 

GP practice 6 

Family/friend 6 

Other health service 1 

Other (please specify) 
Personal doctor 
 
 

1 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Box for meds. 

GP to ask how many tablets you have already to save on costs. 

Education 

GPs to be more helpful 

 

 

 

 

 

 

 

 

 



 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  4 
No 4 

   

 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 3 1     

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

 

Promotion and advertising, Posters – so everyone knows 

Should be as prominent in everyone’s minds as 999 

 

 

  Providing more responsive urgent care services out of hospital 

  



 

14. Which GP practice are you registered with?     

Battle Hill Surgery, Bewicke Medical Centre,  Collingwood Surgery, Marine Avenue Surgery 

Village Green Wallsend, Portugal Place Surgery x 2, Priory Medical Group 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 5 
Less than a month ago 1 
In the last three months 2 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 7 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 7 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  



Can’t remember 1 

 

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day 3 
A few days later 1 
A week or more later 2 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 6 

Sometimes 2 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E 2 
I was given no advice/alternative 1 



It has not happened/I have not needed it 5 
I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 7 
No 1 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 8 
No  

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes  
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition  

Yes – low income  

No  

Yes – under 16 8 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 2 
No 6 

 

26. What do you think about this scheme? 

A waste of money – free prescriptions could make people abuse the system. 

Good. 

Free up GP time and therefore save costs. 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill 1 1   6 

Shiremoor Resource Centre (children’s minor injury unit)  2    

 

If yes, what did you think of the service you received there? 



 
On and off,  Long waiting time,  Long queues,  Wrong medication given,  
Turned away ten year old because too busy. 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 2 

More convenient 2 

A & E/other facilities have longer waiting times  

Medical need  

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 4 
Another walk-in centre 1 
A & E 2 
Call NHS 111  
Other (please specify) 1 

 

 

 

 

 

 

 



 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 1 
No 7 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else  
No 7 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy 1 
Not very easy  
Not at all easy  



Don’t know/didn’t make contact  

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply  

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 1 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 1 
Not very easy 1 
Not at all easy  
No opinion  
Don’t know 6 

 

 

 



 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     8 

I have confidence and trust in the local 
GP out of hours service 

     8 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 3 
Agree 1 
No opinion 1 
Disagree 1 
Strongly disagree 2 

 

38.    Can you tell us why you think this? 

 
Other services should be available and good enough. 
Waiting hours long enough as it is. 
GP waiting hours too long so have to go to A & E. 
 
 



 

39.    What do you think will stop people using A & E services inappropriately? 

If they can trust the walk-in services and use more self care. 
Better services at walk-in centres. 
Go to back of queue if not an emergency. 
Compulsory first aid in school. 
 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 6 2    
Getting an appointment at a time suitable for me 3 3 2   
Seeing someone the same day 1 4 3   
Close to where I live/work 2 4 1 1  
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Don’t send people across the country to other hospitals for treatment. 
 
 



 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Compulsory first aid in schools. 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 



Improve services at walk-in centres. 
Reduce waiting times at GP surgeries. 
Better bedside manner for GPs. 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 



49 Marine Avenue 

9
th

 June 

7 Attendees 
 

Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 2 3  2  

Local pharmacist 4  2  1  

Hospital doctor or nurse (as a patient) 4  1 2   

Used A & E 5  1    

Health visitor, community nurse or district nurse 5  1 1   

Walk-in centre 5 1     

NHS 111 6 1     

GP out-of-hours 6 1     

 

2. Over the last six months, how would you rate your health? 

 

Excellent 2 

Very good  

Good 3 

Fair 2 

Poor  



Very poor  

 

 

 

3. Do you have a long-term condition? 

Yes 3 

No 4 

 

(If yes) What is your long-term condition? 

Type 1 diabetes and asthma 

Lymphoma-prostate cancer 

Diabetes-stroke recovery 

Arthritis 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 2 3 1 1   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

3  2  1  

Having a well-stocked medicine cabinet 2 1 1 1 2  

Accessing pharmacies for advice 1  1 2  3 

Caring for your long-term condition yourself (if 
applicable) 

2 1     



Monitoring your illness (if applicable) 3      

 

 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

3 3  1   

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

 4 3    

I don’t want any more responsibility over my health 1  1 3 2  

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 3 1 2   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 4 Lack of support from family, friends or community 
groups 

1 

Information available is too complex or 
contradictory 

3 Lack of support from GPs and practice nurses 1 

Lack of confidence 5 Lack of time 3 

Lack of equipment at home to monitor your 
condition 

1 Lack of training skills  

Lack of knowledge  4 Other, please state: 
Too damn lazy it’s easier for someone else to sort it out 
for them 

 

Lack of money  

Lack of support from charities and voluntary  None of these  



organisations 

 

 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 3 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 5 

Encouragement from family doctors, nurses, pharmacists 5 

Having equipment at home to monitor your long-term condition eg blood pressure kit 4 

More advice and guidance from GP, nurse, other health professional 4 

More health information eg books, leaflets, health shows 1 

More skills training eg going to classes 1 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions  

Other, please state 
For computer literate only 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 6 
No 1 
 

If no what information would be helpful? 

List of conditions and where to go for treatment 

Where to go and where to seek advice about right place to go 

 



  

 

 

 

9. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search 3 

NHS 111  

Patient.co.uk  

Pharmacist 1 

GP practice 3 

Family/friend 2 

Other health service 1 

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

More publications about voluntary organisations and their role and venues 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  1 



No 6 

   

 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service  1     

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

I was extremely satisfied with the help and advice I received – they put me on the right road 

Clearer information about purpose-confusion in North Tyneside due to misleading urgent/emergency changes 

at Cramlington 

 

Don’t know what 111 service is! 

 

I can’t answer this as I have never heard of it so don’t know how it works/how the NHS 111 works 

 

Never used it so don’t have any opinion 

 

Be firm about telling people they don’t need medical  help urgently when their problem is clearly not URGENT 

 

 



 

  Providing more responsive urgent care services out of hospital 

  

14. Which GP practice are you registered with?     

49 Marine Avenue 

Whitley Bay Health Centre 

49 Marine Avenue 

49 Marine Avenue 

Collingwood Surgery 

Whitley Bay Health Centre 

Beaumont Park 

 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 2 
In the last three months 2 
More than three months ago 2 

 

16.    What did you want to do? 

See a GP at the surgery 4 

See a nurse at the surgery 3 

Speak to a GP on the phone  



Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 7 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 1 
On the next working day 1 
A few days later 4 
A week or more later 1 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 5 

Sometimes 1 

No 1 

 



20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 3 
I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 7 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 2 
No  
Maybe  
Please explain your reasons 
Depends what the problem was 
We have an excellent local pharmacist 



 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 4 

Yes – low income  

No 3 

Age  

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  
No 4 

 

26. What do you think about this scheme? 

Excellent idea for those in need of it 

Good-but chemist rarely offers it without asking 

Needs to be better published 

Very good-it helps to provide other prescriptions without having to see GP 

If it works – good 

Will probably be taken advantage of 

 

 

 

 



Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill    2 5 

Shiremoor Resource Centre (children’s minor injury unit)    1 6 

 

If yes, what did you think of the service you received there? 

Design more like drive in centre – Battle Hill pedestrian access poor 
Too long a wait-4 hours 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient  

A & E/other facilities have longer waiting times  

Medical need 1 

Other 1 

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 1 
Another walk-in centre 1 



A & E 2 
Call NHS 111 1 
Other (please specify)  

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 5 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else  
No 6 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy 1 



Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply  

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 1 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 2 
Not very easy 1 
Not at all easy  
No opinion 2 
Don’t know 2 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly Agree Neither Disagree Strongly Don’t 



agree agree or 
disagree 

disagree know 

The out-of-hours GP service in my area 
is a good service 

  3   2 

I have confidence and trust in the local 
GP out of hours service 

 2 1   2 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 3 
Agree 1 
No opinion 1 
Disagree 2 
Strongly disagree  

 

38.    Can you tell us why you think this? 

There are far too many people attending A&E who do not need to be there 
So time is not wasted in trivial problems and serious conditions may be dealt with 
People just turn up at A&e because they know they will be seen even if they have to wait 
If need urgent treatment and it is the nearest to you 
Because most things can WAIT and if A & E is blocked up with non urgent patients those who really need 
help can’t be seen quickly 

 

39.    What do you think will stop people using A & E services inappropriately? 

More info on community advice and care 
More accessible and better walk in locations 



Have drop in centres at hospital sites 
By being told they won’t be seen-they have to see their GP or walk in centre first 
Quicker or easier access to the GP 
Not being able to get a GP appointment 
TELL THEM TO GO HOME/SEE A PHARMACIST/GP AND LEARN TO WAIT!! 
 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 7     
Getting an appointment at a time suitable for me 2 2 2 1  
Seeing someone the same day 5 1 1   
Close to where I live/work 6    1 
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Quicker appointments systems (hospitals) 
More specialist nurses on the district (all aspects of diabetic care) 
Increase in number of locations where help can be obtained-maybe on a high street-Battle Hill and 
Shiremoor are hidden (invisible) 



More nurses and GPs 
People misusing the service which no-one can control 
 
 
 
 
 
 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

More liaison between hospitals and GP practices 
Proximity to patient is key 
More community staff 
Not sure how to improve what is a good service 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

Locally based on phone emergency team to offer help 
More locations 
Improve information about where to go and for what 
More staff 
Make sure only appropriate patients are seen in A & E 



 
2 
 

Better daily care and contact with elderly and vulnerable people 
Better ambulance/patient transport 
Use algorithms to show which way 
Provide a GP service at hospital to filter out patients who do need help but not 
in A & E 

3 
 

Free telephone advice point 
Have more GP opening hours-Saturday mornings 
Teach people how to help themselves 
 

4 
 

 
 
 

5 
 

 
 

 

 

 

 

 

 

 

 

 

 

 



Urgent Care 

Sheltered Housing Group 

10 June 2015  

10 Attendees 
  

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 4 2 2 2   

Local pharmacist 7  2 1   

Hospital doctor or nurse (as a patient) 6 2  2   

Used A & E 10      

Health visitor, community nurse or district nurse 8 1 1    

Walk-in centre 9 1     

NHS 111 9 1     

GP out-of-hours 8 2     

 

2. Over the last six months, how would you rate your health? 

 

Excellent 2 

Very good 1 

Good 3 

Fair 3 

Poor 1 

Very poor  



 

3. Do you have a long-term condition? 

Yes 9 

No 1 

 

(If yes) What is your long-term condition? 

Heart failure x2,  COPD, Emphysema,  Arthritis x 3, MH, Asthma, High Blood Pressure, Spondylosis,  Spine Problems, Mechanical 

Back Trouble, Nerve damage, Kidney dysfunction, Knee problems. 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 3 1 2 1 2 1 

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

5 1 2   2 

Having a well-stocked medicine cabinet 6 1   1 2 

Accessing pharmacies for advice  1 1 2 2 4 

Caring for your long-term condition yourself (if 
applicable) 

6 1    3 

Monitoring your illness (if applicable) 1 1 1  3 4 

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

3 2 1  1 3 

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

4 2 1 2  1 

I don’t want any more responsibility over my health    1 1 8 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

2  1 2 1 4 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 10 Lack of support from family, friends or community 
groups 

5 

Information available is too complex or 
contradictory 

9 Lack of support from GPs and practice nurses 3 

Lack of confidence 6 Lack of time  

Lack of equipment at home to monitor your 
condition 

3 Lack of training skills  

Lack of knowledge  6 Other, please state: 
Too frightened 

1 

Lack of money 4 

Lack of support from charities and voluntary 
organisations 

3 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 6 

Encouragement from family doctors, nurses, pharmacists 5 

Having equipment at home to monitor your long-term condition eg blood pressure kit 3 

More advice and guidance from GP, nurse, other health professional 4 

More health information eg books, leaflets, health shows 4 

More skills training eg going to classes 3 

Support from voluntary groups 5 

Support groups of people with similar concerns and conditions 4 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 8 
No 2 
 

If no what information would be helpful? 

 

Written information to keep near the telephone. 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices  

Internet search 3 

NHS 111  

Patient.co.uk  

Pharmacist 1 

GP practice 8 

Family/friend 4 

Other health service  

Other (please specify) 
Personal doctor 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Education is schools. 

 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  1 
No 9 



  

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service   1    

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

 

Less questions. 

More training for staff on the phones. 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Monkseaton Surgery, Bewicke Surgery x 2, Whitley Bay Health Centre, Priory Medical Centre, Portugal Place 

x 3, Shiremoor Health Centre, Northumberland Park 

 

 

 

 



15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 4 
In the last three months  
More than three months ago 5 

 

16.    What did you want to do? 

See a GP at the surgery 6 

See a nurse at the surgery 1 

Speak to a GP on the phone 1 

Speak to a nurse on the phone  

Have someone visit me at my home 1 

I don’t know/wasn’t sure what I wanted 1 

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 5 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

2 

No 1 
Can’t remember 2 

 

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 1 
On the next working day 4 
A few days later 1 
A week or more later 2 
Can’t remember 2 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 10 

Sometimes  

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy 1 
Walk-in centre 1 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 6 
I wasn’t given any advice but I went to A&E or walk-in centre 2 

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 10 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 5 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 2 
No 3 
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 8 

Yes – age  

No 2 

Yes – under 16  

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 3 
No 7 

 

26. What do you think about this scheme? 

Good idea if it was publicised. 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   2 2 6 

Shiremoor Resource Centre (children’s minor injury unit)     10 

 

If yes, what did you think of the service you received there? 

 
Long waiting times,  x-ray not always open 
 



 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient 3 

A & E/other facilities have longer waiting times  

Medical need 1 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 10 
Another walk-in centre  
A & E  
Call NHS 111  
Other (please specify)  

 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

 



30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 8 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else  
No 9 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy 1 
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long 1 
Don’t know/doesn’t apply  

 

 

 



34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 1 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 3 
Not very easy  
Not at all easy  
No opinion 1 
Don’t know 5 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

4  3   3 

I have confidence and trust in the local 
GP out of hours service 

4  3   3 

 

 



37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 8 
Agree 1 
No opinion  
Disagree 1 
Strongly disagree  

 

38.    Can you tell us why you think this? 

 
Should screen people when they come in. 
People should be given time by a GP at A & E 

 

39.    What do you think will stop people using A & E services inappropriately? 

Lack of understanding 
By turning them away and send them to GP 
Charge fines 
 

 

Making sure that all the services are integrated 

 

 

 

 

 



40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

      

Seeing the right health professional 9 1    
Getting an appointment at a time suitable for me 6 1 3   
Seeing someone the same day 10     
Close to where I live/work 9 1    
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Weekend opening 
More doctors 
More time with GP 
Same day appointment – emergency appointments 
More local support services, podiatry 
More literature and information 
More telephone consultations. 
 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Nurses have only a limited time in care homes 
More staff. 
 



 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

 

 

 

 

 

 

 

 

 

 



Urgent Care 

Transgender 

5 Attendees 

11 June 2015  
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse   2 2 1  

Local pharmacist  1 1 1 1 1 

Hospital doctor or nurse (as a patient) 1  3 1   

Used A & E 5      

Health visitor, community nurse or district nurse 4   1   

Walk-in centre 5      

NHS 111 5      

GP out-of-hours. 5      

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 1 

Good 2 

Fair 1 



Poor 1 

Very poor  

  

3. Do you have a long-term condition? 

Yes 5 

No  

 

(If yes) What is your long-term condition? 

Mental Health, Trans, diabetes, cardiac arrhythmia, leukaemia 

 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 1 1  2 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

 3  2   

Having a well-stocked medicine cabinet 1 2 1   1 

Accessing pharmacies for advice   1 1  3 

Caring for your long-term condition yourself (if 
applicable) 

2   1 1 1 

Monitoring your illness (if applicable) 1      

 

 

 



 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 2  2 1  

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

2 2  1   

I don’t want any more responsibility over my health  3 1 1   

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

2 1 1 1   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 5 Lack of support from family, friends or community 
groups 

3 

Information available is too complex or 
contradictory 

5 Lack of support from GPs and practice nurses 1 

Lack of confidence 2 Lack of time 3 

Lack of equipment at home to monitor your 
condition 

1 Lack of training skills 3 

Lack of knowledge  3 other, please state: 
Mo system to deal with mental health needs 

1 

Lack of money 4 

Lack of support from charities and voluntary 
organisations 

2 None of these  

 

 



 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 4 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 3 

Encouragement from family doctors, nurses, pharmacists 2 

Having equipment at home to monitor your long-term condition eg blood pressure kit 3 

More advice and guidance from GP, nurse, other health professional 3 

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes 3 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions 1 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 3 
No 2 
 

If no what information would be helpful? 

A pathway of care for Trans 

Advertising 

GP should out leaflets to patients 

 

 



 

 

 

 

9. Where do you go to find information about your health/condition? 

NHS Choices 2 

Internet search 2 

NHS 111 1 

Patient.co.uk  

Pharmacist 2 

GP practice 5 

Family/friend 1 

Other health service  

Other (please specify) 
Gender clinic 
 

1 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Planning for individuals – instead of gastric bands provide a free weight watchers type of club with diet and advice 

More well-being drop in sessions in public places 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  2 



No 3 

   

 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 1  1    

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Staff training on Trans 

Training of staff,  they need to be proficient and qualified 

Expertise teams such as older people, children etc 

Less time taken between initial contact and someone phoning back 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Spring Terrace x 2 

Waterloo medical group 

Collingwood 



Village Green 

 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago  
Less than a month ago 3 
In the last three months 2 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 4 

See a nurse at the surgery  

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home 1 

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 3 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No 1 
Can’t remember  

 

 



 

 

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 3 
On the next working day  
A few days later 1 
A week or more later  
Can’t remember 1 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 3 

Sometimes 2 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy 1 
Walk-in centre  
A clinic eg family planning  
A & E  
I was given no advice/alternative  



It has not happened/I have not needed it 4 
I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 4 
No 1 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 2 
No 3 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 1 
No 1 
Maybe 1 
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 2 

Yes – low income 3 

No  

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  
No 5 

 

26. What do you think about this scheme? 

Good 

Will be good for parents and older people 

Awesom 

Will free up GP time 

Very good 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill    1 4 

Shiremoor Resource Centre (children’s minor injury unit)     5 



 

If yes, what did you think of the service you received there? 

Brilliant 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient 1 

A & E/other facilities have longer waiting times  

Medical need  

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 4 
Another walk-in centre  
A & E 1 
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 



 

 

 

 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 23 
No  

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 5 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 



Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 5 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 5 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor 1 
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 1 
Not very easy 1 
Not at all easy  
No opinion  
Don’t know 3 



 

 

 

 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

  2   3 

I have confidence and trust in the local 
GP out of hours service 

  2   3 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 1 
Agree 1 
No opinion 1 
Disagree 1 
Strongly disagree 1 

 

38.    Can you tell us why you think this? 

Children should always be seen 
Might not have a life threatening condition but might have another condition that if left untreated could 
worsen 



Less urgent injuries should be signposted on 
 
 

 

39.    What do you think will stop people using A & E services inappropriately? 

Fine them x 2 
Black mark against GP practice if signposted there by GP 
People to be made aware and signposted to another service 
Education of parents 
 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 5     
Getting an appointment at a time suitable for me 5     
Seeing someone the same day 4 1    
Close to where I live/work 4  1   
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 



Pathway of care for Trans 
More home visits especially for older people 
Phone consultations are a waste of time 
Better help for Trans 
Late GP opening hours 
More walk-in services  
 
 
 
 

 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

More NHS staff with specific skills on Trans Care 
Specialist services should be more accessible – getting through to them and getting information and 
appointments without being fobbed off 
A & E  walk in centres with triage to advise which service would be more suitable 
 
 
 

 

 

 

 



 

 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

Address people correctly – Mr Mrs etc, if unsure ask 

Knowledge on Trans healthcare 

Knowledge on where to send Trans people 

Training for NHS staff onTrans issues 

Engaging with voluntary groups 

Text to say ambulance will be there in 2 minutes 

A & E staff need to treat people with respect and be pleasant and polite 

Someone to keep a check on people in waiting room in A & E 

Delays in A & E to be announced 

 

 

 

 

 

 

 



11 June 2015  

CCG Patient Forum 

5 Attendees 
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  2 2 1   

Local pharmacist 2  1 1 1  

Hospital doctor or nurse (as a patient) 3 1 1    

Used A & E 4 1     

Health visitor, community nurse or district nurse 5      

Walk-in centre 4 1     

NHS 111 5      

GP out-of-hours. 5      

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 1 

Good 2 

Fair 1 

Poor 1 

Very poor  



  

3. Do you have a long-term condition? 

Yes 5 

No  

 

(If yes) What is your long-term condition? 

Fibro Myalgia, COPD, Diabetes, Heart Failure, A/F, Heart Disease, Rheumatoid Arthritis, Hypertension, Hay Fever, Food Allergies 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 1 3  1   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

5      

Having a well-stocked medicine cabinet 3 2     

Accessing pharmacies for advice 1   3  1 

Caring for your long-term condition yourself (if 
applicable) 

4 1     

Monitoring your illness (if applicable) 5      

 

 

 

 

 



 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

4 1     

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

1 1 2   1 

I don’t want any more responsibility over my health  1  1 2 1 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

1 2  1  1 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 3 Lack of support from family, friends or community 
groups 

1 

Information available is too complex or 
contradictory 

1 Lack of support from GPs and practice nurses  

Lack of confidence 2 Lack of time  

Lack of equipment at home to monitor your 
condition 

2 Lack of training skills 1 

Lack of knowledge  3 Other, please state:  2 

Lack of money  

Lack of support from charities and voluntary 
organisations 

1 None of these  

 

 

 

 



 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 3 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 5 

Encouragement from family doctors, nurses, pharmacists 4 

Having equipment at home to monitor your long-term condition eg blood pressure kit 3 

More advice and guidance from GP, nurse, other health professional 2 

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes 1 

Support from voluntary groups  

Support groups of people with similar concerns and conditions 2 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 5 
No  
 

If no what information would be helpful? 

 

 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search 4 

NHS 111  

Patient.co.uk  

Pharmacist 1 

GP practice 3 

Family/friend  

Other health service  

Other (please specify) 
Own previous knowledge as 
a health care professional 
 

1 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

More access to up to date information easier to find, relevant channelled support when needed from GP etc. 

Don’t always expect other people to care for you. 

Educate the public more. 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes   
No 5 

   

 



12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service       

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

? 

No idea! 

More qualified people manning the phones, giving advice. 

Publicise it more. 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Priory Medical Group,  Monkseaton Medical Centre,  Whitley Bay Health Centre 

Collingwood Surgery,  Lane End Surgery, Benton 

 

 

 

 



 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 2 
Less than a month ago  
In the last three months 2 
More than three months ago 1 

 

16.    What did you want to do? 

See a GP at the surgery 4 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 5 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 

 



 

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day 1 
A few days later 1 
A week or more later 1 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 4 

Sometimes 1 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E 1 
I was given no advice/alternative  
It has not happened/I have not needed it 4 



I wasn’t given any advice but I went to A&E or walk-in centre  

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 5 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No  

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes  
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 5 

Yes – low income  

No  

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 2 
No 3 

 

26. What do you think about this scheme? 

Needs advertising. 

A very good idea as long as people are aware of this service.  I don’t think it is widely published. 

Sounds like a good scheme, reduces trivial GP appointments. 

It will lead people to think they can always get something for nothing. 

This is the first time I have heard of it! 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   1 1 3 

Shiremoor Resource Centre (children’s minor injury unit)    1 4 

 

 



If yes, what did you think of the service you received there? 

Excellent 
Excellent service, quick and efficient, able to have an x-ray and results sent to GP within the next few days 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient  

A & E/other facilities have longer waiting times  

Medical need  

Other GP Referral 2 

Do not wish to say 1 

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 3 
Another walk-in centre 2 
A & E  
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 

 



 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 3 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 5 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 5 



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 5 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 1 
Fairly easy 2 
Not very easy 1 
Not at all easy  
No opinion  
Don’t know 1 

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

  1   4 

I have confidence and trust in the local 
GP out of hours service 

 2 1   2 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 2 
Agree 1 
No opinion 2 
Disagree  
Strongly disagree  

 

38.    Can you tell us why you think this? 

This should be a priority so that care and treatment is administered promptly from trained personnel in 
emergency care. 
Filtering system should be in place to get rid of timewasters. 
Depends upon level of desperation. 
The service is not intended for minor ailments. 
To save wasting costly A&E money. 

 



39.    What do you think will stop people using A & E services inappropriately? 

Better information, education, triaging of patients on arrival, with referral back to GP or roving GPs in A&E. 
Publicity. 
A good out of hours GP service. 
A significant fine/payment. 
A charge if they use it inappropriately.  Some principles have to be set up and well publicised to everyone. 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 5     
Getting an appointment at a time suitable for me 2  2  1 
Seeing someone the same day 3 2    
Close to where I live/work 2  1 1 1 
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Do not understand the question. 
Provision of more trained nurses/technicians who speak acceptable English. 
 

 



42.    Shouls we be looking at any other areas to improve urgent care in North Tyneside? 

 

Quicker access to appropriate services.  Better communication between staff and staff also staff and 
patients. 
Not qualified to say. 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

 
Patient centred care 
Restrict A&E access to patients who need it. 
Impress upon people the definition of the words “urgent” and “emergency” 

2 
 

 
Improve waiting times in A&E departments 
 

3 
 

 
Perhaps befrienders could be used to sit with vulnerable patients with no 
relatives present 
 

4 
 

 
Talk to patients, keeping them informed at all times of their care, treatment, 
progress. 
 

5 
 

Improve transport facilities 
 

 



Urgent Care 

Bertram Grange 

16 June 2015  

9 Attendees 
1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 2 2 3 2   

Local pharmacist 6  1   2 

Hospital doctor or nurse (as a patient) 6 2  1   

Used A & E 6 2 1    

Health visitor, community nurse or district nurse 7  2    

Walk-in centre 7 1 1    

NHS 111 9      

GP out-of-hours. 9      

 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 3 

Good 3 

Fair 2 

Poor  

Very poor  

 



 

3. Do you have a long-term condition? 

Yes 6 

No 3 

 

(If yes) What is your long-term condition? 

Heart failure x2,  COPD, Emphysema,  Arthritis x 3, MH, Asthma, High Blood Pressure, Spondylosis,  Spine Problems, Mechanical 

Back Trouble, Nerve damage, Kidney dysfunction, Knee problems. 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 2 4 1 2   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

5 3   1  

Having a well-stocked medicine cabinet 6 2   1  

Accessing pharmacies for advice  4  2 2 1 

Caring for your long-term condition yourself (if 
applicable) 

4  1   1 

Monitoring your illness (if applicable) 2 2 1 1   

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

4 4 1    

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

2 4 3    

I don’t want any more responsibility over my health 1 1 2 4 1  

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

1 6 2    

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 8 Lack of support from family, friends or community 
groups 

4 

Information available is too complex or 
contradictory 

2 Lack of support from GPs and practice nurses 5 

Lack of confidence 8 Lack of time 4 

Lack of equipment at home to monitor your 
condition 

3 Lack of training skills 3 

Lack of knowledge  7 Other, please state: 
 

 

Lack of money 5 

Lack of support from charities and voluntary 
organisations 

1 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 7 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 5 

Encouragement from family doctors, nurses, pharmacists 5 

Having equipment at home to monitor your long-term condition eg blood pressure kit 4 

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes 1 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions 4 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 9 
No  
 

If no what information would be helpful? 

 

N/A 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices 4 

Internet search 6 

NHS 111 1 

Patient.co.uk  

Pharmacist 1 

GP practice 4 

Family/friend 3 

Other health service  

Other (please specify) 
Personal doctor 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  6 
No 3 

   



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 3 2   1  

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Brilliant friendly service. 

From experience the call handlers aren’t sufficiently trained.  I have had family members who have called up 

and been sent an ambulance as a precaution unnecessarily and it is a complete waste of time and resources.  

Also people go to A & E a lot when it’s not necessary. 

Never used so don’t know. 

Knowledge of call handler could be improved for various illness/conditions, although I understand not 

everyone knows everything. 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Dr Smith & Partners, Earsdon Road, Shiremoor x 6 

Shiremoor 

Northumberland Park Surgery, Shiremoor x2 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 2 
In the last three months 3 
More than three months ago 3 

 

16.    What did you want to do? 

See a GP at the surgery 7 

See a nurse at the surgery 2 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 7 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No 1 
Can’t remember  

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 4 
On the next working day  
A few days later 5 
A week or more later  
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 3 

Sometimes 6 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 1 
A clinic eg family planning  
A & E 1 
I was given no advice/alternative 1 
It has not happened/I have not needed it 6 
I wasn’t given any advice but I went to A&E or walk-in centre  

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 8 
No 1 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 7 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 2 
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 5 

Yes – age 3 

No 1 

Yes – under 16  

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 1 
 No 8 
*I was told by pharmacist this is only for those 
that qualify due to low income (I did try to get 
something). 
 

 

 

26. What do you think about this scheme? 

I try to use this service first. 

Good 

Will search for this on the internet. 

Very good. 

*It is helpful but haven’t been able to use it due to reason stated on previous page. 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  1 3  5 

Shiremoor Resource Centre (children’s minor injury unit) 1  1 1 6 



 

If yes, what did you think of the service you received there? 

 

Excellent service for children, such a shame it’s not available now to adults. 

They did as well as they could considering the volume of people they served. 

Very good at both, very very useful. 

Very good, very quick. 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 3 

More convenient 2 

A & E/other facilities have longer waiting times  

Medical need  

Other 2 

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 7 
Another walk-in centre 1 
A & E 1 
Call NHS 111  
Other (please specify)  

 

 

 



Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 6 
No 3 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else 1 
No 8 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy 1 
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 8 

 



33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply 8 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good 1 
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 2 
Fairly easy 2 
Not very easy  
Not at all easy  
No opinion  
Don’t know 5 

 

 

 

 

 



36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

1 3 2   3 

I have confidence and trust in the local 
GP out of hours service 

2  4   3 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 3 
Agree 2 
No opinion 1 
Disagree 3 
Strongly disagree  

 

 

 

 

 

 

 

 

 



38.    Can you tell us why you think this? 

Sometimes you want your children checked and doctors don’t have appointment immediately. 
At risk groups, babies, old people, ill heath, too much time of resources used for minor ailments. 
I do agree but have used A & E myself when walk-in centre was closed and was very poorly.  Was 
admitted though and don’t feel (even now) I would have received appropriate care from a GP.  I needed a 
drip but wouldn’t describe that as ‘life threatening condition’. 
They have walk-in centres for a reason and A & E is for emergencies. 
I think these two would be classed as bad emergencies, so would need more attention. 
Accident and Emergency it’s called that for a reason! 
Could be the nearest and quickest place to get seen. 
As most individuals aren’t medically trained, some need information/reassurance/treatment that could be 
provided elsewhere but don’t know how or where to get this from. 

 

39.    What do you think will stop people using A & E services inappropriately? 

Having emergency appointments always available at doctors or walk-in centre. 
Appropriate filters. 
Charging if used inappropriately alongside better education. 
More adult walk-in centres. 
Fines if they could have gone elsewhere. 
Easier access to GP. 
Later opening/closing times of GP, walk-in centre and pharmacy. 
Additional walk-in centres. 
More available information for illness/conditions. 

 

 

 

 



Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 7 2    
Getting an appointment at a time suitable for me 5 1 1 1 1 
Seeing someone the same day 5 2 1  1 
Close to where I live/work 5  2 2  
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

Additional walk-in centres with extra equipment (ie X-ray). 
Extended opening/closing times of GP/Walk-in/Pharmacy. 
Additional information for all in all forms (leaflets, internet etc). 
Awareness courses available to all free/reduced cost, not just to unemployed. 
Free/cheaper prescriptions to all, not just unemployed/low income. 
A list of things to be at A & E in plain sight for the time wasters. 
More nurses and doctors. 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 



Additional doctors/nurses/staff available 24/7. 
Yes. 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

Additional staff, more available info/knowledge. 

More walk-in centres. 

Waiting times, health professionals available, services made known. 

Have a dedicated under 18s walk-in centre. 

Be able to talk to a doctor on the phone to be able to decide whether to attend. 

 

 

 

 

 

 

 



Places for People 

Mental Health 

17 June & 22 June 2015 & 1 July 

7 Attendees 
1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 1 4   1 

Local pharmacist 4 1 1    

Hospital doctor or nurse (as a patient) 5 1 1    

Used A & E 6   1   

Health visitor, community nurse or district nurse 7      

Walk-in centre 4 3     

NHS 111 5 1  1   

GP out-of-hours. 7      

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 3 

Good 2 

Fair 1 

Poor 1 

Very poor  

  



3. Do you have a long-term condition? 

Yes 3 

No 4 

 

(If yes) What is your long-term condition? 

Cerebral Palsy, Dystonia, Arthritis, High Blood Pressure, Prada Willi Syndrome, Depression, Anxiety, Raynauds Disease 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 1  3 2 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

 1 1 1 4  

Having a well-stocked medicine cabinet 2   1  4 

Accessing pharmacies for advice     4 3 

Caring for your long-term condition yourself (if 
applicable) 

1 1  1   

Monitoring your illness (if applicable)       

 

 

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 4  3   

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

5 1 1    

I don’t want any more responsibility over my health  4  2  1 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

1 1 1  4  

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 6 Lack of support from family, friends or community 
groups 

5 

Information available is too complex or 
contradictory 

5 Lack of support from GPs and practice nurses 4 

Lack of confidence 5 Lack of time 7 

Lack of equipment at home to monitor your 
condition 

1 Lack of training skills 6 

Lack of knowledge  5 Other, please state: 
Too frightened 

 

Lack of money 5 

Lack of support from charities and voluntary 
organisations 

4 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 5 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 6 

Encouragement from family doctors, nurses, pharmacists 5 

Having equipment at home to monitor your long-term condition eg blood pressure kit 5 

More advice and guidance from GP, nurse, other health professional 5 

More health information eg books, leaflets, health shows 4 

More skills training eg going to classes 6 

Support from voluntary groups 5 

Support groups of people with similar concerns and conditions 4 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 5 
No 2 
 

If no what information would be helpful? 

 

 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices 2 

Internet search 1 

NHS 111 5 

Patient.co.uk  

Pharmacist 4 

GP practice 5 

Family/friend  

Other health service  

Other (please specify) 
Personal doctor 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Educate people to self care 

Campaigns are very useful 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  3 
No 4 



   

 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 2 1     

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

The advisors are following a script – they panic too much 

Script is too scripted 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Village Green Wallsend x 2 Park Road Wallsend,   Portugal Place Health Centre, Nelson Health Centre 

 

 

 

 

 



15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 2 
Less than a month ago 3 
In the last three months 1 
More than three months ago 1 

 

16.    What did you want to do? 

See a GP at the surgery 6 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 6 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No  
Can’t remember  

 

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day  
A few days later 4 
A week or more later 1 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 5 

Sometimes 2 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 2 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 5 
I wasn’t given any advice but I went to A&E or walk-in centre  

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 5 
No 2 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 2 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 2 
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 4 

 Over 60 1 

No 2 

Yes – under 16  

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  
 No 7 
   

 

26. What do you think about this scheme? 

Fantastic 

Save money and time 

Great idea 

Will save time on waiting for A GP appointment 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill 1 1 2  3 

Shiremoor Resource Centre (children’s minor injury unit)     7 

 

 



If yes, what did you think of the service you received there? 

 

Fantastic service – sent straight to RVI 

Very helpful 

Not much of a waiting time 

Not very good, Doctor was rude and I had to wait a long time 
Very good 
 

 

 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 1 

More convenient  

A & E/other facilities have longer waiting times 1 

Medical need 2 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 2 
Another walk-in centre  
A & E 4 
Call NHS 111 1 
Other (please specify)  



 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 4 
No 3 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 7 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 7 



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 7 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 4 
Fairly easy 2 
Not very easy  
Not at all easy  
No opinion  
Don’t know 1 

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     7 

I have confidence and trust in the local 
GP out of hours service 

     7 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree  
Agree  
No opinion 1 
Disagree 5 
Strongly disagree 1 

 

38.    Can you tell us why you think this? 

Classed/feel it is an emergency even though not life threatening 
There should be services like A&E if not allowed to go to A&E 

 

39.    What do you think will stop people using A & E services inappropriately? 

Nothing will stop them 
Signposted before even get to A & E x 2 
Educating people on where to go x 2 



 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 7     
Getting an appointment at a time suitable for me 4 1 2   
Seeing someone the same day  6 1   
Close to where I live/work 5 2    
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

More doctors appointments – later openings x 2 
GP surgeries should be open 7 days a week 
Patient transport could be improved 
Shorter waiting to get an appointment at GP 
 

 

 

 



42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Access from North Tyneside to Cramlington hospital 
Public transport to the hospital 
The mental health crisis team needs to be improved so that they take immediate action rather than 
advising you to go to your GP the next day 
Less waiting times at walk –in centres 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

24/7 365 availability 

Have a community health one stop shop 

24/7 365 pharmacies. 

By making information widely available about the alternatives available 

Leaflets, press, TV, radio talk to organisations especially to the elderly. 

Would like to be able to choose which hospital I go to 

 



Urgent Care 

Older People 2 

18 June 2015  

6 Attendees 
 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 2 1 1  1 

Local pharmacist 2 2 2    

Hospital doctor or nurse (as a patient) 6      

Used A & E 5 1     

Health visitor, community nurse or district nurse 5  1    

Walk-in centre 6      

NHS 111 5  1    

GP out-of-hours. 5  1    

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 1 

Good 2 

Fair 2 

Poor 1 

Very poor  



 

3. Do you have a long-term condition? 

Yes 6 

No  

 

(If yes) What is your long-term condition? 

Osteoporosis, Arthritis x 3 Diverticulitis x 2 Hypertension x 2, Asthma 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 4 1 1    

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

3 3     

Having a well-stocked medicine cabinet 5  1    

Accessing pharmacies for advice 4 1 1    

Caring for your long-term condition yourself (if 
applicable) 

3 3     

Monitoring your illness (if applicable) 4 1 1    

 

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

3  3    

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

1 2 3    

I don’t want any more responsibility over my health  1 3 2   

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 2 3 1   

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 3 Lack of support from family, friends or community 
groups 

1 

Information available is too complex or 
contradictory 

1 Lack of support from GPs and practice nurses  

Lack of confidence 4 Lack of time  

Lack of equipment at home to monitor your 
condition 

 Lack of training skills 1 

Lack of knowledge  3 Other, please state: 
Too frightened 

 

Lack of money 1 

Lack of support from charities and voluntary 
organisations 

 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 5 

Encouragement from family doctors, nurses, pharmacists 2 

Having equipment at home to monitor your long-term condition eg blood pressure kit 1 

More advice and guidance from GP, nurse, other health professional 2 

More health information eg books, leaflets, health shows  

More skills training eg going to classes 3 

Support from voluntary groups  

Support groups of people with similar concerns and conditions 4 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 6 
No  
 

If no what information would be helpful? 

 

Speaking to pharmacy. 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search 1 

NHS 111 1 

Patient.co.uk  

Pharmacist 2 

GP practice 5 

Family/friend  

Other health service  

Other (please specify) 
Personal doctor 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Start it in schools, kids then talk at home what they have learned. 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  2 
No 4 

   



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service 2      

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Not known about. 

More advertising of service in press, on tv, in surgeries and clinics. 

Highly qualified nursing staff. 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Whitley Road Whitley Bay, Hepscott Drive, Whitley Bay, Marine Avenue Whitley Bay, 

Monkseaton Health Centre x 3 

 

 

 

 

 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 3 
In the last three months 2 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 3 

See a nurse at the surgery  

Speak to a GP on the phone 3 

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 6 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day  
A few days later 3 
A week or more later 1 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 5 

Sometimes 1 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 6 
I wasn’t given any advice but I went to A&E or walk-in centre  

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 6 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 1 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 1 
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 5 

 Over 60 1 

No  

Yes – under 16  

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 2 
 No 4 
   

 

26. What do you think about this scheme? 

Not known 

Not sure 

Very informative  

Good 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill 1   1 4 

Shiremoor Resource Centre (children’s minor injury unit)     6 

 

 



If yes, what did you think of the service you received there? 

 

Good 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient 1 

A & E/other facilities have longer waiting times  

Medical need 1 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 2 
Another walk-in centre 1 
A & E 1 
Call NHS 111 2 
Other (please specify)  

 

 

 

 

 

 

 



Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 6 
No  

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else  
No 5 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy 1 
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 



33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply 5 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good 1 
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy 1 
Fairly easy 1 
Not very easy  
Not at all easy 1 
No opinion  
Don’t know 3 

 

 

 

 

 



36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

2     4 

I have confidence and trust in the local 
GP out of hours service 

2 1    3 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 2 
Agree 2 
No opinion  
Disagree 2 
Strongly disagree  

 

38.    Can you tell us why you think this? 

You may have something that you need treatment for. 
Makes best use of the medical expertise there 
Makes for a faster efficient treatment for urgent care. 
There are situations in which you do not know whether a condition is life threatening until it is diagnosed. 

 

 

 

 



39.    What do you think will stop people using A & E services inappropriately? 

Start redirecting people away who have not serious injuries or not serious accidental injuries. 
Nothing. 
Knowledge of the alternatives. 
Knowledge of other available alternatives 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 4 1   1 
Getting an appointment at a time suitable for me  2 1 2 1 
Seeing someone the same day 2 2  1 1 
Close to where I live/work 1 3 1  1 
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

 

 

 

 

 

 



 

41.    What suggestions do you have that would improve your NHS welfare? 

GP surgery staff well trained abrupt behaviour challenged when staff are offhand to ill patients 
Managers accept complaints and improve the reporting of complaint and dealing with a complaint. 

 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

24/7 365 availability 

Have a community health one stop shop 

24/7 365 pharmacies. 

By making information widely available about the alternatives available 

Leaflets, press, TV, radio talk to organisations especially to the elderly. 

 

 

 

 

 

 

 

 

 



Learning Disabilities – Mencap 

24/06/15 

8 Attendees 
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  5 2 1   

Local pharmacist 2 4   1 1 

Hospital doctor or nurse (as a patient)  2 2 2  2 

Used A & E 1 3 2 1   

Health visitor, community nurse or district nurse 6 2     

Walk-in centre 6 2     

NHS 111 8      

GP out-of-hours. 8      

 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 1 

Good 2 

Fair 3 

Poor 1 

Very poor  



 

 

 

3. Do you have a long-term condition? 

Yes 6 

No 2 

 

(If yes) What is your long-term condition? 

 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 4 2  1 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

7     1 

Having a well-stocked medicine cabinet      8 

Accessing pharmacies for advice 5   3   

Caring for your long-term condition yourself (if 
applicable) 

1   3 2  

Monitoring your illness (if applicable)       

 

 

 



 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 4 1 3   

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

 4  4   

I don’t want any more responsibility over my health 1 4 3    

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 2 2 2  2 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 4 Lack of support from family, friends or community 
groups 

4 

Information available is too complex or 
contradictory 

8 Lack of support from GPs and practice nurses 5 

Lack of confidence 8 Lack of time  

Lack of equipment at home to monitor your 
condition 

6 Lack of training skills  

Lack of knowledge  4 Other, please state:  

Lack of money 2 

Lack of support from charities and voluntary 
organisations 

 None of these  

 

 



 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 1 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 4 

Encouragement from family doctors, nurses, pharmacists 7 

Having equipment at home to monitor your long-term condition eg blood pressure kit  

More advice and guidance from GP, nurse, other health professional  

More health information eg books, leaflets, health shows 4 

More skills training eg going to classes 1 

Support from voluntary groups 3 

Support groups of people with similar concerns and conditions  

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes  
No 8 
 

If no what information would be helpful? 

Easy read information 

 

 

 

 

 



 

 

9. Where do you go to find information about your health/condition? 

NHS Choices  

Internet search 1 

NHS 111  

Patient.co.uk  

Pharmacist 1 

GP practice 8 

Family/friend 4 

Other health service  

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes   
No 8 

   



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service       

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Nelson x 2 

Priory x 2 

Shiremoor resource centre 

Spring Terrace 

Whitley Bay health centre x 2 

 



 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 5 
Less than a month ago 1 
In the last three months 2 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 7 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 8 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 



 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day 2 
A few days later  
A week or more later 1 
Can’t remember 3 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 8 

Sometimes  

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 1 
A clinic eg family planning 1 
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 6 
I wasn’t given any advice but I went to A&E or walk-in centre  



 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 1 
No 7 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 1 
No 7 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 7 
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition  

Yes – low income 8 

No  

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  



No 8 

 

26. What do you think about this scheme? 

Excellent 

 

 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   2  6 

Shiremoor Resource Centre (children’s minor injury unit)     8 

 

If yes, what did you think of the service you received there? 

Good x 2 
 
 



 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient 2 

A & E/other facilities have longer waiting times  

Medical need  

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 4 
Another walk-in centre  
A & E 4 
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 

 

 

 

 



 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 6 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 8 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 8 



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 8 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
No opinion  
Don’t know 8 

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     8 

I have confidence and trust in the local 
GP out of hours service 

     8 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 3 
Agree  
No opinion 2 
Disagree 3 
Strongly disagree  

 

38.    Can you tell us why you think this? 

 
 
 

 

39.    What do you think will stop people using A & E services inappropriately? 

Charge them the cost of the treatment 
 



 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 8     
Getting an appointment at a time suitable for me 6 2    
Seeing someone the same day 4  4   
Close to where I live/work      
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

 
 
 
 
 
 
 
 

 



 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 
 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

 
 
 

2 
 

 
 
 

3 
 

 
 
 

4 
 

 
 
 

5 
 

 



Mental Health Matters 

26 June 2015 

5 Attendees 
Your views about urgent care in North Tyneside 

 

13. Over the last six months, how many times have you made use of the following services for 

your own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse  1 2 1 1  

Local pharmacist 4  1    

Hospital doctor or nurse (as a patient) 4 1     

Used A & E 1 3 1    

Health visitor, community nurse or district nurse 5      

Walk-in centre 5      

NHS 111 4 1     

GP out-of-hours. 4 1     

 

14. Over the last six months, how would you rate your health? 

 

Excellent  

Very good  

Good  

Fair 2 

Poor 1 

Very poor 2 



 

15. Do you have a long-term condition? 

Yes 4 

No  

 

(If yes) What is your long-term condition? 

Emphysema 

Diabetes 

High blood pressure  

Iritis 

Depression 

Schizophrenia 

  

Providing better support for people to self-care (look after themselves) 

 

 

16. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle    4 1  

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

5      

Having a well-stocked medicine cabinet   3  1 1 

Accessing pharmacies for advice 1  2   2 

Caring for your long-term condition yourself (if 
applicable) 

    4  

Monitoring your illness (if applicable)       



 

 

 

17. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 1  4   

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

 3    2 

I don’t want any more responsibility over my health 5      

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 3    2 

18. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 2 Lack of support from family, friends or community 
groups 

3 

Information available is too complex or 
contradictory 

2 Lack of support from GPs and practice nurses 2 

Lack of confidence 3 Lack of time  

Lack of equipment at home to monitor your 
condition 

3 Lack of training skills 2 

Lack of knowledge  3 Other, please state:  

Lack of money 5 

Lack of support from charities and voluntary 
organisations 

3 None of these  

 

 



 

 

 

19. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 3 

Encouragement from family doctors, nurses, pharmacists 2 

Having equipment at home to monitor your long-term condition eg blood pressure kit 2 

More advice and guidance from GP, nurse, other health professional 2 

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes 2 

Support from voluntary groups 1 

Support groups of people with similar concerns and conditions  

Other, please state 
 

 

Don’t know  

 

20. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 3 
No 2 
 

If no what information would be helpful? 

Easy to understand information 

 

 

 

 

 



 

21. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search  

NHS 111 2 

Patient.co.uk  

Pharmacist 2 

GP practice 3 

Family/friend 3 

Other health service  

Other (please specify) 
 
 

 

22. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

23. Have you or a family member ever used the NHS 111 service? 

Yes  1 
No  

   

 



24. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service     1  

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Rubbish 

 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Garden park 

Portugal place 

Priory 

Monkseaton 

Bewicke 

 

 

 



15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 3 
In the last three months 1 
More than three months ago  

 

16.    What did you want to do? 

See a GP at the surgery 5 

See a nurse at the surgery  

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 5 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 

 

 

 



Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day  
On the next working day 2 
A few days later 3 
A week or more later  
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes  

Sometimes 5 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E 2 
I was given no advice/alternative  
It has not happened/I have not needed it 3 
I wasn’t given any advice but I went to A&E or walk-in centre  

 



21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 5 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No  

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes  
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 5 

Yes – low income  

No  

 

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes 1 
No 4 

 

26. What do you think about this scheme? 

Excellent 

 

 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill     5 

Shiremoor Resource Centre (children’s minor injury unit)     5 

 

 



If yes, what did you think of the service you received there? 

 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient  

A & E/other facilities have longer waiting times  

Medical need  

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 4 
Another walk-in centre  
A & E 1 
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 

 

 



Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 3 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 1 
Yes, for someone else  
No  

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy 1 
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 1 
It took too long  
Don’t know/doesn’t apply  

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 1 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
No opinion  
Don’t know 4 

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

1     4 

I have confidence and trust in the local 
GP out of hours service 

3     2 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 3 
Agree  
No opinion  
Disagree 2 
Strongly disagree  

 

38.    Can you tell us why you think this? 

 
Support for mental health conditions is needed all the time 
 

 

39.    What do you think will stop people using A & E services inappropriately? 

Tell them where to go instead 
 



 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 1 3 1   
Getting an appointment at a time suitable for me 3 1 1   
Seeing someone the same day  1 3 1  
Close to where I live/work  3 2   
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

 
 
 
 
 
 
 
 

 

 



 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 
 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

 
 
 

2 
 

 
 
 

3 
 

 
 
 

4 
 

 
 
 

5 
 

 
 



Becoming Visible 

1 & 14 July 2015 

4 Attendees 
 

Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your own 

personal treatment or care? 

 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1  2 1   

Local pharmacist 3 1     

Hospital doctor or nurse (as a patient) 2 1 1    

Used A & E 4      

Health visitor, community nurse or district nurse 4      

Walk-in centre 4      

NHS 111 3 1     

GP out-of-hours 4      

 

 

 

 

2. Over the last six months, how would you rate your health? 

 



Excellent  

Very good 2 

Good 2 

Fair  

Poor  

Very poor  

 

3. Do you have a long-term condition? 

 

Yes 2 

No 2 

 

(If yes) What is your long-term condition? 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

Asthma  

High blood pressure 



Self-care 

 

4. How often do you take an active role in the following? 

 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle  3 1    

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

2   1 1  

Having a well-stocked medicine cabinet 3     1 

Accessing pharmacies for advice    2 2  

Caring for your long-term condition yourself (if 
applicable) 

1 1     

Monitoring your illness (if applicable)      2 

 

5. To what extent do you agree or disagree with the following statement? 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 1  3   

If I had guidance and support from an NHS professional, I 
would be far more confident 

 4     

I don’t want any more responsibility over my health    4   

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

3 1     



6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 2 Lack of support from family, friends or community 
groups 

4 

Information available is too complex or 
contradictory 

4 Lack of support from GPs and practice nurses 4 

Lack of confidence  Lack of time 4 

Lack of equipment at home to monitor your 
condition 

 Lack of training skills 4 

Lack of knowledge or health 2 Other, please state 
Communication with GPs and nurses 
No deaf awareness. 

 

Lack of money 3 None of these  

Lack of support from charities and voluntary 
organisations 

4   

 

Self-care 

7. What do you think would help people to self-care? (you can select more than one) 

 

Advice on NHS websites 4 

Better knowledge/understanding of the minor ailments or long-term health conditions and 
treatment 

4 

Encouragement from family doctors, nurses, pharmacists 4 

Having equipment at home to monitor you long-term condition eg blood pressure kit 4 

More advice and guidance from GP, nurse, other health professional 4 

More health information eg books, leaflets, health shows 4 

More skills training eg going to classes 4 

Support from voluntary groups 4 

Support groups of people with similar concerns and conditions 4 

Other, please state:  Larger print information on leaflets  



Websites to have a BLS translator on information accessible to deaf community/Face book 
forums.  DVD with BLS translator. 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

 

Yes 4 
No  
If no what information would be helpful? 

 

 

 

 

 

 

 

 

9. Where do you go to find information about your health/condition? 

 

NHS Choices 3 

Internet search 4 

NHS 111 1 

Patient.co.uk  

Pharmacist 4 

GP practice 4 

Family/friend 4 

Other health service  

 



Other (please specify) 
 
 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 

 

   NHS 111   

 

11. Have you or a family member ever used the NHS 111 service? 

 

Yes  1 
No  

   

12. If you answered yes to the previous question; please state how far you agree/disagree with the following 

 

 

 Strongly 
agree 

Agree Neither 
agree or 

Disagree Strongly 
disagree 

Don’t 
know 

Need to be treated equally and feel listened to. 

GPs and clinical staff to be deaf aware for all clinicians. 

How the translator process works – speak directly to the person. 

GP practices sometimes forget to book an interpreter and appointment has to 

be cancelled. 

On the day of appointments impossible to get an interpreter. 



disagree 

I/my family had a good experience of the NHS 111 
service 

 1     

 

 

 

13. We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion what 

ONE thing do you think should be improved about the NHS 111 service? 

 

 

 

 

 

 

 

  

GP Practice 

 

14.  Which GP practice are you registered with?       

 

 

 

 

 

 

Too long on phone – approx one hour passed from calls handler to doctor. 

Deaf people can’t ring NHS111.  Separate NHS111 line for deaf people 

BLS/video. 

No access for deaf people. 

Portugal Place Surgery x 2 

Park Road Surgery 

Collingwood Surgery 



15.    When was the last time you wanted to see or speak to a GP or nurse? 

 

Less than a week ago 1 
Less than a month ago 2 
In the last three months  
More than three months ago 1 

 

16.    What did you want to do? 

 

See a GP at the surgery 4 

See a nurse at the surgery  

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t mind/wasn’t sure what I wanted  

 

17.    Were you able to get an appointment to see or speak to someone? 

 

Yes 4 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 



18.    How long after initially contacting the surgery did you actually see or 

speak to them? 

 

On the same day 1 
On the next working day  
A few days later  
A week or more later 3 
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to 

speak to a doctor or nurse at your GP surgery? 

 

Yes 3 

Sometimes 1 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, 

where did the practice tell you to go instead? 

 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 4 
I wasn’t given any advice but I went to A & E or walk-in centre  



 

 

Pharmacy 

21.    Did you know that pharmacists can give advice and treatment for 

common illnesses and minor ailments? 

 

Yes 4 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for 

advice? 

 

Yes 1 
No 3 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

 

Yes  
No 1 
Maybe 
Please explain your 
reasons 
If had interpreter 
 
 
 

2 



 
 

 

 

24.    Do you receive free prescriptions? 

 

Yes – long term condition 1 

Yes – low income  

No 1 

Age 1 

 

25.    If you normally get free prescriptions, you can get free over the counter 

medication – this is known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know 

about/were you aware of this scheme? 

 

Yes 1 
No 3 

 

26.   What do you think about this scheme? 

 

 

 

 

 

 

 

Good 

Didn’t know about it. 



 

 

 

 

 

 

  

Walk-in Centre 

27.    Have you ever been to the walk-in centre at: 

 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill    2 2 

Shiremoor Resource Centre (children’s minor injury unit)     4 

If yes what did you think of the service you received? 
Waiting time not too bad – better than A & E 
Alright, fine. 

     

 

28.    What were your reasons for attending the walk-in centre? 

 

Not registered with a GP  

Own GP opening hours or waiting time 
too long 

 

More convenient 2 

A & E/other facilities have longer waiting 
times 

 

Medical need  



Other  

Do not wish to say  

 

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 3 
Another walk-in centre 1 
A & E  
Call NHS 111  
Other (please specify)  

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  These 

questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the 

surgery is closed? 

 

Yes 2 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP 

service when the surgery was closed? 

 

Yes for myself  



Yes, for someone else  
No 4 

 

32.    If you answered yes to the previous question – how easy was it to 

contact the out-of-hours GP service by telephone? 

 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 4 

 

 

33.    How do you feel about how quickly you received care from the out-of-

hours GP service? 

 

It was about right  
It took too long  
Don’t know/didn’t make contact 4 

 

34.    Overall, how would you describe your experience of out-of-hours GP 

service? 

 

Very good  
Fairly good  



Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, 

how easy do you think it might be to use the out-of-hours GP service in your area? 

 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
No opinion  
Don’t know 4 

 

 

36.    Please say how far you agree or disagree with the following 

statements: 

 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     4 

I have confidence and trust in the local 
GP out of hours service 

     4 

 



37.    Only patients with life threatening conditions or serious accidents 

should be seen and treated at A & E? 

 

Strongly agree 2 
Agree 2 
No opinion  
Disagree  
Strongly disagree  

 

 

 

38.    Can you tell us why you think this? 

 

 

 

 

  

 

 

39.    What do you think will stop people using 

A & E services inappropriately? 

 

 

 

Handy, saves time, straight to GP  

Everything in one place, need to provide interpreters. 

More options. 

Drunks – get people to drink sensibly – Newcastle and Whitley Bay 

paramedics, special support units for drugs and drink instead of A & E 

Penalty system. 



 

 

 

40.    What do you consider important when choosing which urgent and 

emergency care services to use? 

 

 1 2 3 4 5 

Seeing the right health professional 4     
Getting an appointment at a time suitable for me 4     
Seeing someone the same day 4     
Close to where I live/work 4     
Other (please specify)      
Please state the service that you’ve rated ‘other’ 
 
 
 
 
 
 
 
 

     

 

 

 

 

 

 



 

41.    What suggestions do you have that would improve your NHS welfare? 

 

 

 

 

 

 

 

 

42.    Should we be looking at any other areas to improve urgent care in 

North Tyneside? 

 

 

 

 

 

 

 

 

43.    How could we improve urgent and emergency care services locally?  

Please list up to five ways. 

 

1 Cramlington too far for an emergency. 

Clear visual information at GPs, instructions traffic light system at A & E. 

Better access for deaf people, one interpreter always to be at the hospital 

A & E department. 

Takes too long to get interpreter at A & E. 

Intercom into wards should have a flashing light telling you it was working 

– nurse furious for pressing buzzer a few times. 

Text mobile to guards at night time in car parks to open barriers. 

New hospital is too close to RVI and Freeman which are already excellent 

hospitals. 

Accessibility for deaf people across the board from cleaners to 

consultants and on the ambulance also. 



 

2 
 

RVI and Freeman close by and excellent. 

3 
 

Too long to wait in A & E. 

4 
 

Need more ambulances. 

5 
 

 

 

 

 

 

 

 

 

 

 

 

 

 



16 – 35 year olds 

21/07/15 

3 Attendees 
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 2  1    

Local pharmacist 1  2    

Hospital doctor or nurse (as a patient) 3      

Used A & E 3      

Health visitor, community nurse or district nurse 3      

Walk-in centre 3      

NHS 111 3      

GP out-of-hours. 3      

 

2. Over the last six months, how would you rate your health? 

 

Excellent 1 

Very good 1 

Good 1 

Fair  

Poor  

Very poor  



 

 

 

3. Do you have a long-term condition? 

Yes  

No 3 

 

(If yes) What is your long-term condition? 

 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle  3     

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

2 1     

Having a well-stocked medicine cabinet  2  1   

Accessing pharmacies for advice  1 1   1 

Caring for your long-term condition yourself (if 
applicable) 

      

Monitoring your illness (if applicable)       

 

 

 



 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

3      

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

1  1 1   

I don’t want any more responsibility over my health    2 1  

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

 1 2    

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 3 Lack of support from family, friends or community 
groups 

2 

Information available is too complex or 
contradictory 

2 Lack of support from GPs and practice nurses  

Lack of confidence 3 Lack of time 1 

Lack of equipment at home to monitor your 
condition 

2 Lack of training skills  

Lack of knowledge  1 Other, please state:  

Lack of money  

Lack of support from charities and voluntary 
organisations 

 None of these  

 

 



 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 2 

Encouragement from family doctors, nurses, pharmacists 1 

Having equipment at home to monitor your long-term condition eg blood pressure kit 1 

More advice and guidance from GP, nurse, other health professional 2 

More health information eg books, leaflets, health shows  

More skills training eg going to classes 1 

Support from voluntary groups  

Support groups of people with similar concerns and conditions 2 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 2 
No 1 
 

If no what information would be helpful? 

Unsure of what facilities/help is available at walk-in centres. 

Lack of knowledge/confidence to self-diagnose my issue ie would feel reassured by a healthcare professional telling me 

where to go. 

 

 



 

 

9. Where do you go to find information about your health/condition? 

NHS Choices  

Internet search 3 

NHS 111  

Patient.co.uk  

Pharmacist  

GP practice  

Family/friend 1 

Other health service  

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Support from GPs after initial visit to self-care.  Teaching people that it is a viable option, and instilling confidence in them to 

help themselves where possible rather than relying on GP services.  Guidance on how to self-care crucial – people will 

choose not to if they don’t feel capable. 

The NHS website is good like the symptom checker. 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  2 



No 1 

   

 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service   2    

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Operators with greater knowledge. 

It needs to be advertised more – I wasn’t actually aware of it as a service that could point me in the right 

direction! 

 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Portugal Place Surgery 

Beaumont Park Medical Group 

Priory Medical Group 



 

 

 

 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago  
Less than a month ago 1 
In the last three months  
More than three months ago 2 

 

16.    What did you want to do? 

See a GP at the surgery 2 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 2 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

1 

No  
Can’t remember  

 

 

 



 

 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 1 
On the next working day  
A few days later  
A week or more later 1 
Can’t remember 1 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 2 

Sometimes 1 

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre 1 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 1 



I wasn’t given any advice but I went to A&E or walk-in centre 1 

 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 3 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 2 
No 1 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 1 
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition  

Yes – low income  

No 3 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 



Yes  
No  

 

26. What do you think about this scheme? 

Sounds like a good idea. 

I think it’s useful – however I don’t think it’s financially viable.  It opens the service up to abuse and 

people may be more likely to wrongly self-diagnose. 

Very good but not well advertised to parents. 

Recently spend a lot on over counter medicines for my toddler. 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill   1  2 

Shiremoor Resource Centre (children’s minor injury unit)     3 

 

If yes, what did you think of the service you received there? 



Very poor at Battle Hill – my son was checked due to severe ear pain and I was told nothing was wrong.  I 
later took him to A&E where he was nearly admitted due to the severity of the infection.  It was actually 
swelling outside the ear.  Also I was prescribed medication no longer available at a previous visit. 
 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 1 

More convenient  

A & E/other facilities have longer waiting times  

Medical need  

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 1 
Another walk-in centre 1 
A & E 1 
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 



 

 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 1 
No 2 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 3 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  



Don’t know/didn’t make contact 3 

 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 3 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 1 
Not very easy  
Not at all easy  
No opinion  
Don’t know 2 

 

 

 



 

 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     3 

I have confidence and trust in the local 
GP out of hours service 

     3 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 1 
Agree  
No opinion 1 
Disagree 1 
Strongly disagree  

 

38.    Can you tell us why you think this? 

It may not be clear to a non-medical person how serious or otherwise an illness is. 
Because the A&E concept is based around this!  Other less serious (but still high risk) injuries can be dealt 
with at a slightly slower pace and so A&E departments would be slowed down dealing with these 
instances. 
 

 



 

 

39.    What do you think will stop people using A & E services inappropriately? 

Reliable alternative, clearly defined services. 
Offering a suitable alternative and educating people on where is best to go for certain ailments.  People 
need confidence in other services so that they don’t rely overly on A&E. 
 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 2 1    
Getting an appointment at a time suitable for me 1 1  1  
Seeing someone the same day 2 1    
Close to where I live/work  1 2   
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

More integration to ensure a smooth transition from one service to the next, including information sharing 
between services. 
Lower the cost of prescriptions.  



 Longer GP appointments (only by 5 minutes) I sometimes feel rushed/undervalued by GPs as they are 
clearly busy and concerned about appointments running over. 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Aiming to reduce waiting times. 
The knowledge and skills of staff at walk-in centres – needs to be GPs not nurses. 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

Offer less options – quite confusing as there are so many.  Needs 
streamlining to four – GPs, Out of Hours, Walk-in, A&E. 
 
 

2 
 

Offer more on-call home call outs. 
 

3 
 

Alternatives to A&E – should be widely publicised – especially NHS 111. 
 

4 
 

 
 

5 
 

 

 



Lane End Surgery 

22/07/15 

2 Attendees 
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 1 1     

Local pharmacist   2    

Hospital doctor or nurse (as a patient) 2      

Used A & E 2      

Health visitor, community nurse or district nurse 2      

Walk-in centre 2      

NHS 111 2      

GP out-of-hours 1 1     

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 1 

Good 1 

Fair  

Poor  

Very poor  



 

 

 

3. Do you have a long-term condition? 

Yes  

No 2 

 

(If yes) What is your long-term condition? 

 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle  2     

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

2      

Having a well-stocked medicine cabinet 2      

Accessing pharmacies for advice  2     

Caring for your long-term condition yourself (if 
applicable) 

      

Monitoring your illness (if applicable)       

 

 

 



 

 

 

5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 2     

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

 1 1    

I don’t want any more responsibility over my health    2   

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

  2    

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 2 Lack of support from family, friends or community 
groups 

1 

Information available is too complex or 
contradictory 

 Lack of support from GPs and practice nurses  

Lack of confidence  Lack of time 1 

Lack of equipment at home to monitor your 
condition 

 Lack of training skills  

Lack of knowledge  2 Other, please state:  

Lack of money  

Lack of support from charities and voluntary 
organisations 

 None of these  

 

 



 

 

 

7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 2 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 1 

Encouragement from family doctors, nurses, pharmacists 2 

Having equipment at home to monitor your long-term condition eg blood pressure kit  

More advice and guidance from GP, nurse, other health professional  

More health information eg books, leaflets, health shows 2 

More skills training eg going to classes 1 

Support from voluntary groups 2 

Support groups of people with similar concerns and conditions  

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 2 
No  
 

If no what information would be helpful? 

There is information but it’s conflicting and confusing 

 

 

 

 

 



 

 

9. Where do you go to find information about your health/condition? 

NHS Choices 1 

Internet search 2 

NHS 111  

Patient.co.uk  

Pharmacist 2 

GP practice 2 

Family/friend 2 

Other health service  

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

Start work in schools it needs an active education programme 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  1 
No  

   



 

12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service   1    

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

 

Call handlers should be better informed 

 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Lane End Surgery x 2 

 

 

 

 

 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago  
Less than a month ago  
In the last three months 1 
More than three months ago 1 

 

16.    What did you want to do? 

See a GP at the surgery 1 

See a nurse at the surgery 1 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 2 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

 

No  
Can’t remember  

 

 

 

 

 

 



 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day  
A few days later  
A week or more later  
Can’t remember  

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 2 

Sometimes  

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy  
Walk-in centre  
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 2 
I wasn’t given any advice but I went to A&E or walk-in centre  



 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 2 
No  

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 2 
No  

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes  
No  
Maybe  
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition  

Yes – low income  

No 2 

 

25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  



No 2 

 

26. What do you think about this scheme? 

 

I don’t qualify for the scheme but didn’t know anything about it 

 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill    1 1 

Shiremoor Resource Centre (children’s minor injury unit)     2 

 

If yes, what did you think of the service you received there? 

Very good - long wait but acceptable 
 
 



 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long  

More convenient  

A & E/other facilities have longer waiting times  

Medical need 1 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP  
Another walk-in centre 1 
A & E  
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 

 

 

 

 



 

Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 2 
No  

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself  
Yes, for someone else  
No 2 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
Don’t know/didn’t make contact 2 



 

33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right  
It took too long  
Don’t know/doesn’t apply 2 

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good  
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy 2 
Not very easy  
Not at all easy  
No opinion  
Don’t know  

 

 

 

 



 

36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

     2 

I have confidence and trust in the local 
GP out of hours service 

     2 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 2 
Agree  
No opinion  
Disagree  
Strongly disagree  

 

38.    Can you tell us why you think this? 

A&E is for serious/emergency incidents not an alternative to your GP 
 
 

 

39.    What do you think will stop people using A & E services inappropriately? 

Charge them if it’s inappropriate or send them somewhere else 
 



 

 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 2     
Getting an appointment at a time suitable for me 1 1    
Seeing someone the same day  2    
Close to where I live/work  2    
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

 
 
 
 
 
 
 
 

 



 

 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

Make it clearer where people should go 
 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

Separate patients into under/over 65s they have very different needs 
 
 

2 
 

 
 
 

3 
 

 
 
 

4 
 

 
 
 

5 
 

 



Islamic Centre, Whitley Bay 

24 July 2015  

14 Attendees 
Your views about urgent care in North Tyneside 

 

1. Over the last six months, how many times have you made use of the following services for your 

own personal treatment or care? 

 Not at all Once 2-3 times 4-6 times 7-10 
times 

Over 10 
times 

GP or practice nurse 2 8 4    

Local pharmacist 10 2 2    

Hospital doctor or nurse (as a patient) 14      

Used A & E 10 3 1    

Health visitor, community nurse or district nurse 14      

Walk-in centre 11 2 1    

NHS 111 12 2     

GP out-of-hours. 12 2     

 

2. Over the last six months, how would you rate your health? 

 

Excellent  

Very good 4 

Good 6 

Fair 4 

Poor  

Very poor  



 

3. Do you have a long-term condition? 

Yes 1 

No 13 

 

(If yes) What is your long-term condition? 

Schizophrenia 

  

Providing better support for people to self-care (look after themselves) 

 

 

4. How often do you take an active role in the following? 

 All the time Most of the 
time 

Quite often Sometimes Hardly 
ever 

Never 

Leading a healthy lifestyle 1 8 3 2   

Treating yourself for minor ailments (such as 
coughs or stomach aches) when you get them (eg 
rather than going to the doctor) 

1 10 3    

Having a well-stocked medicine cabinet  8 2 3 1  

Accessing pharmacies for advice   4 3 3 4 

Caring for your long-term condition yourself (if 
applicable) 

 1     

Monitoring your illness (if applicable)       

 

 

 

 

 



5. To what extent do you agree or disagree with the following statement? 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

When I have a minor ailment, the first thing I do is try and 
find some health information myself 

 1 5 6 2  

If I had guidance and support from an NHS professional, I 
would be far more confident about caring for my own health 

1 4 4 2  3 

I don’t want any more responsibility over my health  3 6 3  2 

If I had support from people who had the same concerns, 
problems or long-term health conditions as myself, I would 
be far more confident about caring for my own health 

1 3 8 1  1 

6. What do you think stops people to self-care? (you can select more than one) 

 

Don’t have the knowledge or information 14 Lack of support from family, friends or community 
groups 

3 

Information available is too complex or 
contradictory 

10 Lack of support from GPs and practice nurses 4 

Lack of confidence 11 Lack of time 10 

Lack of equipment at home to monitor your 
condition 

5 Lack of training skills 12 

Lack of knowledge  14 Other, please state:  

Lack of money 10 

Lack of support from charities and voluntary 
organisations 

3 None of these  

 

 

 

 

 



7. What do you think would help people to self-care? (you can select more than one) 

Advice on NHS websites 6 

Better knowledge/understanding of the minor ailments or long-term health conditions and treatment 11 

Encouragement from family doctors, nurses, pharmacists 10 

Having equipment at home to monitor your long-term condition eg blood pressure kit 4 

More advice and guidance from GP, nurse, other health professional 14 

More health information eg books, leaflets, health shows 8 

More skills training eg going to classes 4 

Support from voluntary groups 10 

Support groups of people with similar concerns and conditions 8 

Other, please state 
 

 

Don’t know  

 

8. Do you have enough information to make a decision about when and where to go if you require 

urgent or emergency care? 

Yes 4 
No 10 
 

If no what information would be helpful? 

 

Information/publicity x 3 

 

 

 

 

 

 

 



9. Where do you go to find information about your health/condition? 

NHS Choices  

Internet search 4 

NHS 111 1 

Patient.co.uk  

Pharmacist 2 

GP practice 14 

Family/friend 3 

Other health service  

Other (please specify) 
 
 

 

10. Do you have any comments on how to improve self-care in North Tyneside? 

 

 

 

 

 

 

 

 Helping people with urgent care needs to get the right advice first time 

  

11. Have you or a family member ever used the NHS 111 service? 

Yes  2 
No 12 

   

 



12. If you answered yes to the previous question; please state how far you agree/disagree with the  

following 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

I/my family had a good experience of the NHS 111 service  2     

 

13.  We want to know everyone’s view of NHS 111 – even if you haven’t used it – in your opinion 

what ONE thing do you think should be improved about the NHS 111 service? 

Easy to use. 

Good. 

 

 

  Providing more responsive urgent care services out of hospital 

  

 

14. Which GP practice are you registered with?     

Whitley Bay Health Centre x 2,   Forest Hall Surgery,   Monkseaton Medical Centre,   Priory Medical Group, 

Spring Terrace Surgery x 2, New York Surgery, Nelson Medical Centre,   Park Parade Whitley Bay,  Collingwood Surgery, 

Shiremoor Surgery x 2, Bewicke Medical Centre. 

 

 

 

 

 



 

15.    When was the last time you wanted to see or speak to a GP or nurse? 

Less than a week ago 1 
Less than a month ago 3 
In the last three months 6 
More than three months ago 4 

 

16.    What did you want to do? 

See a GP at the surgery 12 

See a nurse at the surgery 2 

Speak to a GP on the phone  

Speak to a nurse on the phone  

Have someone visit me at my home  

I don’t know/wasn’t sure what I wanted  

 

17. Were you able to get an appointment to see or speak to someone? 

Yes 11 
Yes but I had to call back closer to or 
on the day I wanted the appointment 

3 

No  
Can’t remember  

 

 

 

 

 

 



 

Providing more responsive urgent care services out of hospital 

  

 

18.    How long after initially contacting the surgery did you actually see or speak to them? 

On the same day 2 
On the next working day 6 
A few days later 3 
A week or more later 2 
Can’t remember 1 

 

19.    In your opinion is this usually what would happen when you want to speak to a doctor or nurse 

at your GP surgery? 

Yes 14 

Sometimes  

No  

 

20.    If you were not able to see a GP or nurse when you have needed to, where did the practice tell   

you to go instead? 

Pharmacy 2 
Walk-in centre 2 
A clinic eg family planning  
A & E  
I was given no advice/alternative  
It has not happened/I have not needed it 8 
I wasn’t given any advice but I went to A&E or walk-in centre 2 



 

21.    Did you know that pharmacists can give advice and treatment for common illnesses and minor 

ailments? 

Yes 11 
No 3 

 

22.    Have you or a member of your family ever seen a pharmacist for advice? 

Yes 5 
No 9 

 

23.    (If no) would you consider going to see your pharmacist for advice? 

Yes 7 
No  
Maybe 2 
Please explain your reasons 
 

 

 

24.    Do you receive free prescriptions? 

Yes – long term condition 1 

Yes – low income 4 

No 9 

 

 

 



25.    If you normally get free prescriptions, you can get free over the counter medication – this is 

known as a ‘minor ailment scheme’ or Think Pharmacy First.  Did you know about this scheme? 

Yes  
No 14 

 

26. What do you think about this scheme? 

Very good x 8 

 

 

 

 

 

 

 

Ensuring that serious and life threatening conditions are treated in the right facilities 

 

  

27.    Have you ever been to the walk-in centre at: 

 Yes, in the 
last week 

Yes, in the 
last month 

Yes, in the 
last six 
months 

Yes, 
longer 
than six 
months 

No 

Battle Hill  2 1  11 

Shiremoor Resource Centre (children’s minor injury unit)     14 

 

 



If yes, what did you think of the service you received there? 

Busy 
Good x 2 
 

 

28.    What were your reasons for attending the walk-in centre? 

Not registered with a GP  

Own GP opening hours or waiting time too long 6 

More convenient 4 

A & E/other facilities have longer waiting times  

Medical need 4 

Other  

Do not wish to say  

 

29.    If the walk-in centre was unavailable, where would you attend? 

Own GP 7 
Another walk-in centre 1 
A & E 6 
Call NHS 111  
Other (please specify)  

 

 

 

 

 

 

 



Connecting urgent and emergency care services together 

 

 

GP Out of Hours 

These questions are about contacting an out-of-hours GP service when your GP surgery is closed.  

These questions don’t include NHS111, NHS walk-in centres or A & E. 

 

30.    Do you know how to contact an out-of-hours GP service when the surgery is closed? 

Yes 1 
No 13 

 

31.    In the past six months, have you tried to call an out-of-hours GP service when your surgery 

was closed? 

Yes for myself 2 
Yes, for someone else  
No 12 

 

32.    If you answered yes to the previous question – how easy was it to contact the out-of-hours GP 

service by telephone? 

Very easy  
Fairly easy 2 
Not very easy  
Not at all easy  
Don’t know/didn’t make contact  

 



33.    How do you feel about how quickly you received care from the out-of-hours GP service? 

It was about right 2 
It took too long  
Don’t know/doesn’t apply  

 

34.    Overall, how would you describe your experience of out-of-hours GP service? 

Very good  
Fairly good 2 
Neither good nor poor  
Fairly poor  
Very poor  

 

35.   If you have never tried to call the out-of-hours service – in your opinion, how easy do you think 

it might be to use the out-of-hours GP service in your area? 

Very easy  
Fairly easy  
Not very easy  
Not at all easy  
No opinion  
Don’t know 12 

 

 

 

 

 



36.    Please say how far you agree or disagree with the following statements: 

 Strongly 
agree 

Agree Neither 
agree or 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

The out-of-hours GP service in my area 
is a good service 

 2    12 

I have confidence and trust in the local 
GP out of hours service 

 2    12 

 

 

37.  Only patients with life threatening conditions or serious accidents should be seen and treated at 

A & E? 

Strongly agree 1 
Agree 11 
No opinion  
Disagree 2 
Strongly disagree  

 

38.    Can you tell us why you think this? 

 
 
 

 

39.    What do you think will stop people using A & E services inappropriately? 

 
Another service being available. 
 



 

Making sure that all the services are integrated 

 

 

40.    What do you consider important when choosing which urgent and emergency care services to use? 

(Please rate 1 being very important and 5 being not important) 

 1 2 3 4 5 

Seeing the right health professional 14     
Getting an appointment at a time suitable for me 10 4    
Seeing someone the same day 8 6    
Close to where I live/work 8 6    
Other       
Please specify the service that you’ve rated ‘other’ 

 

 

41.    What suggestions do you have that would improve your NHS welfare? 

 
 
 
 
 
 
 
 

 

 



 

42.    Should we be looking at any other areas to improve urgent care in North Tyneside? 

 

 
 
 
 
 
 

 

43.    How could we improve urgent and emergency care services locally?  Please list up to five 

ways. 

1 
 

 
 
 

2 
 

 
 
 

3 
 

 
 
 

4 
 

 
 
 

5 
 

 

 



 


