15 November 2018
to 31 January 2019

What
do you
think?

Review of
urgent health
care in Liverpool

Your opinion matters

Where do you go when
you need urgent care?
What is urgent care?
Urgent care services are for when you need medical advice
or treatment for mental or physical health problems, straight
away or on the same day.
This includes: pharmacies (chemists); GP practices (surgeries);
out-of-hours GPs; the NHS 111 phone line and www.111.nhs.uk website;
accident and emergency (A&E) departments; walk-in centres; and the
emergency ambulance service (999).

What is happening?
Between 15 November 2018 and 31 January 2019 we want
people to tell us what they think about NHS urgent care
services in Liverpool.
We want to understand more about
how people use urgent care services
– what works and what doesn’t
work – and the quality of care
provided, to help us decide what the
city needs. We’ll also be asking NHS
staff for their views.
We’ll use the information we gather
to help develop proposals for
how urgent care services could be
improved in the future. If this would
mean significantly changing what’s

currently in place we would hold
a public consultation, before any
decisions are made.
It’s important to stress that we
aren’t going to cut or reduce the
money we spend on urgent care
services.

We want to improve what we
have, and make it work better.

How can I get involved?
You can complete a questionnaire – either
online or in paper format – or attend one
of our public events.
See the back page of this booklet or visit
www.liverpoolccg.nhs.uk for more details.
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What does NHS urgent
care look like in Liverpool?
GP Practice (Surgeries)
There are 88 GP practices in Liverpool.
All are contactable between 8am and 6.30pm,
Monday to Friday (excluding bank holidays).
Since October 2018, people in Liverpool have also been able
to get routine GP appointments at evenings and weekends.
These appointments are booked through your usual GP
practice, who can organise for you to speak to a GP over
the phone, or face to face. Appointments are available from
Monday to Friday between 4pm and 9pm, Saturdays between
9am and 4pm, and Sundays between 9am and 1pm. These
appointments take place at a number of locations around the
city, rather than in your own practice.

Out of Hours GPs
For urgent advice from a GP when your practice is
closed, call NHS 111, who can offer advice or refer
you to a local out-of-hours GP if you need one.
The out-of-hours services is open Monday to Friday 6.30pm
to 8am, and 24 hours during weekends and bank holidays.

Walk-In Centres
Treatment and/or advice for minor illnesses and injuries

Accident and Emergency
(A&E) Departments
There are A&E departments at the Royal Liverpool
University Hospital or at Aintree University Hospital
for adults, and at Alder Hey Children’s Hospital for
children and young people under the age of 16.
Each A&E department offers emergency care for serious
and life-threatening situations, 24 hours a day, seven days
a week, 365 days a year.

The emergency ambulance
service (999)
You should call 999 for an ambulance when someone is
seriously ill or injured and you think their life is at risk.
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There are four walk-in centres in Liverpool – Old Swan NHS Walk-in
Centre; Liverpool City Centre Walk-in Centre; Smithdown Children’s
NHS Walk-in Centre; and South Liverpool NHS Walk-in Centre
(Garston), which also provides X-ray facilities on site. All walk-in
centres are open between 8am and 8pm, seven days a week.
You will be seen by a nurse or an advanced nurse practitioner.

The NHS 111 phone line
and www.111.nhs.uk
The non-emergency health advice line is free to use
and operates 24 hours a day, seven days a week,
365 days a year.
You’ll speak to a fully trained adviser, and depending on the
situation, the NHS 111 team can connect you to a nurse, emergency
dentist or a GP, and can arrange face-to-face appointments if
they think you need one. Advisers can also assess if you need an
ambulance and send one immediately if necessary. You can now
also get the same help and advice online at www.111.nhs.uk
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Litherland
Walk-in Centre

Kirkby
Walk-in Centre
Aintree University
Hospital

Examples of what
we want to hear
views on:

Fazakerley

• The NHS 111 telephone line and the way it works
alongside other local urgent care services.
• Accident and emergency (A&E) departments of the
Royal Liverpool University Hospital, Aintree University
Hospital, and Alder Hey Children’s Hospital.

Other neighbouring
Walk-in Centres

Walton

GP evening & weekend
appointments
There are also 88 GP
practices across Liverpool

West
Derby

Townsend Lane
Health Centre

There are 131 pharmacies
in Liverpool

Tuebrook
Everton
Old Swan
Walk-in Centre
Royal Liverpool
University Hospital

Alder Hey Hospital

Old
Swan

Liverpool City Centre
Walk-in Centre

Huyton
Walk-in Centre

Childwall Fiveways
Health Centre

Wavertree
Toxteth

• The emergency ambulance service (999)
Dingle

We want to hear about your experiences using
these services for both physical and mental
health problems.

Liverpool Walk-in Centres
Local A&E departments

• GP services including same day appointments;
the new evening and weekend appointments that
were introduced in October 2018; and the GP
out-of-hours service you can access by calling NHS 111.
• L iverpool’s four walk-in centres but not the other
clinics that run in the same buildings as walk-in
centres, such as blood tests (phlebotomy).

KEY

Smithdown Road
Children’s
Walk-in Centre

Gateacre

Allerton

Aigburth

What is not part of this work?
• The number of accident and emergency
departments in the city – we are not
considering closing any of the three A&Es.
• Pharmacies.
• Dentists and dental care.
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Halewood
Walk-in Centre

Garston

Where is
urgent care
in Liverpool?

South Liverpool
Walk-in Centre

Speke
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Why are we
considering change?
To make sure that everyone in Liverpool
has good access to urgent care.
At the moment urgent care services are not spread equally across
the city. For example, if you live in north Liverpool, you have to travel
further to visit a walk-in centre than someone living in south Liverpool.
We want make sure that everyone has access to the same level of care,
regardless of where they live in the city, which is currently not always
the case.

To make it easier for people to access
the right urgent care service.
There are lots of different urgent care options, which we know can
be confusing. Sometimes when people don’t know which service to
choose they use accident and emergency, which puts extra pressure
on hospitals, and means that people might have to wait longer for
their treatment.

To make the best use of staff
and financial resources.
Doctors, nurses and other health professionals are in high demand,
and we need to organise our NHS services in a way that makes the
best use of their skills. This means making sure that patients see the
right health care professional for their specific need – and where
possible that this happens the first time they seek help.
This should give people a better experience of care, and help make
the most of NHS resources. It’s important to stress that there are no
plans to reduce the amount of money we spend on urgent care
services in Liverpool.

To take new NHS guidance into account.
NHS England has introduced new national guidance to help raise
standards and simplify urgent care services for patients. This includes
the development of ‘Urgent Treatment Centres’.
The next step is for clinical commissioning groups, who are responsible
for planning local services, to look at current services against the national
guidelines and develop plans for what this might mean for their area.
Where there is a proposal to make changes to services, plans would be
subject to public consultation.
You can find out more about national plans for urgent care on
the NHS England website: www.england.nhs.uk/urgent-emergency-care/

To reduce pressure on accident
and emergency (A&E).
There is a national NHS standard which says that at least 95% of
patients who attend A&E should either be admitted to hospital,
transferred to another care provider or discharged within four hours.
Like many other areas, we aren’t meeting this standard in Liverpool –
during 2017/18 we only reached 90.4%. Making sure people can access
other types of care which meet their needs, rather than A&E, would
help hospitals focus on those who need to be treated there.
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“We want to use this urgent care
review to understand more
about what people need, so that
we can put in place services which
really work for local people.“
Dr Rosie Kaur, Liverpool GP and Interim
Clinical Lead for Primary and Urgent Care
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Facts and figures about
urgent care in Liverpool
Walk-in Centres
Visits to each walk-in centre last year

Most common reasons
for using a walk-in centre
• Health advice

Old Swan Walk-in Centre - 47,425

• Respiratory illnesses
• Viruses

Smithdown Road Children’s
Walk-in Centre - 27,816

• Soft tissue injuries

South Liverpool Walk-in Centre - 35,956

• Urinary tract
infections (UTIs)

Liverpool City Centre
Walk-in Centre - 35,278

• Wound care

Accident and emergency (A&E) departments
Visits to each A&E last year

Royal Liverpool University Hospital - 89,105

What you have already told us
In 2015/16 we asked people to tell us what they thought about local
health services in Liverpool. Some of the things we learnt from this were:
• For most people the GP is the face
of the NHS, the service people use
most often and will choose first in
most circumstances.
• Some people told us that they had
resorted to accident and emergency
because it was easier than waiting
for a GP appointment, or using
other services.

• People told us they would be
interested in seeing a GP at
weekends/evenings at a health
centre that may be different from
their usual GP surgery.
• Urgent mental health care has been
described as very confusing, with
good and appropriate care difficult
to access.

• People feel that same day access
to GPs is important and sometimes
difficult to get.

We’ve already taken forward some
of this learning, and we will use our
conversations with the public between
November 2018 and January 2019 to
help us understand more.

Aintree University Hospital - 83,178
Alder Hey Children’s Hospital - 58,625

GP Practices

Who is involved
in this review?

Liverpool’s 88 GP practices offer a total of roughly 2.5 million patient
appointments or telephone consultations each year.

The review of urgent care is being led by NHS Liverpool Clinical
Commissioning Group (CCG), which plans NHS care for the city.

NHS 111

Urgent care changes are part of a national programme, so we are
working with clinical commissioning groups in South Sefton and
Knowsley, to make sure that our conversations with local people,
and the options we develop, are joined up and make sense to people
who live near the boundaries of these areas.

People in Liverpool made 81,574 calls to NHS 111 between
April 2017 and March 2018.
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How do I share my views?
You can visit www.liverpoolccg.nhs.uk to complete an online
questionnaire. More information about the review, and
details about a series of public engagement events being
held between November 2018 and January 2019, will also be
available here.
For a paper version of the questionnaire, or to request
another format, call 0151 296 7537, or email
involvement@liverpoolccg.nhs.uk, or text 07920 206386.

Also available:
Easy Read,
Large Print,
Audio / Braille
You can download translations and other formats
at this webpage bit.ly/urgent-care-review

We’ll be sharing more information and updates at
facebook.com/nhsliverpoolccg

twitter.com/liverpoolccg

