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Your views about urgent healthcare

Urgent care: what does it cover?
The term urgent care covers the health services available to people 
who need fast access to advice, diagnosis and medical care for non-life 
threatening conditions or injuries that can be a treated outside of hospital. 

Your urgent care services in Sunderland are: 

•	  Regional NHS 111

•	 61 community pharmacies

•	 50 local GP surgeries

•	 GP out-of-hours service  

•	 Four urgent care centres

•	 The city-wide recovery at home service

The following organisations have been involved in the 
development of this urgent care programme: 

•	 City Hospitals Sunderland NHS Foundation Trust

•	 NHS England

•	 NHS North Durham and Durham Dales, Easington and 
Sedgefield Clinical Commissioning Groups via NHS North 
of England Commissioning Support Unit 

•	 NHS Sunderland Clinical Commissioning Group 

•	 North East Ambulance Service NHS Foundation Trust

•	 Northern Doctors Urgent Care

•	 Northumberland, Tyne and Wear NHS Foundation Trust

•	 South Tyneside NHS Foundation Trust

•	 Sunderland Care and Support

•	 Sunderland City Council

•	 Sunderland GP Alliance
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Helping you get the most out of local services 
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Your views about urgent healthcare

Welcome
We are NHS Sunderland Clinical Commissioning Group (CCG), an 
organisation overseen by NHS England and led by local GPs. We are 
responsible for planning, developing and delivering NHS healthcare and 
health services so that people living in Sunderland have access to the 
best possible care within our available resources.  

We’re asking local people to share their views on local urgent care 
provision. We want to know how we can adapt our current services to 
improve the health and wellbeing of local people. This is so everyone 
can live longer with a better quality of life whilst getting the best of out 
of our resources.

It’s really important that we understand your views when we make 
decisions about future urgent care provision so please take some time to read this document and let 
us know what you think. Your opinions are extremely important to us.

For more information about the CCG you can visit www.sunderlandccg.nhs.uk

Dr Tracey Lucas
Executive GP and clinical lead for urgent care
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Helping you get the most out of local services 

The future of urgent care 
in Sunderland 
Over the last few years we have done a lot of 
work across Sunderland to improve services and 
provide more care closer to home to improve 
the health of the local population. At the same 
time we have seen:

•	 Changes in national urgent care policy and 
guidance

•	 Closer working with healthcare partners 
across the region 

•	 A big increase in healthcare demand in 
Sunderland

•	 The population is ageing 

•	 More people are facing life with multiple 
long term health conditions

This means it is more important than ever that 

local health and social care providers, partners, 
the public and patients work together to 
shape services as we adapt to meet changes in 
demand. 

Recent work with healthcare partners and 
service users has shown that one of the 
biggest challenges in Sunderland is urgent 
care provision. From earlier conversations with 
patients and the public, we have found: 

•	 The current urgent care system can be 
confusing – people aren’t always sure which 
services to use

•	 People want to be able to see a GP when 
they have an urgent care need

•	 Those with long term conditions want 
services that meet their more complex needs 
and that they need to be all joined up

•	 The number of people using emergency 
services is increasing

Served by:  NHS 111 

61 community 
pharmacies 

50 local GP 
surgeries 

GP out-of-
hours service 

Four urgent 
care centres 

Local population 

277,000 
The NHS

non-emergency
number
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Your views about urgent healthcare

Read the NHS Five Year Forward View on our website: www.sunderlandccg.nhs.uk

At Sunderland CCG we want to improve the 
health of people in our community. To do this, 
we need to adapt current services to ensure that 
we provide accessible and coordinated services 
that not only work now, but are also fit for the 
future. 

It is important that our urgent care provision:

•	 Complements the wider health and social 
care system in Sunderland and across the 
North East 

•	 Ensures people are seen in the right place by 
the right person, first time and every time

•	 Offers appropriate urgent care provision 
outside of hospital so that people no longer 
choose to queue in hospital emergency 
departments (A&E) 

Health services within the community is our 
biggest area of improvement which means that 
GP care is now even more central to our future 
needs. For the times when patients are unable 
to access their own doctor, because the practice 
is closed or they are away from home, NHS 111 
is available for people to call so that they know 
where they can get the medical help they need.

“There are so many different 
services I would get confused 
which one to use”

Sunderland patient

In 2014, NHS England set out changes in national urgent care policy and 
guidance . This is called the ‘Five Year Forward View’ . The main purpose 
is to ensure:

“For those people with urgent but non-life threatening needs we must 
provide highly responsive, effective and personalised services outside 
of hospital . These services should deliver care in or as close to people’s 
homes as possible, minimising disruption and inconvenience for 
patients and their families” .
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Helping you get the most out of local services 

Why urgent care services 
cannot stay as they are
The way people use the NHS is changing. 
In recent years the number of people using 
emergency hospital services has steadily 
increased. In the last 12 months, City Hospitals 
Sunderland NHS Foundation Trust had 90,000 
visits to their emergency department. 

In response to increasing demand, NHS England 
has set out a five year plan to review and 
simplify healthcare services, designed to make 
sure that people choose the NHS services that 
are best suited to their individual needs and, 
as a result, reduce pressure on the emergency 
services. This ‘Five Year Forward View’ aims to:

•	 Develop a more integrated urgent care 
system so that patients are treated in the 
most appropriate place for their needs

•	 Simplify urgent care provision to reduce 
confusion, ensuring people can access the 
right service, first time

•	 Treat patients with non-life-threatening 
health needs in the community

•	 Offer 24 hours a day, seven days a week 
access to urgent care provision

On a local level

We are reviewing urgent care provision in 
Sunderland to make sure that people have 
access to the best possible patient care. To do 
this, we need to use our resources effectively, 
and ensure that clinical staff across all urgent 
care provision can work together to reach the 
patients who need their specific skills.  

We have already asked people what they think 
and they told us that we need to focus on:

•	 Whether people know what services are 
available 

•	 Which services best suit their health needs

•	 Where to go for advice and support 

•	 Whether people understand how to access 
services and use of emergency services 

•	 The best way to deliver high quality 
affordable services

Drawing on our experience, expertise, 
knowledge of patients and relationships with 
other health and social care partners we will 
develop more targeted health services. We want 
to ensure we deliver our vision of ‘Better Health 
for Sunderland’.

at City Hospitals Sunderland,  
visits made in the last 12 months:

90,000

Emergency 
Department
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Your views about urgent healthcare

How to get involved 
Over the coming weeks we will have plenty of 
ways that you can get involved to tell us how 
we can best meet urgent care needs and what 
could be improved in Sunderland. 

If you live in the area it’s important that you 
have your say. It’s the only way we’ll understand 
what services you need to meet your urgent 
health needs. 

There are many ways to get in touch, just 
choose an option shown on the right that is 
easiest for you:

Complete our survey:  
This is available online at:  
www .sunderlandccg .nhs .uk/urgentcare 
or request a paper copy by contacting 
us using the details below.

Email us: SUNCCG.sccg@nhs.net

Facebook: Sunderland Health

Twitter: @SunderlandCCG

Call us on: 0191 512 8484

Write to us at: Urgent care, NHS 
Sunderland Clinical Commissioning 
Group, Pemberton House, Colima 
Avenue, Sunderland, SR5 3XB

Calls made to NHS 111:
Items dispensed:

arriving at City Hospitals:Appointments with GPs:

Visits made to our four 
Urgent Care Centres:

Visits made:

NHS 111 Prescriptions

AmbulancesGPs

1,492 159,709

51013,076 

2,065

1,680

In Sunderland every week there are on average:

Urgent Care  
Centres

Emergency 
Department
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Helping you get the most out of local services 

Urgent care provision in 
Sunderland
If we fully understand the ways in which people 
use healthcare services, we can begin to offer 
targeted information and advice so that they 
can choose the best option to meet their 
individual needs.

Across the city we currently offer a range 
of services designed to support our local 
population with everything from simple injuries 
and ailments through to the most serious 
conditions:

NHS 111: NHS 111 is the number to dial for 
non-life threatening medical concerns. It is a 
national telephone number where healthcare 
professionals are on hand to provide telephone-
based clinical advice, access to out-of-hours 
doctors and wider medical services when they 
are needed. 

Community pharmacies: Local pharmacies 
offer advice for minor illnesses and injuries as 
well as advice on the safe use of medicines. 
Lots of pharmacies are open until late and 
at weekends, which is useful when the local 

GP surgery is closed. With 61 community 
pharmacies in the Sunderland area, there won’t 
be far to travel. 

Local GP surgeries: The GP is where most 
people go when they have a health problem. In 
Sunderland there are 50 GP practices to serve 
the local population. 

GP out-of-hours service: The GP out-of-hours 
service aims to provide accessible urgent care 
when GP practices are closed. Depending on the 
severity of the healthcare concern, patients may 
be offered telephone advice, an appointment or 
a home visit. This service is accessed by phoning 
111.

Urgent care centres: At Sunderland’s four 
urgent care centres, GPs and nurses are available 
to see patients who have a health issue which is 
not life-threatening but needs to be seen that 
day. 

Recovery at home service: Recovery at home 
nurses support adults who need short term 
health or social care support, to help to keep 
them living at home during times of illness. The 
service operates 24 hours a day, seven days a 
week.
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Your views about urgent healthcare

The NHS urgent care experience, November 2016
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Helping you get the most out of local services 

Areas we’re reviewing 
Sunderland’s population is approximately 
277,000 people and the population is predicted 
to rise to around 280,000 by 2030. Compared 
to the England average, Sunderland has a higher 
proportion of older people who use health and 
social care services more intensively. 

Our levels of social and economic disadvantage 
are higher than the England average, and this is 
linked to poor health. 

In recent years average life expectancy has 
improved, yet the people of Sunderland live, on 
average, shorter lives than the England average. 
Heart disease, cancer and respiratory problems 
are responsible for many early deaths. 

On average, our residents live a greater part 
of their lives with illness or disability which 
limits their daily activities and leads to a greater 
reliance on healthcare services.

With the help and understanding of our 
residents we think we can improve these figures. 

This is why your opinion is so important. By 
analysing needs and improving urgent care 
provision, we can continue to meet NHS 
England objectives and deliver more effective, 
targeted services:

•	 Providing better support to help people care 
for themselves and the people who depend 
on them

•	 Helping those who need urgent care to get 
the right advice in the right place, first time

•	 Working together to strengthen the health 
and social care system to improve physical 
health and mental health

•	 Through sharing information and resources

•	 Providing responsive, urgent physical and 
mental health services outside of hospital 
every day of the week, reducing reliance on 
emergency services
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Your views about urgent healthcare

Provide better support to help 
people care for themselves

Many minor ailments or injuries get better 
without the need for professional medical 
intervention. 

For healthy people, most common illness such 
as coughs, cold and flu will clear up in a few 
days with a combination of rest and medication 
from a well-stocked medical cabinet.

By supporting people to look after themselves:

•	 Many people will be able to look after minor 
healthcare issues themselves, including 
monitoring and controlling long term 
conditions such as diabetes or asthma 

•	 More people will be able to live their normal 
day-to-day lives, without over reliance on 
NHS services

•	 We will free up resources so that medical 
professionals are available for those people 
who will really benefit from their help

Provide a wider range of 
treatment closer to people’s 
homes 

Many straightforward healthcare requirements 
are already monitored and treated using local 
services such as pharmacies and GPs. But there 
is a greater range of services currently carried 
out in hospitals that could be treated in a 
doctor’s surgery, or in the community. 

For patients, community-based care means:

•	 Fewer overnight stays in a hospital

•	 People will only need to travel to hospital to 
access more specialist services

•	 People with long term conditions will be 
better able to manage their condition and 
stay at home for as long as possible

•	 The quality of care will also improve for 
people in care homes as support will focus 
on those most in need

•	 Instead of ending up in hospital, patients 
with complex and long term needs will have 
coordinated care focused around them

For commissioners and providers this approach 
offers more sustainable care through more 
effective use of our limited resources.
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Helping you get the most out of local services 

Connecting health and social 
care more closely

Working together with our partners (via the 
Sunderland-wide Urgent Care Board) we 
have developed five principles that will help 
us to improve urgent care provision across 
Sunderland.

1. Increase people looking after themselves 
through access to appropriate clinical advice

2. Ensure appropriate treatment is available as 
close to home as possible

3. Simplify access by reducing duplication of 
services and making sure they are joined up

4. Meet mandated requirements

5. Be safe and provide responsive, high quality 
care that is sustainable

In the future we would like all of the NHS 
services and systems to be joined up so that 
people can move between hospital and 
community-based services quickly and easily.  

The changes in our local population are leading 
to:

•	 Increased demands on NHS services 

•	 Some people having to wait longer to see  
a doctor or nurse than they would like

However, we know that many people make 
appointments to see a doctor for minor illnesses 
that could be treated:

•	 By people looking after themselves

•	 By a pharmacist 

•	 With over the phone advice

We also know that people use the emergency 
department (A&E) when they can’t get a 
doctor’s appointment quickly and that many 
people leave with simple advice that is available 
in the community.

We want to make sure that people see the right 
person to treat their medical condition. In the 
future pharmacists could play a greater role in 
urgent care, offering a wider range of services 
including diagnosing and treating many minor 
illnesses and injuries plus offering advice on 
medicines. 



14
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Making sure seriously ill people 
are treated in centres with the 
right facilities and expertise

It is important that people who need medical 
care have access to the most appropriate level of 
care to meet their needs. For those with serious 
and life-threatening conditions the need is even 
greater. 

For adults and children with urgent care needs, 
we want to provide a highly responsive service 
that delivers care as close to home as possible, 
minimising disruption and inconvenience for 
patients, carers and families.

For those people with more serious or life-
threatening emergency care needs, we want to 
ensure they are treated in centres with the right 
expertise and facilities to maximise the prospects 
of survival and a good recovery.

We currently offer 24/7 access to healthcare 
services through NHS 111 and with recent 
NHS England changes, seven day access is due 
to be extended to GP practices (evenings and 
weekends) from 2020/21 across the country. 
This will be available in Sunderland from April 
2017. 

Provide safe, affordable, high 
quality care 

We need to make sure that any improvements 
that are suggested can be managed within the 
resources that are available to us. This is because 
the NHS will have less money to spend and the 
needs of the population are changing.  

The local population is increasing and the 
number of people needing urgent and hospital-
based care is growing at a faster rate than the 
resources available to pay for them. 

There is rising demand for NHS services which 
means we need to become more efficient. We 
have put into place plans to help achieve this 
and, at the same time, continue to commission 
high quality, affordable healthcare. 

Against this economic backdrop, healthcare 
needs are changing. Life expectancy is increasing 
and bringing with it a range of conditions and 
health needs: dementia and obesity pose a 
significant challenge and an increasing number 
of people need support and management for 
long term health conditions.

All of this means we have to review our service 
provision. We need to look at our areas of 
spending to ensure the best outcomes for our 
whole community and enable everyone to 
receive the most effective treatments.

We look forward to hearing your views.
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This document is available 
in large print and other 
languages on request: 
telephone: 0191 217 2670 
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