Have your say on the development of Halton’s
Urgent Treatment Centres
January 2019
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About this document
This document and consultation is about urgent care – this means illnesses or injuries that are not life threatening, but where you need an
urgent clinical opinion.
This document explains how NHS Halton Clinical Commissioning Group (CCG) intends to develop the two Urgent Care Centres (UCCs) in
Halton into Urgent Treatment Centres (UTCs). This development will continue to provide the best possible treatment for our residents
whilst making them sustainable for the future. You may know the Urgent Care Centres by a previous name such as a walk in-centre or
minor injuries unit.
The document also explains what people have already told us about the UCCs and how this has helped shaped the local model whilst still
working within the new national criteria developed by NHS England.
The document will also explain the CCGs consultation on proposals to reduce the existing opening hours from 15 hours to 13 hours per
day.
If you would like any further information, our contact details are below;

engagement@haltonccg.nhs.uk

www.haltonccg.nhs.uk

01928 593479
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Why are we changing services in Halton?
In 2013, there was a national review of emergency and urgent care services. This review called for these services to be more responsive,
offer personalised care for patients and deliver even better clinical outcomes.
The review involved a public consultation, where patients and the public informed the national review that there is a confusing mix of walkin centres, minor injuries units and urgent care centres, in addition to numerous GP health centres and surgeries offering varied levels of
core and extended services. There was also some confusion around opening times, the types of staff present and what diagnostics may be
available.
To end this confusion, a national set of core standards has been established for Urgent Treatment Centres, ensuring as much commonality
as possible. Nationally by December 2019 all areas that currently have urgent care centres, walk in centres and minor injuries units will
need to develop these into Urgent Treatment Centres. This means patients and the public will:
a) Be able to access Urgent Treatment Centres that are open at least 12 hours a day,
GP-led, staffed by GPs, nurses and other clinicians, with access to simple
diagnostics, e.g. urine tests, ECG and X-ray.
b) Have a consistent route to access urgent appointments offered within 4hrs and
booked through NHS 111, ambulance services and general practice. A walk-in
access option will also be retained.
c) Increasingly be able to access routine and same-day appointments, and out-of-hours
general practice, for both urgent and routine appointments, at the same facility, where
geographically appropriate.
d) Know that the Urgent Treatment Centre is part of locally integrated urgent and
emergency care services working in conjunction with the ambulance service,
NHS111, local GPs, hospital A&E services and other local providers
e) Integrate crisis mental health services
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For Halton this means that the two UCCs, in Widnes and Runcorn will become operational as Urgent Treatment Centres by December
2019. In Halton, the UCCs have had several names and you may know them as either walk in centres or minor injuries unit.
We want to ensure that people know where to go if they have an urgent or emergency care need and that the services they access
provide the right advice, support and treatment. We don’t want people to have to go to different services to get the care they need.
We want our urgent and emergency care system to be clear, simple and effective, ensuring that people are supported, as appropriate
to care for themselves.
Urgent Treatment Centres are for same-day urgent non-life
threatening conditions.
And by December 2019 all walk in centres, minor injuries units and
urgent care centres will be known as – Urgent Treatment Centres

URGENT TREATMENT
CENTRE
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What people have already told us
Between October and December 2018, we listened to people’s views on the current UCCs in Widnes and Runcorn and their views on the
national model to ensure that both local Urgent Treatment Centres will meet the needs of Halton residents. Healthwatch Halton has also
engaged with people who have used both services and their findings have also been taken into account.
You can find the summary of this engagement on our website by clicking here
People who have used either UCCs in Halton generally had positive experiences and
the majority of those engaged thought the new model would be an improvement.
Listed below are some of the other key themes that came out of the engagement process
and how the new model will address them.
Mental Health Integration
There was overwhelming support (73%) for a mental health integration offer, with one respondent
commenting “If mental health staff are also available on the unit to assess mental health patients
this may work”.
Triage and Waiting Times
Waiting times at both UCCs were highlighted as being too long.
GP Provision
The reduction in the GP provision at the current UCCs was seen as a major barrier,
with one respondent stating ‘I won’t even go there now, knowing there isn’t a doctor present to support the nurses”.
Signage and Car Parking
Halton Healthwatch’s report (Another Day in the Life) highlighted patient concerns relating to traffic and onsite signage at both UCCs.
Patients accessing Runcorn UCC felt that traffic signs onsite need to be improved, so patients know where they need to go. Also patients
attending Widnes UCC expressed concern about current car parking arrangements. When the centre car park is full, there is no signage
advising them of additional (free) car parking further up the road.
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Comfort
Healthwatch Halton advised that patients wanted access to a free water dispenser, at Widnes UCC. One respondent also commented that
current facilities in the UCC, such as seating weren’t comfortable for pregnant women.
Customer Care
There were several comments relating to improvements in customer care that patients felt were needed. More ‘compassion’ from staff was
mentioned several times. There were also examples of patients feeling that staff had been dismissive of their symptoms. One respondent
reported that the “staff member was initially dismissive of my symptoms and only referred me on at the last minute”.
Families
Some respondents shared their experience of UCC’s when attending as a family.
Some examples include:
“Son and daughter-in-law with a 1 year old child following an RTA. Child was triaged first and definitely wasn’t within 15 minutes. Decided
to do son and daughter-in-law at the same time. Then told to wait outside, child was seen after an hour. Son and daughter-in-law had to
wait another 3 hours and 30 minutes. Surely there has to be a better way to deal with a family with the same issue”.
There were also several comments suggesting a separate, quieter waiting area for children especially those with autism, ADHD or similar
conditions – as waiting areas can be busy and noisy.
Additional services
There were several suggestions for additional services that should be in the UTC these included:
 Paediatric Specialist
 Provision for scans
 Blood tests and results
 Mental health professionals if mental health crisis is integrated.
Promotion and awareness
Respondents reported some confusion about what services were available locally.
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Halton’s Urgent Treatment Centres
Following the new national criteria and the feedback from the engagement our new vision for Halton’s Urgent Treatment Centres is below.
It is intended that the new model will be an improved service and NHS Halton CCG are aiming to develop a primary care hub for patients.
The Urgent Treatment Centres service specification will include specific mental health trained nurses to ensure all patients can access
the most appropriate level of care.
The new model will include patients being triaged within 15 minutes. If any diagnostics are then needed, same day appointments can
then be made so that patients are not waiting in the UTC unnecessarily.
The new model will be a GP - led service. This will improve and increase the current GP provision of six hours a day. The service
specification will include the need for both GP provision and Advanced Nurse Practitioners being available for the opening hours.
Signage for the new Urgent Treatment Centres will be changed to incorporate the new name. Therefore improved signage will be
addressed.
To address patient feedback, additional amenities will be considered within the development of the new model.

To address patient concerns, urgent care staff will be required to undertake comprehensive customer care training to support them in
their role.
The new model will ensure that clinicians communicate more effectively with one another. Patients will be kept fully informed of their
medical care, helping to reduce unnecessary anxiety or delays in treatment.
Provide better awareness of what is available within the new UTC model as some of the suggested services i.e. paediatric services are
already offered.
 Additional
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self-care
for minor injuries
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What are my other treatment options?
Whilst developing the new Urgent Treatment Centres for Halton, it is important to understand other health services and how they all
fit together to ensure that patients can access the right treatment when they need it.

Pharmacy and Self Care

General Practice (GP) and GP Extra

Your pharmacist can give you expert advice to help
prevent conditions such as cough, cold or a sore
throat from getting worse. 96% of the population can
get to a pharmacy within 20 minutes by walking or
using public transport.

Existing general practices (family doctors) will continue to provide
services as they do now 8:00am – 6:30pm with many offering their own
extended openings on certain days.

If you get free prescriptions, you can get a range of
ailments and illnesses treated for free through our
local minor ailments scheme "Care at the Chemist
scheme"

GP Extra is the name of the Halton based extended hours General
Practice service which allows patients to make and choose prebookable and same day appointments with prescribing practitioners.
The idea of GP Extra is for patients who might be struggling to get a
routine GP appointment or want to arrange a GP consultation outside
of normal hours.

Pharmacists can advise if you need to see your GP
or attend the Urgent Treatment Centres. In most
cases they offer longer opening hours than your GP
surgery and no appointment is necessary

These appointments are available between the hours of 6.30pm –
9.00pm Monday-Friday and 9.00am – 3.30pm Saturday-Sunday.
Patients should ask for a GP Extra appointment by ringing their on GP
Surgery. GP Extra will continue to provide the service as it does now.
Currently, GP Extra is delivered from the following locations in Halton:
Widnes Healthcare Resource Centre
Oaks Place, Caldwell Road
Widnes
WA8 7GD

Heath Road Medical Centre
Heath Road
Runcorn
WA7 5TJ
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Integrated NHS 111 and
GP ‘Out-of-Hours’ Service
These services will continue to be provided in Halton.
NHS 111 is the NHS non-emergency number. It’s
fast, easy, free and available 24 hours a day every
day. NHS 111 have highly trained advisors,
supported by healthcare professionals who will
assess your symptoms and immediately direct you to
the best medical care for you, including UTCs.

Accident and Emergency Care (A&E)
The current A&E departments that are used most frequently
by the residents of Halton are; Warrington and Halton
Hospitals NHS Foundation Trust and St Helens and
Knowsley Teaching Hospitals NHS Trust.
These will remain and will continue to provide services as
they do now.

The NHS pledges to provide services at a time that's
convenient for you. Outside normal surgery hours
you can still phone your GP surgery and you will be
directed to an out-of-hours service. The out-of-hours
period is from 6.30pm to 8am on weekdays and all
day at weekends and on bank holidays. Dependent
on your medical condition, you will be offered either a
home visit by a GP or a face-to-face consultation at a
local GP Out of Hours Service close to your home.
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Opening Hours
The current opening hours of both Urgent Care Centres is 15 hours, per day (7am to 10pm). 365 days per year. In line with national
standards, but following feedback from the pre-consultation process and to ensure there is a comprehensive primary care offer, the
CCG is proposing to reduce the opening times from 15 to 13 hours, with the opening hours proposed as being 8am – 9pm.
As this proposal is a change of service, Halton CCG is keen to consult with patients, the public and key stakeholders to ask their
views on the model of care and the opening hours of the Urgent Treatment Centres. The two options are listed below:
Option 1

Option 2

Is to maintain the current arrangement, where urgent
care services are delivered between 7am and 10pm at
both Runcorn and Widnes UCCs.

By offering urgent care services between 8am and 9pm,
this compliments existing GP provision in Halton.
Outside of these hours, patients can still access NHS
111 for advice or the GP Out of Hours Service for
treatment. For life threatening or emergency situations
then patients should still use A&E.

Halton CCG carried out two reviews of the existing
service provision. Data shows us that between the hours
of 7pm and 10pm, demand for urgent care services at
both UCCs falls significantly. The average number of
patients seen during this period is 19 patients per day for
both UCCs.
However, even with the current service provision, many
Halton residents still choose to visit A&E for the
treatment of minor injuries and illnesses when alternative
services are available on their doorstep, such as UCCs,
Self-Care at local Pharmacies, GP Practices, GP Extra
and GP Out of Hours Service.

The new urgent care model will also support local A&E
departments at St Helens & Knowsley Hospitals and
Warrington and Halton Hospitals to cope with the surge
in demand, during peak periods. Patients with none life
threatening conditions can be treated effectively at their
local UTC by a GP or Advanced Nurse Practitioner
(ANP). This means A&E is freed up to treat those
patients with more acute needs.
Both options would be supported by:




NHS Halton CCG’s preferred option is 8am – 9pm

Improved NHS 111 service (telephone and online)
More promotion of self-care – ‘helping to look after yourself’.
Local pharmacists Alignment of opening hours for Urgent
Treatment Centres with Halton primary care services there is an
opportunity to support a more robust workforce provision –
making sure we can direct appropriate staff to areas of greatest
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clinical need.

Patient journey through the Urgent Treatment Centre

HOW TO ACCESS URGENT
TREATMENT CENTRE (UTC)
Self-referral (walk in)
Patients can also access UTC
through pre-booked
appointments via the following
services:
 NHS 111 Service
 Primary Care
 North West Ambulance
Service
 A&E Primary Care
Streaming
 Care Homes
 Social Care

WELCOME & TRIAGE

a) All patients are welcomed
and booked in at
reception
b) Patients are triaged within
15 minutes of arrival by a
health care professional.
c) Dependent on the medical
condition patients will be
prioritised accordingly and
will be seen and treated
within 2 hours.
d) If patient arrives by
ambulance or is given an
appointment beforehand
to attend, they are seen
within 30 minutes of
arrival.

DIAGNOSTIC & TREATMENT

DISCHARGE

f) Patients will be seen by
an appropriate healthcare
professional within 2
hours
g) Alternatively, patients
may be given a prebooked appointment slot
to come back and receive
their diagnostic tests
results and treatment.
The healthcare professional
(dependent on their medical
condition) may refer patents
onto hospital or community
based health and social care
service

All Patients will be
discharged
appropriately and
provided with
information on their
condition or how to
access alternative
services.

 Voluntary Sector

MAXIMUM OF TWO HOUR WAIT FROM ARRIVAL TO DISCHARGE
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What we’re asking in this consultation

2

1
How long do you think
the new Urgent
Treatment Centres
should be open?

National guidance
requires us to open the
Urgent Treatment
Centres for a minimum of
12 hours per day, our
preferred option is for 13
hours per day

Do you think the new
model improves what
we have now?
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We also want to understand
why people are currently
choosing to attend A&E rather
than the current Urgent Care
Centres for non-life
threatening conditions that
could potentially be dealt with
at the UCC or other services.

We want to create the best possible
treatment for our residents whilst
making them sustainable for the
future. Improved urgent care
services will also reduce pressure
on both St Helens & Knowsley
Hospitals and Warrington and
Halton Hospitals A&E departments.
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How you can give us your views
We are looking for your views on the new model for the two Halton Urgent Treatment Centres and on the CCGs proposal to reduce
the opening hours to 13 hours per day.
A formal 8-week public consultation will commence on Monday 7th January 2019 and will conclude on Sunday 3rd March 2019.
You can complete the short survey on the next few pages of this booklet and either post it back to us at NHS Halton CCG,
Runcorn Town Hall WA7 5TD or feedback boxes are available at both Urgent Care Centres:
Widnes Urgent Care Centre
Healthcare Resource Centre
Caldwell Road
Widnes WA8 7GD

The survey can also be
completed online at

Runcorn Urgent Care Centre
Halton General Hospital
Hospital Way
Runcorn WA7 2DA

www.surveymonkey.co.uk/r/HaltonUTC2019
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The new model and reduction in opening hours will be discussed in more detail at the CCG’s Halton People’s Health Forum,
these are held in both Widnes and Runcorn.
Halton People’s Health Forum – Widnes
Thursday 7th February 2019
1:30pm – 3:30pm
Halton Stadium

Halton People’s Health Forum - Runcorn
Wednesday 13th February 2019
1:30pm – 3:30pm
Grangeway Community Centre

Please come along and have your say, please use the contact details below to let us know if you would like to attend for
refreshment purposes.
We will also be holding a drop-in clinic on Wednesday 13th February 2019 at Grangeway Community Centre, between 10:00am
and 1:00pm; you don’t have to book – just turn up and if you have any questions or wish to discuss the consultation further we will
be there to help as much as possible.

If you are involved in a Third Sector Organisation and would like someone from the CCG to come to one of your meetings during
the above timescales, then please contact us using the below details.
For more information please refer to the NHS Halton CCG website.

engagement@haltonccg.nhs.uk

www.haltonccg.nhs.uk/get-involved

01928 593479
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What Happens Next
How we will use your comments?
At the end of consultation, we will analyse your feedback and write
a report. In March 2019 NHS Halton CCG will consider the
consultation responses as well as other information before making
a decision.
We will share the decision publicly and make sure it is available on
our website. We will also keep you informed on our social media.

@HaltonCCG
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Survey
Understanding your journey
Q1. Current data illustrates a large proportion of Halton residents are choosing to attend A&E. If you or
a family member needed same-day urgent treatment, then please let us know if and why you would
choose to attend A&E rather than the Urgent Treatment Centres.

New Urgent Treatment Centres
Q2. Do you live in:

Q3. Do you understand the new model for Urgent
Treatment Centres in Halton?

☐ Runcorn
☐ Widnes
☐ Warrington
☐ Other (please state)

☐ Yes
☐ Mostly
☐ No
Other comments
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Opening Hours
Q4. Do you think they will offer an improved
service?

Q5. Do you understand the reasons for the CCG’s
preferred opening hours for the UTCs?

☐ Yes definitely
☐ Yes mostly
☐ Unsure
☐ No
Other comments

☐ Yes definitely
☐ Yes mostly
☐ Unsure
☐ No
Other comments

Q6. Do you agree or disagree with the CCG’s preferred opening hours of the UTCs?
☐ Agree
☐ Agree somewhat
☐ Unsure
☐ Disagree
Other comments
If you answered agree somewhat, unsure or disagree to Q6, please provide more detail below.
Q7. Any Other Comments
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About You
The following section is about you and will enable NHS Halton CCG to ensure we have engaged a wide range of
people. You do not have to complete the following section and this information will only be used to theme the
responses.
Are you completing the survey as an individual or Third Sector organisations?
☐ Individual
☐Third Sector Organisation
What is your ethnicity?

What is your gender?

☐ British

☐ Caribbean

☐ Male

☐ Irish

☐ African

☐ Female

☐ Other

☐ Any other Black background

☐ Other

☐ Indian

☐ Chinese

☐ Prefer not to say

☐ Pakistani

☐ Any other Ethnic Group
I so not wish to disclose my
☐
ethnic origin

Do you identify as the same gender
you were assigned at birth?

☐ Bangladeshi
Any other Asian
background
White and Black
☐
Caribbean
☐

☐ Yes
☐ No
☐ Prefer not to say
☐ Other
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What is your religion or
belief?
☐ Christianity

What is your sexual orientation

What is your relationship status?

☐ Heterosexual

☐ Single, Never Married

☐ Hinduism

☐ (people of the opposite sex)

☐ Married

☐ Judaism

☐ Gay (both men)

☐ Separated

☐ Buddhism

☐ Lesbian (both female)
Bisexual (people of either
☐
sex)
☐ Prefer not to say

☐ Divorced

☐ Sikhism
☐ Islam
☐ Prefer not to say

☐ Widowed
☐ Civil Partnership
☐ Other (please specify)

☐ Other (please specify)

We need to know we’ve spoken to women who are pregnant
or have recently given birth. Please tick below if you:
☐ Are pregnant at this time
☐ Have you recently given birth? (within the last 26 week period)
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Do you consider yourself to have a disability? (The Equality Act 2010 states a person has a disability if
they have a physical or mental impairment which is long term (12 month period or longer) or has
substantial adverse effects on their ability to carry out day to day activities).
☐ Yes
☐ No
☐ Please state
Carers play a crucial role in health and social care. We need to know we’ve gathered the views of carers.
Please tell us if you care for someone and how old they are.
☐

I am not a carer for anyone

☐

I care for a young person/s aged younger than 24 years of age

☐

I care for a adults/s aged 25 to 49 years of age

☐

I care for an older person/s aged 50 years of age or older

Thank you for taking the time to complete the survey.
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Self Care

Pharmacy

Call NHS 111

Make your local Pharmacy or NHS.co.uk
your first choice for minor health problems.

A Pharmacist can help with many ailments,
such as coughs, colds, asthma, eczema,
hayfever and period pain.

You can call NHS 111 for free, 24hrs a day,
365 days-a-week.

Build up and maintain a well-stocked
Medicine Cupboard, ask your Pharmacist for
help and advice.

You don’t need an appointment, so just call
in! They are always happy to help.

Or go online at NHS.UK and use the online
health service tool: www.nhs.uk

General Practice (GP)

GP Extra

Your GP Practice should be the first point of contact for an illness
you can’t treat at home or at the pharmacy

The GP Extra service provides appointments outside of regular hours
and at the weekend to visit a prescribing GP. Ask your GP Practice to
make you an appointment or for more information

Urgent Care Centres
The Urgent Care Centres are available 356 days-a-year from 7am until 10pm in Runcorn and Widnes and provide expert treatment with no
appointment needed.
They can provide expert diagnostics including x-ray, ultrasound and pathology. The Urgent Care Centres also have specialist staff to treat
children.
Widnes Urgent Care Centre
Caldwell Road
Widnes, Cheshire
WA8 7GD
Tel: 0151 495 5000

Runcorn Urgent Care Centre
Halton General Hospital
Runcorn, Cheshire
WA7 2DA
Tel: 01928 714567

Accident and Emergency (A&E) or 999
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Your Local A&E is there to treat life threatening injuries or illnesses. If you don’t require this level of assistance please select one of the other
services available.

 أخرى ب ل غة ال م ع لومات هذه ع لى ال ح صول ف ي ت رغب ك نت إذا، ب ري د إر سال خ الل من ب ذل ك إخ بارن ا ف ال رجاء
ال تال ي اإلل ك ترون ي ال بري د ع لى إل ي نا إل ك ترون ي: engagement@haltonccg.nhs.uk االت صال خ الل من أو
 ع لى ب نا01928 593479
如果您希望以其他语言提供此信息，请发送电子邮件至engagement@haltonccg.nhs.uk或致电
01928 593479与我们联系。
Jeśli chcesz otrzymać te informacje w innym języku, daj nam znać, wysyłając do nas e-mail na
adres engagement@haltonccg.nhs.uk lub dzwoniąc pod numer 01928 593479
Os hoffech chi gael yr wybodaeth hon mewn iaith arall, rhowch wybod i ni trwy anfon e-bost atom
yn engagement@haltonccg.nhs.uk neu drwy roi galwad i ni ar 01928 593479

If you would like this information in another language or format, please let us know by emailing us
at engagement@haltonccg.nhs.uk or by calling us on 01928 593479
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