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Listening to you… 
in new ways 
 

We’ve all had to change the way we keep in touch this year – and your local Clinical 
Commissioning Group is no exception. Over the summer, we asked people to share their views 
on how we should listen to patient voices during the pandemic. 

5 October saw the first online meeting of our patient, public and carer engagement forum. It’s 
not how we hoped to engage with people in 2020, but we’re pleased to say that most people 
found it useful and informative.  

The forum meeting was chaired by Chris Piercy, the CCG’s Executive Director of Nursing, 
Patient Safety and Quality, and included an update from our Medical Director, Dr Dominic 
Slowie; an outline of the changes to urgent care from Marc Hopkinson, Service Reform 
Manager; and an update from Cynthia Atkin of Healthwatch. 

Below we have outlined some of the key themes that were discussed – but if you’d like more 
detail, you can view a recording on YouTube.  

 

New ways of working 
 
Over the summer, we asked people to share their ideas on how we should listen to your views 
in the current situation. We’d like to say thank you to everyone who responded. 
 
We put forward four options for ways to hold events and listen to views from local people and 
communities during the pandemic. By far the most popular choice was online live events – but 
we will continue to review the way we work, to make sure that anyone who doesn’t use 
computers or smart phones can still take part as much as possible. 
 
You can find out more at www.newcastlegatesheadccg.nhs.uk or contact us direct at 
ngccg.involvement@nhs.net or phone 0191 217 2522. 
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https://newcastlegatesheadccg.nhs.uk/listening-to-you-during-coronavirus/
https://youtu.be/q9k0LB7yNZU
https://newcastlegateshead.ccg.necsu.info/help-us-listen-to-you/
http://www.newcastlegatesheadccg.nhs.uk/
mailto:ngccg.involvement@nhs.net
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Our first online event 

 

Presentation from Dr Dominic Slowie, Medical Director 
 

Dr Slowie spoke about the changes at GP surgeries during the pandemic, as well as how Covid 
‘hot sites’ work, the ‘total triage’ approach at practices and how we will keep services running 
through the winter months.  
 
Our practices are all using total triage, to avoid the need to be physically present in GP 
surgeries with the use of digital solutions such as telephone calls. GPs and practice nurses are 
also using video, with a text message being sent out with a link to enable video consultations.   
 
Referrals have also been made to Talking Therapy services in this way, with a web link sent to 
the patient so they can get the support they need. 
 
During March to May, when the first wave of Covid-19 was at its worst, we recognised that we 
would not be able to deliver all the services that we would normally provide. With staff working 
exceptionally hard, we did very well across Gateshead and Newcastle to keep many services 
going and provide the majority of consultations in new ways such as video or phone calls.  
 
Dr Slowie also highlighted a useful patient guide to services during the pandemic, which was 
created by local clinicians, with support from our involvement team.  
 
As at 5 October 2020, Dr Slowie reported that we were moving into phase three of our recovery 
plan, getting services such as flu injections and Long Term Condition (LTC) checks up and 
running. These will all take place remotely where possible, though clearly things like blood tests 
can only be carried out in surgeries.   
 
It’s important to say that where it is necessary, you can still be checked out in your surgery, for 
example where a physical assessment is needed such as checking your chest or stomach. 
 
‘Hot sites’ (also known as ‘hot hubs’) are places where patients with Covid-19 symptoms can be 
safely seen face to face. These helped patients in the pandemic’s first peak, providing 
assessments to see whether the patient needed to be admitted to hospital or could safely self-
isolate at home.  
 
These were stepped down after the first peak but at the time of the meeting were being set up 
again. We also have a visiting service for patients who are too unwell to go to the hot sites, 
which is still in operation. 
 
We also asked practices to set up continuity plans to ensure that services can continue in 
challenging times. One such example is when practices have a number of staff test positive for 
Covid. In this situation it may not be possible for a practice to operate in the normal way and 
patients needing a face to face examination may be asked to attend neighbouring practices 
instead.   
 
 

 
 
 
 
 
 

 

https://newcastlegatesheadccg.nhs.uk/wp-content/uploads/sites/12/2020/10/NG-CCG-Covid-19-Health-Resource-Guide-V6.docx
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Presentation from Marc Hopkinson, Service Reform Manager 
 
Marc helped us understand recent changes to urgent and emergency care services. The CCG 
has shared a lot of messages over recent months around issues like flu immunisation, 
appropriate use of accident and emergency (A&E) due to the risks of Covid-19 and the risks 
associated with waiting in A&E departments.  A number of people have avoided going to A&E 
due to these risks. 
 
Urgent and emergency care services are open, but we are urging people to telephone rather 
than walk in to these services. Marc explained that the models shown below have been put in 
place to help ensure patients are passed onto the right service, so that everyone is as safe as 
possible during the pandemic.  
 
 

 
 
This diagram shows the number of routes you might experience when using the NHS 111 
service, such as: 
 

 A telephone conversation with a GP, which could lead to one of these options:  
 

o 999 – emergency call, ambulance being called 
o Home visit 
o Face to face appointment 
o Referral to an emergency department or urgent treatment centre 
o Call closed following advice or a referral to your local pharmacy 

 

 With an injury or needing an x-ray, you would be booked into an urgent treatment centre 
or emergency department. 
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It’s important to be clear that you are still able to self-present at A&E if you need to – but we are 
advising patients to phone ahead. This may work slightly differently due to changes made 
during the pandemic. 
 
A nurse practitioner would assess you at the ‘front door’ if you self-present, and you may be 
booked an appointment if that is appropriate.  
 
If you are directed into our majors department, you will be seen in the emergency department. 
For minors, an assessment and appointment will be made as this is the best way for us to meet 
everyone’s needs and manage levels of demand.   
 
If the appointment is not made for you straight away, this would be because it is not an 
emergency situation and you are being booked in appropriately, based on clinical assessment 
at that time. 
 
Marc summarised by saying that in non-emergency cases, people can phone NHS 111, contact 
their GP surgery or get advice from a pharmacist. In an emergency you can ring 999 or access 
our emergency departments. 
 
 
 

Presentation from Cynthia Atkin, Healthwatch  
Cynthia reported that Healthwatch has taken on a signposting role during the pandemic.  
Healthwatch has made use of accessible leaflets, as well as speaking to food banks and 
community groups so people have support to complete their surveys.   
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By doing this a befriending service was offered when asking people to complete surveys, 
especially in diverse communities, ensuring they know about Healthwatch and their role. 
 
From that local campaign, they then moved on to the national ‘Because we all care’ survey, 
which is helpful in looking at wider trends and themes for the NHS. Leaflets and surveys are all 
provided in accessible format and different languages.  A lot of promotion has been done to 
encourage people to complete the survey which has shown positive feedback. 
 
 
 
 

Find out more… 
 
To find out more about getting involved with your CCG’s work, visit our website at 
www.newcastlegatesheadccg.nhs.uk or contact us direct at ngccg.involvement@nhs.net or 
phone 0191 217 2522. 
 
 
 

Next meeting 
 
Our next patient, public and carer engagement forum will be held online on Monday 9 
November 2020 at 2-4pm. You can take part using the links below: 
 

 Join on your computer or mobile app - click here to join the meeting  

 Call in (audio only) - 020 3321 5208, code 63057307#   United Kingdom, London. Phone 
Conference ID: 630 573 07#  

 
 

http://www.newcastlegatesheadccg.nhs.uk/
mailto:ngccg.involvement@nhs.net
https://teams.microsoft.com/l/meetup-join/19%3ameeting_NDAwNmExN2MtMWNjMC00NzBiLTg5ZTQtZDQ4Y2E2MmY5MjI4%40thread.v2/0?context=%7b%22Tid%22%3a%2237c354b2-85b0-47f5-b222-07b48d774ee3%22%2c%22Oid%22%3a%222a6c8504-80ae-4461-b523-1e976e6e1c6e%22%7d
tel:+442033215208,,63057307# 

