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Listening to patients 
As a clinical commissioning group, we know 
that if patients are involved in our work, we can 
make better decisions. It’s our job to plan and 
commission most healthcare services in Newcastle 
and Gateshead, and a strong patient voice adds real 
value to the work we do.

In a normal year, we would listen and gather views 
from local people in all sorts of ways. You might 
complete a survey about a local service, or attend 
a public event. You could attend a patient group 
at your GP practice, or come along to one of the 
CCG’s forum events. 

If you have a strong interest in one area, you might 
get more closely involved – perhaps as a parent 
who wants the best support for children with 
Special Educational Needs and Disabilities, or by 
getting active in our Long Term Conditions group.

But this was never going to be an ordinary year. 
Our area’s first Covid-19 case was confirmed in 
March 2020, and by April the NHS was adapting 
services at great speed to cope with the pandemic. 
At the same time, everyone in the country was 
getting used to pandemic restrictions with public 
events put on hold.

In these times, it would not be possible to come together with patients at forums and events 
in the usual way, so we asked our patients how you would like to keep in touch with our 
work, and we agreed on new ways to listen to patients in a pandemic.

It hasn’t been easy, but we’re still keen to listen, and your feedback continues to be important. 
Our thanks go to everyone for bearing with us in this difficult year, and we hope it is easier to 
bring patients together with our local NHS in the future.

Dr David Jones
Local GP and Chair,  
NHS Newcastle Gateshead CCG  
2020-21
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Covid-19 and primary care 
Like the whole of our country, our biggest concern over the past year has been to support patients, 
staff and the wider health and care system through the pandemic.

As the scale of the Covid-19 threat became clear, our practices had to transform the way they 
work almost overnight to keep patients and staff as safe as possible. New triage systems were put 
in place, GPs carried out most consultations by phone or video, and face-to-face appointments 
now needed careful infection control measures.

With support from Involve North East, we helped Gateshead Outer West Primary Care Network 
to hear patients’ views of the changes – and find out more about the benefits and the challenges 
they brought.

The team heard from 244 patients among seven outer west practices, as well as 13 local 
organisations. We found that many patients are keen to use phone and online services for 
both bookings and consultations, but that some patients are less confident and aware of these 
methods. 

One of the NHS’s guiding principles is that it is free to access, but using a phone or the internet is 
not free. The project highlighted a risk that this barrier, and others like language or disability, could 
make it harder for some more vulnerable patients to get the support they need.

The report has provided real insight into the way people use services – as well as the benefits and 
concerns that come with digital health. These insights will help practices to consider how best to 
help patients who may struggle with digital access.



Education Health and Care Plans in Newcastle 
When a child or young person needs more support than is normally available through special 
educational needs services, their needs are set out in an education, health and care plan (or EHCP). 
This can cover their education, healthcare and social care support needs.

We are working with Newcastle City Council to make sure that these plans are carried out to the 
best possible standard. Our involvement team has been listening to the views of children, young 
people, parents and carers through a programme named ‘Getting it Right Together’.

This included a workshop where parents and carers helped us to design an improvement plan for 
EHCPs. Some of the ideas from this event are set out in the graphic below.

The team is also gathering views through a survey, and a regular online workshop with families. 
A video and social media promotion by the parent and carer forum have helped to promote this 
work, while other options like wikis or an app are also being considered as ways to make sure 
children’s voices are heard when we plan services for Special Educational Needs and Disabilities.

4   NHS Newcastle Gateshead Clinical Commissioning Group

Your voice, your health   April 2020 - March 2021



Special Educational Needs and Disabilities  
in Gateshead  
Our involvement team is working closely with Gateshead Council colleagues to hear the views of 
children, young people, parents and carers about Special Educational Needs and Disabilities (SEND) 
services.

This has led to two ideas which can help parents and carers get the best possible support from 
SEND services. A new Your Health leaflet will outline the range of health services which wrap 
around a child, while a ‘communication star’ will hold details of all key contacts across health and 
social care services in a handy format.  

The ‘star’ can be used by GPs, schools, parents and carers, who can adapt it to include the specific 
contacts required for their child’s needs. 
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Health information for young people 
In recent years, our involvement team has supported the Little Orange Book – which helps 
parents and carers of under-fives with practical information about common childhood 
conditions.

Widely distributed through NHS and other services, this popular little booklet helps parents and 
carers deal with common illnesses and conditions as well as signposting families to the most 
appropriate service if they need further support.

Now our team is looking at how 
best to offer health information 
to young people in Gateshead. 
We think it could be good to 
share advice on things like mental 
health, weight problems, bullying, 
alcohol, drugs and smoking, 
perhaps through a booklet, an 
app or a website.

Young people, parents and 
carers have been sharing their 
thoughts through a survey, to 
help us make the right choice. 
We hope to develop the new 
resource over the coming year.

Working with the deaf community 
Deaf people can face barriers in using GP services. Patients have told us about experiences like 
leaving an appointment while still not fully understanding what ailment they have or what 
dosage of medicine they need to take – and this can result in a lower quality of health for 
many people. 

With support from Involve North East, we are working to help practices in Newcastle and 
Gateshead be more accessible for British Sign Language (BSL), D/deaf and hard of hearing 
patients. This will include giving practices more guidance on how to make their services 
accessible. 

This work is currently underway, working with two local practices alongside Becoming Visible, 
a Deaf-led organisation with British Sign Language (BSL) and Deaf culture at the heart of what 
they do. We look forward to identifying areas of good practice and sharing it with local GP 
practices.
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An online survey has helped to 
listen to young people’s views



Supporting mental health transformation
Mental health may not be visible like a broken arm – but people are more aware than ever that it’s 
just as important as physical health.

Our teams in Newcastle and Gateshead are working at local level to improve community mental 
health services in a variety of ways. 

Our involvement team are helping to ensure that patients and families can have a strong voice in 
this work. So far, this has included making plans for ‘experts by experience’ from the organisation 
Fulfilling Lives – people who have used mental health services – to help hear patients’ views 
through training and a ‘co-production’ approach in Newcastle.

In addition, we have commissioned the Roots and Wings company to develop a co-production 
plan so that local people take an active role in shaping mental health services in Gateshead.

Helping patients get 
involved in their GP 
practice 
One of the ways to have a say in your 
local NHS is by joining your practice’s 
Patient Participation Group, or PPG.

GP practices are required to have a 
Patient Participation Group to discuss 
practice-related issues and represent 
the views of patients with the aim of 
improving services.

Over the past year, we have developed a 
new Patient Participation Group Toolkit, with advice and guidance to help practices support their 
PPGs and involve patients and carers in their work.

 

Visits to NHS services
In normal times, the CCG organises regular ‘commissioner visits’ to local services, with a patient 
representative attending alongside medical professionals. These visits review a range of quality 
indicators and make recommendations, with patients playing a key role.

In previous years, patients have visited services like breast screening, emergency care, paediatrics, 
stroke and children and young people’s services.

The visits have been suspended during the Covid-19 pandemic, but we hope to restart the 
programme in the future when it is safe to do so.
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Care and support 
planning for long-term 
conditions
Care and support planning is a new and proactive 
way to manage long-term conditions, like diabetes, 
heart disease or breathing conditions.

Practices talk with their patients about what 
matters to them, identifying goals and agreeing an action plan. This means patients are better 
supported to manage their conditions, helping them to receive effective care at the right time.

A group of patients with long-term conditions works with GP practices in Gateshead and 
Newcastle to change the way they organise appointments and provide the best support they 
can for patients. The members meet regularly – currently online - to discuss issues around living 
with long-term conditions, to influence health care and encourage other people with long 
term conditions to get involved. 

During the past year, our partners at Involve North East led a project to hear the views of 
patients who have had a care and support planning review.

More than 527 patients from 44 practices 
shared their views. Most said they understood 
the care and support planning process, and 
that it was explained to them well. 

Over three-quarters of patients received 
information such as test results ahead of their 
review appointment and the vast majority 
were happy with the quality of information. A 
smaller number said they did not receive any 
information before their appointment. 

Many especially liked being given a copy of 
their test results. The vast majority felt able 
to talk about the things they wanted and 
get comprehensive answers to questions. 
Some people felt that the discussion was 
hampered by lack of time.

Most patients felt that care and support 
planning has helped them to manage 
their health and wellbeing, with a better 
understanding of their conditions and how 
to take ownership of them. Many praised 
the high quality support they received from 
practice staff.
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Finding out more

Your GP practice will contact you to arrange for your annual 

review. If you are not sure when your review is due, please 

contact the practice, who will be happy to help.  

Some of the things you could discuss

Published by NHS Newcastle Gateshead 

Clinical Commissioning Group (CCG)  

June 2016

www.newcastlegatesheadccg.nhs.uk

Bathing and hygiene

Feeling low or stressed

Keeping 

active

Managing pain

?

Getting around

My weight

My current care
Eating and drinking
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Keeping warm
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Listening…in a pandemic 
Patients, community and voluntary groups get involved in our work in many different ways. 
Whether it’s through surveys and public events, or patient groups and visits to NHS services, 
hearing patients’ voices is a key part of what we do.

Our patient and public involvement team works all year round to make sure we listen to 
patients. That’s why we were thrilled to receive a ‘green star’ – the highest rating available to 
NHS clinical commissioning groups – for our work to involve patients during 2019-20. 

We would like to thank all our forum members, partners and everyone who played their part in 
helping us achieve this rating.

Over the past year, Covid-19 has made it impossible to come together in the usual way at 
forums and public events. So during the summer, we asked patients how we should listen to 
their views in a world of social distancing and staying at home.

We put forward four options, and the most popular choice with 59% was to hold live online 
events, allowing questions and discussions to take place.  

We have now run several successful forum events online and continue to work in this way. But 
while this is a good option for many people, we know it’s not for everyone – so we also share 
a written summary for anyone unable to join us online, and make recordings available on the 
CCG website.

We will continue to keep these arrangements under review as the Covid-19 situation changes.
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We’re listening - our involvement team have adapted they way they work



Looking ahead
Our online forum includes patients, carers and voluntary organisations. We find this works 
well and leads to good discussion, so that we can pass helpful comments and ideas on to our 
Governing Body and Executive Board.  

A patient-led steering group meets regularly to ensure that forum meetings are interesting, easy 
to understand and pitched at the right level – keeping the NHS jargon to a minimum.

This year’s discussions have mainly been around the impact of Covid-19 – often around health and 
wellbeing, as well as the impact on primary and secondary care services.

Over the coming year, there is more change ahead. Our CCG’s work is increasingly focused at 
local level, led by dedicated teams for Newcastle and Gateshead, alongside colleagues from the 
two councils and other local organisations. With that in mind, we are reviewing our forums to 
ensure that they reflect this new way of working.
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Get in touch, get involved
We’d like to thank everyone who has got involved with our work over the past year. You have helped 
us to make better decisions for our local NHS. 

If you’d like to get involved, or just find out more, we’d be pleased to hear from you: 

 www.newcastlegatesheadccg.nhs.uk

 ngccg.involvement@nhs.net

 0191 217 2996

 @healthcareinNewcastleGateshead

 @NHSngccg

 NHS Newcastle Gateshead Clinical Commissioning Group

 Riverside House

 Goldcrest Way

 Newburn Riverside (Business Park)

 Newcastle upon Tyne

 NE15 8NY

If you require this information in another format such as large print, 
easy-read, braille, audio, or a different language please contact  
NHS Newcastle Gateshead CCG on 0191 217 2996 or email:  
ngccg.enquiries@nhs.net




