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Listening to patients

Listening to patients is at the heart of our work. As a clinical commissioning group, we plan and
commission the majority of local healthcare services in Newcastle Gateshead – and a strong patient
voice can help us to make better decisions and improve local NHS services.
We listen to patients in lots of different ways, from surveys and public events to local forums and
patient groups. To make sure we listen to patients’ voices and act on the feedback we receive,
we have a Patient and Public Involvement team, who work with patients, residents and local
organisations all year round.
This report outlines some of the things we have done over the past year to listen to local people’s
views about NHS services in Newcastle and Gateshead, and make sure that they have a chance to
influence our decision making.
As the year came to a close, the NHS was focused overwhelmingly on the Covid-19 outbreak. As
a result, many of our usual patient involvement activities have been suspended in order to ensure
the safety of patients and staff. Over the coming year, we will continue to review the way we work
in light of the latest safety advice, with the aim of engaging with as many patients and groups as
possible.
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Children and young people with Special Educational
Needs and Disabilities
In 2018, inspectors looked at services in Newcastle for children and young people with
Special Educational Needs and Disabilities. They found a number of areas where services need
strengthening.
As a result, we worked with our colleagues at Newcastle City Council to develop a plan to make
improvements and address these issues. This is formally known as a ‘Written Statement of Action’.
As part of this, our involvement team has worked closely with colleagues in education to ensure
that children and young people, as well as their parents, carers and families, have their voices
heard as we work to improve services. This work has included several steps to help children, young
people and their families can get involved.
One important step was to recruit a new member of staff to help children, young people and
families have their say on the improvement plan – and young people played a key role in the
decision.
All the candidates worked with a group of young people in a mock planning exercise. The young
people then used a scoring system to agree how well each candidate worked with them, and their
ratings were used as part of the selection decision.
When the successful candidate took up the post, they met with the group again to give them an
update - and show how important their feedback had been. A full report on this work is available
on the CCG’s website at www.newcastlegatesheadccg.nhs.uk
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Children’s champion events
Working with Newcastle City Council, we linked with children and young people to plan
engagement events in both primary and secondary schools in Newcastle.
We then supported two events where children could share their views around their support needs
throughout their education and as they get older. These took place at Wingrove Primary in the
West End, and Sir Charles Parsons School in Walker, and received positive reviews from many
children who attended.
Children at the Wingrove event took part in a range of activities to identify good and bad feelings
about days at school, and agreed that they would like to be ‘children’s champions’ and help run
their own workshops.
At Sir Charles Parsons School, children considered good and bad days, and came up with ideas for
creative ways to show what they’d like their life to be like when they’re older, such as a photo wall
and a graffiti wall.
The images show some of the artwork from the two events. For more detailed feedback, visit the
CCG’s website at www.newcastlegatesheadccg.nhs.uk.
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‘Single point of access’ to children and young people’s
mental health services
A new single point of access to child mental health has recently been introduced in Newcastle and
Gateshead.
This is a central point for referrals for children and young people aged 5-19, making it easier to
get help with concerns about mental health, learning disabilities or autism. For young people with
increased vulnerabilities, it provides support up to the age of 25.
The single point of access – by phoning 0303 123 1147 or emailing ntawnt.NGSPA@nhs.net makes it easier for children and young people to get quick access to the most appropriate service
for their needs. All referrals are then directed to the most appropriate service for the person’s
needs.
Over the past year, our involvement team has been gathering views on the service from young
people, to highlight potential areas for improvement and ensure a consistently high level of service.

Urgent care in Newcastle
Urgent care services in Newcastle saw a number of changes in late 2019, with the city’s three
walk-in centres upgraded to become Urgent Treatment Centres.
This followed a major engagement programme the previous year, in which we listened to
comments and views from more than 1,200 people to help us improve services and meet new
national requirements.
Local people’s comments influenced our decisions in a number of ways, from the decision to
maintain all three centres (at Westgate Road, Molineux Street in Byker and Ponteland Road) to the
large-scale promotion campaign to help people understand how to choose the right service for
their needs.
In Lemington, it was clear that the urgent care service
operating 14 hours per week from Lemington Resource Centre
would not be able to meet the new national requirements as
an Urgent Treatment Centre.
Listening to people in the area, we learned that people
value this service highly due to limited access to GP services
locally. The CCG therefore decided to improve
the service by providing access to a GP
as well as nurses, and offering
booked appointments. As a
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Supporting young people’s wellbeing in schools
Newcastle Gateshead is one of only 25 CCGs chosen to provide an extra mental health support
service in schools as part of the national Trailblazer programme. The team works with schools
to support children with mild to moderate mental wellbeing problems, as well as linking with
other agencies to promote emotional awareness and resilience.
This builds on support already in place from school counsellors, nurses, educational
psychologists and voluntary organisations, to treat pupils with mild to moderate mental health
issues and help those with more severe needs to access the right support. It is currently being
expanded to cover a wider range of schools locally.
Young people played a leading role in developing the service’s name - Rise - and its logo.
Parents and carers with experience of supporting a child with emotional and mental health
problems are also playing a key part, by hosting a forum for parents and carers.
Our involvement team is linking with young people, parents, carers, school staff and other
agencies to explore how the team are working within schools, and how they can best provide
support in the future.
This work suggests that the service is already making an impact for those children whose
concerns would previously have been at too low a level to access mental health services, and
that schools value this preventive approach.
It has also shown some areas where we could make improvements, for example around
training, communication, and the way different agencies work together. A number of these
changes are already underway, including a review of training and some new information
leaflets for parents.
This work is also supported by Cumbria, Northumberland, Tyne and Wear NHS Foundation
Trust, Northumbria University, Newcastle City Council and Gateshead Council.
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Supporting patients with long-term conditions
Over the past four years, GP practices locally have been moving to a new way of helping patients
with long-term conditions like COPD and heart disease.
This new way of working – known as care and support planning - means patients are better
supported to manage their conditions, helping them to receive effective care at the right time.
Our team provides support to the long-term conditions group. This group of patients, all of whom
have at least one long-term condition, help GP practices in both Gateshead and Newcastle to
change the way
they organise
appointments and
provide support
for people with
problems like
diabetes, heart
disease or breathing
conditions.
The group meets
every month to
discuss issues
around living
with long term
conditions, to
influence health
care and to
encourage other
people with similar
experiences to get involved.
If you would like to find out more about the long-term conditions patient group, please contact
ngccg.involvement@nhs.net.

Health checks for people with serious mental illness
Improving the physical health of patients on the serious mental health illness (SMI) register is a key
priority for CCGs across the country. In Newcastle and Gateshead, we are linking with patients and
carers to find out more about the barriers that make it difficult for people on the register to access
physical health assessments and care plans.
With support from Involve North East, the ReCoCo College and Gateshead Clubhouse, we asked a
number of people on the register for their views about annual physical health checks.
Patients helped us to identify a range of ideas including having the checks carried out with the
patient’s own GP, better use of invitation letters and reminders, and promoting the checks through
relevant voluntary and community organisations.
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Primary Care Networks
(PCNs)
Primary Care Networks (or PCNs) – which bring
together groups of local practices – now have a
key role to play in enabling proactive, personalised,
and integrated health and social care.
12 PCNs were set up in Newcastle and Gateshead
in June 2019, with a focus on preventing ill health
and tackling health inequalities, supporting the
workforce, maximising data and technology
opportunities, and overall efficiency. By bringing
together groups of practices, PCNs are able to
take on a wider set of staff roles than individual
practices, including areas like physiotherapy and
social prescribing.
Our involvement team has supported the networks
in developing their approach to engagement and
how they will listen to patients at local level.

Visits to NHS services
Our CCG organises regular ‘commissioner visits’ to local services, with a patient representative
attending alongside medical professionals. The patient voice is a key part of these visits, which
review a range of quality indicators and make recommendations.
During the past year, patient representatives took part in visits to a range of acute and
mental health services including breast screening, emergency care, paediatrics, stroke and
rehabilitation, community treatment teams and children and young people’s services.
The visits highlighted high quality services, being provided by caring and professional staff, but
were able to make a number of helpful recommendations. These included improved display
of information, a patient experience survey and a ‘you said…we did’ board to show how the
service responds to patient feedback.

“The visits are to ensure that people have a positive experience
of care and that services are delivered safely. Each service
receives a report of our findings and recommendations for
improvement, if necessary. I have always felt valued as an equal
member of the team.”
Kay Parker, patient representative
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Newcastle Pride 2019
The CCG is a regular attender in the Health
Zone at Newcastle Pride, sharing health
information and learning from people’s
comments. Around 600 people shared
their views with us, through surveys and
conversations – helping to both raise
awareness and help us better understand
people’s health needs.

Working with the deaf community
We are committed to ensuring that the deaf community can access health services effectively,
and we want to raise awareness of any barriers that might make it difficult for deaf people to
get the healthcare they need.
Working with NHS, community and voluntary sector partners, we are planning a large-scale
training event to raise awareness of the issues faced by deaf people using the NHS.

Working with older people
A key part of our work with older people has been the development of a system-wide approach
to tackle the challenge of frailty in Gateshead. This work is supported by Gateshead Council,
voluntary organisations, patients, carers and families
This work included evaluating initiatives like the National Early Warning System, which helps
care home staff to monitor the health of residents more closely, and the Transfer of Care Bag
scheme, which helps with the transfer of a patient’s paperwork, medication and belongings in
hospital and when they return to a care home.

Newcastle Gateshead Clinical Commissioning Group

9

Your voice, your health April 2019 - March 2020

Getting involved
Patients, community and voluntary groups get involved in our work in many different ways. Our
involvement team is here to provide support and make sure that every part of our community has
the chance to influence our decisions about healthcare.
In its most recent assessment, NHS England rated the CCG as ‘Good’ for its work to encourage
patient and public participation.

Our forums
This work includes supporting a range of forums, where people can get together and share their
views:
• The Involvement Forum, where voluntary organisations can raise issues and take information
back to their members
• The Patient, Public and Carer Forum, where people share their views on healthcare issues
• The Community Forum, hosted by the Health and Race Equality Forum (HAREF) organisation,
which brings together organisations representing groups who may face barriers in making
their voice heard
We also work closely with Healthwatch, which has a regular slot at the involvement forum. Our
involvement team regularly attends Healthwatch events to hear patients’ views.
As the year came to an end, forum meetings were suspended due to the Covid-19 outbreak. Over
the coming year, we will continue to review our forums to ensure they are well placed to have a
strong voice as the NHS itself continues to evolve.
To find out more about our forums, visit www.newcastlegatesheadccg.nhs.uk or email us at
ngccg.involvement@nhs.net.

10

Newcastle Gateshead Clinical Commissioning Group

Your voice, your health April 2019 - March 2020

Supporting involvement
Our involvement team works in various ways to help people get involved. These include:
• Training CCG staff, to raise awareness of the contribution that patient engagement can make
to our work
• Linking with community, voluntary and patient groups, listening to local needs and sharing
feedback within the CCG
• Providing information in accessible formats, and sharing updates through MY NHS and
our website
• Reimbursing travel expenses to help people to take part in events
• Helping community and voluntary organisations to host focus groups with their members
• One to one and telephone interviews, social media, on-street surveys, online and printed surveys

Hear by Right
The CCG and its local council partners have agreed to jointly promote young people’s
involvement by signing up to Hear by Right, developed by the National Youth Agency.
Established over 10 years ago, Hear by Right is a framework of standards and indicators to help
organisations plan, develop and evaluate their participation practices.
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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. Your input has
helped us to make better decisions and plans 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
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