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Patient Feedback

We want to hear about your experience of 
the Integrated Urgent Care Service across 
Hertfordshire. If you have something to 
share,there are a number of ways to do so:

• By visiting the ‘Complaints and Praise’ 
page on our website, which can be 
found at: www.hucweb.co.uk

• By calling the Quality and Experience 
Manager on 0808 260 9934 during office 
hours (this number is free and will be 
recorded for training and monitoring 
purposes)

• By writing to us at:

Herts Urgent Care 
Quality & Experience Manager 

The Old Ambulance Station  
Ascots Lane  

Welwyn Garden City, AL7 4HL

This service is provided by Herts Urgent Care 
(HUC), a not-for-profit Social Enterprise 
Organisation. 

Patient Information Leaflet
“I was visiting 
my sister for 
the week and 
got a urine 
infection. I 
called NHS111 
because I 
don’t have a GP 
where she lives.  
After an assessment 
by a health advisor, I was put through 
to a pharmacist who gave me advice 
on over the counter medication that 
would help me feel better. When I 
returned home, I felt well enough not 
to need to see my own GP anymore 
but he still received a report from 
the service for his records. I value 
the service very highly and would 
recommend it to anyone. “   

The service has been commissioned by East 
and North Hertfordshire and Herts Valleys 
Clinical Commissioning Groups.

• You need medical 
help fast but it’s not an 
emergency

• You don’t have a GP
• You need to access a 

GP but your surgery is 
closed

• You don’t know who to 
call

Call NHS111 if

• You need health information or 
reassurance about what to do next

NHS111 has been delivering a great service 
to Hertfordshire since 2012 - and to provide 
you with more direct access to a wider 
variety of healthcare professionals, we are 
making some improvements to our service. 



“My husband 
and I live on our 
own and I am his 
carer. When he 
felt really poorly 

at night, I called 
NHS111 and was 

put through to a GP 
by the health advisor. 

He was very caring and reassuring and 
organised an ambulance for us. I had 
been uncertain whether I should ring 
111 or 999 before. The GP I talked to 
gave me the confidence to reassure 
my husband and we received a 
great service from both 111 and the 
ambulance service. My husband is back 
at home now and feeling better. “

When you call NHS111, a team 
of fully trained healthcare 
advisors supported by clinical 
advisors is here to help you. 
They will ask you questions to 
assess you and can also give 
you fast and easy access 
to a range of clinical staff if 
required, including GPs, nurses 
and prescribing pharmacists. 
NHS111 can then direct you 
further to the local community 
service which can help you best. This could 
be an Out of Hours doctor, a late-opening 
pharmacy or an urgent care centre.

The new service will give you quicker and 
easier access to urgent and emergency 
care. Getting healthcare advice will be a 
smooth experience for you in a safe and 
joined up service. 

“My daughter 
is 9 months old 
and had a high 
fever. It was a 
Saturday and 
our GP was 
closed. I called 
NHS111 and they 
took me through 
a range of questions 
and gave me some care advice.  She 
said I needed to see a doctor with my 
daughter and booked me into an out 
of hours appointment at a convenient 
time for me. My daughter is now 
feeling better. I think it’s a brilliant 
service and the staff genuinely care 
about their patients’ wellbeing.”

“I had a bad 
toothache at 
the weekend 
and called 
NHS111. The 
health advisor 
put me through 
to a dental nurse, 
who explained 
what I could do to help 
with the pain. She gave me great 
advice to look after myself while 
my dentist was closed. When they 
reopened, I rang them up and got an 
appointment to have my cavity filled.”

What does Integrated Urgent Care 
mean for you?
• Easier access to urgent healthcare 

services around the clock
• Get advice from a wide range of 

healthcare professionals including 
GPs, nurses and pharmacists

• No time spent waiting at A&E if your 
condition could be better treated 
elsewhere

• Your GP will receive a report of the 
service we provided for their records if 
you are happy for us to do so, making 
sure they are aware of any special 
help you might need

• Different healthcare services and 
providers are now connected, making 
it easier for you to get the help you need

• If you have complex needs, you could 
be given quicker access to the help 
you require

• You will be cared for in the right 
place for your health needs, ensuring 
you receive the right care for your 
condition

How does it work?

What is an Integrated Urgent Care 
service?

The new Integrated 
Urgent Care service 
ensures you speak to 
the right person and 
receive a high quality 
clinical assessment. The 
different healthcare 
services and providers 
are now connected, 
ensuring you receive 
the right care for your 
condition when you 
need it. 


