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I    d c i   

About Us 

Nort  Ha p   re Urgent Care (NHUC)    a not- or-profit, 
 l n  ally le   o  un ty benefit  o  ety  el  er ng   g -qual ty, 
a  e   ble NHS  ealt  are  n Ha p   re & Surrey. NHUC wa  
 or e  on 1 t   tober 2004 to  el  er ‘ ut o  Hour ’ pr  ary 
 are, w t  TalkPlu  jo n ng t e organ  at on  n 2010. 

Be ng a  o  un ty benefit  o  ety      portant to u .  ur 
pr or t e  are to   pro e t e  ealt  an  wellbe ng o  our 
 o  un t e  an  to be a great e ployer.  ur flag   p  er   e , 
Sa e  ay Care an  TalkPlu , pro   e 24/  pr  ary  are an  
e   en e-ba e  talk ng t erap e   n lo at on  a ro   our 
 o  un t e , w en an  w ere t ey nee  u . 

Roote   n compassion, responsiveness, an  adaptability, 
NHUC     o   tte  to   ang ng  ealt  are  or t e better.  We 
work w t  NHS 111, lo al  o p tal , GP  e erat on , an  Pr  ary 
Care Network  to  nno ate  are pat way , an  offer  onne te  
 olut on  at great  alue  or  oney to  upport t e p y   al an  
 ental  ealt  o  lo al people.  

 ur  trategy  or 2024–2029  o u e  on pro    ng  a er,   arter, 
 ore  u ta nable  are —en ur ng we re a n a tru te ,  orwar -
t  nk ng partner a ro   our  ealt  are  y te  . 

 

Our Services 

Sa e  ay Care  a  e ol e   ro  NHUC’  or g nal ‘ ut o  Hour ’ 
 er   e an  now operate  24/  pro    ng a range o  pr  ary  are 
 er   e   or o er 550,000 people  n Ha p   re an  Surrey.  We 
work w t  NHS111 to  el  er  ntegrate  Urgent Care an  our lo al 
 o p tal  to pro   e Urgent Treat ent Centre  a  well a    rtual 
 are  n t e  o  un ty  or pat ent  on a  ar ety o  pat way . We 
work w t  our  y te  partner  an  Pr  ary Care Network  to 
pro   e a   t onal  er   e   u   a  en an e  a  e   an  flu 
re pon e to keep our pat ent   a e  n t e  o  un ty. 

TalkPlu   el  er  NHS Talk ng T erap e   or t e pat ent  o  Nort  
Ea t Ha p   re an  Farn a , part o  Fr  ley  ntegrate  Care 
Sy te  ( CS). T e Ser   e offer  e   en e-ba e  t erapy  or 
anx ety,  epre   on an   n o n a an   n work ng w t  lo al 
partner , we  a e well-e tabl   e   ntegrate  pat way   or 
people w t  Long-Ter  P y   al Healt  Con  t on  an   leep 
  ff  ult e .  A  well a  offer ng e ploy ent  upport, our 
exper en e  tea  pro   e  nno at  e   ngle  e   on t erapy to 
people  n nee  o  one-off  upport.  

NHUC    reg  tere  un er t e F nan  al Con u t Aut or ty an  
t e Sa e  ay Care  er   e  are regulate  by t e Care Qual ty 
Co      on (CQC).  
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Me ber   p o  NHUC    open to e eryone work ng  or t e So  ety 
an  to any GP work ng  n a pra t  e w t  n our  CS area . T e 
 e ber   p  or 2024/2025 wa  329.  

Our Vision 

Working together to help our communities live well. 

Born  ro  a   are   e  re to   ange  ealt  are  or t e better, 
NHUC bel e e  t at by work ng toget er we  an a   e e  o  u   
 ore  or our pat ent  an  our people. A  a  o  un ty benefit 
 o  ety, we are  o   tte  to  elp ng people l  e better an  our 
 er   e  are rea y to  upport t e  w en t ey nee  u .  

 Our Values…In your SHOES 

Safe:  ur pat ent  an  our  taff are prote te   ro  abu e an  
a o  able  ar .  ur  taff w ll a t pro e   onally at all t  e .   

Honest: We w ll be  one t  n all our  o  un  at on w t  ea   
ot er an  w t  our pat ent . We w ll alway  a t  n t e be t 
 ntere t  o  our pat ent , t e  ealt   y te   t at we are part o  
an  w t  n t e  p r t o  our ent ty a  a  o  un ty benefit  o  ety.   

Open: T e lea er   p,  anage ent an  go ernan e o  t e 
organ  at on w ll en ure t at  t pro ote  an open an   a r  ulture 
w     en ourage  learn ng an   nno at on.   

Effective:  ur pat ent ’  are, treat ent an   upport w ll  eet 
t e r  n     ual nee  , a   e e goo  out o e  an     ba e  on 

t e be t a a lable e   en e. We w ll work effe t  ely a  a tea  to 
a   e e t   .   

Supportive:  ur  taff w ll  upport our pat ent ,  n ol e an  treat 
t e  w t   are,  o pa   on, k n ne  ,   gn ty an  re pe t.  ur 
tea   w ll be  upport  e o  ea   ot er an  treat ea   ot er w t  
 are an   o pa   on.   

The NHUC Way 

We are…  

Compassionate. 

We treat our el e , our  olleague  an  our pat ent  w t  
 o pa   on.  

Responsive.  

We are alway  rea y to  upport our pat ent  an  lo al  ealt  & 
 are  y te  .  

Adaptable.  

We are  o   tte  to learn ng an    pro  ng an  we are bol   n 
our approa   to  nno at on. 
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Ch i ’s   vi w  

T     a  been  y fir t year a  C a r o  
NHUC an   t  a  been a great 
exper en e.    a e     te  our  ajor 
  te  an   a e been  o   pre  e  by 
t e  e   at on an  pro e   onal    o  
all our  taff. T    year  aw u  enter 
new partner   p  to  el  er Urgent 
Treat ent Centre  at bot  Fr  ley an  
Ba  ng toke Ho p tal  an  t e  pee  at w     t ey were  et up 
e   en e  t e ag l ty an  flex b l ty pro   e  by t e  o  al 
enterpr  e  o el.   woul  al o l ke to   g l g t t e ex ellent 
pat ent  ee ba k a   e e  by our Talk Plu  tea , a great exa ple 
o  pro    ng great  upport w en people are at t e r  o t 
 ulnerable. 

 e p te t e  ne  table w nter pre  ure , our  taff  ont nue  to 
pro   e  ery goo   er   e, an   t    t    reputat on t at      tal to 
our  ont nue  growt  an   u ta nab l ty. T e NHS Ten Year Plan 
offer  new opportun t e   n t e area  o  Ne g bour oo  Healt   n 
partner   p w t  t e NHS at bot  Pr  ary an  Se on ary  are 
le el .  

F nan  ally, a  w t  all ot er  ealt  pro   er , we  a e  a   any 
finan  al pre  ure  but  a e re pon e  well t roug   el  ery o  
robu t  o t   pro e ent plan  an   a e  a nta ne  our a   o  

 el  er ng a   all  urplu  w  l t  a nta n ng qual ty  er   e .   
a  al o plea e  to report t at our  a   po  t on re a n   ealt y. 

T e NHUC Coun  l an   t   ub o   ttee   a e  et regularly 
 ur ng t e year en ur ng goo  go ernan e an  t    year we  a e 
 ntro u e  a new People Sub Co   ttee  n re ogn t on t at our 
people are by  ar our  o t   portant re our e an    tal  n 
 a nta n ng our  er   e  tan ar  .  T     o   ttee w ll  o u  on 
 trateg   people    ue   n lu  ng re ru t ng, retent on,  orale 
an   ow we l  ten to  taff an    pro e ut l   ng  taff  ur ey 
 ee ba k.  

At t e en  o    tober 2025, we w ll be b    ng  arewell to our 
C  e  Exe ut  e Fel   ty Greene a    e ret re   ollow ng 9 
 u  e   ul year  at NHUC.   w    to take t    opportun ty to t ank 
 er  or  er out tan  ng work  or u  an   or putt ng NHUC fir ly on 
t e  ap  n t e Ha p   re an  Fr  ley  CB area .  ur   n ere 
t ank  an   ery be t w   e   or t e  uture go to Fel   ty.  

Andy Field NHUC C a r 
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CEO’s   vi w 

2024/25  a  been a year o   o entu , 
 nno at on, an   ean ng ul progre    or 
NHUC. A  we e barke  on t e fir t year o  
our fi e-year  trateg   plan, we re a ne  
groun e   n our  alue  an   an  ee  ow our 
way o  work ng; Co pa   onate, 
Re pon   e an  A aptable  a  kept u  
 o u  e  on  el  er ng  a e, effe t  e, an  
a  e   ble  are to our  o  un t e . 

 ur Sa e  ay Care (S C)  er   e  ont nue  to grow, w t  t e 
 u  e   ul  ntro u t on o  two Urgent Treat ent Centre   n 
partner   p w t  our two lo al a ute Tru t , bot  o  w      a e 
re e  e  extre ely po  t  e  ee ba k an   e on trate   trong 
 l n  al per or an e.  

TalkPlu   a  anot er  trong year, offer ng 3   ore appo nt ent  
   23/24 an  ex ee  ng t e new NHSE key per or an e 
 n   ator   or pat ent   pro e ent re o ery, w t  pat ent 
 ee ba k re a n ng ex ept onally   g . Furt er  t ll, t e Ser   e 
 a   ont nue  to  ake a   gn fi ant  ontr but on to t e w  er 
lo al  ealt   y te  w t  t e r long-ter   on  t on pat ent  
 ak ng  ewer GP appo nt ent , le   outpat ent appo nt ent , 
atten  ng E  le   an   a  ng   orter  npat ent  tay . 

We  a e   gn fi ant  tr  e   n  l n  al qual ty an   a ety, 
 n lu  ng t e   ple entat on o  t e Pat ent Sa ety  n   ent 
Re pon e Fra ework (PS RF), expan  on o  Cl n  al Guar  an 
au  t  l nke  to EM S, an  t e e tabl    ent o  a Cl n   an 
A    ory Group. T e e  n t at  e   a e  r  en  ea urable 
  pro e ent   n pro u t   ty an   are  tan ar  . 

We  a e a   e e     ab l ty Confi ent E ployer  tatu , an  
be o e NHS Veteran Aware, re n or  ng our  o   t ent to 
 n lu    ty an   o  al  alue. Co  un ty engage ent  eepene  
t roug  work w t  Healt wat   Surrey, Fr  ley VCSE All an e, 
an  t e Fr  ley  CB Co  un ty Panel. We expan e  our work 
exper en e progra  e,  upporte  lo al e u at on  n t at  e , 
an   ont nue  our  o   t ent to  u ta nab l ty t roug  
our Green Plan,  n lu  ng t e tran  t on to  ybr    e   le . 

F nan  ally, we  el  ere  approa   ng £0.5   n  o t 
  pro e ent ,  n t ate  pro ure ent plann ng  or  uture  er   e 
 u ta nab l ty, an  re  ewe  our robu t  nternal  ontrol  a ro   
finan e, go ernan e, an   ontra tor  anage ent. 

 ur people re a n at t e  eart o  NHUC. We laun  e  t e NHUC 
People Co   ttee,   pro e  re ru t ent an   n u t on 
pro e  e , an   el  ere  lea er   p  e elop ent a ro    l n  al 
an  operat onal role . T e 2024 Staff Sur ey   owe   trong 
engage ent, an  a  u ta ne    g ly po  t  e  ee ba k w t  
notable   pro e ent   n our  nternal  o  un  at on. 
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  g tal tran  or at on wa  a key  o u , w t  t e laun   o  new 
NHUC an  S C web  te ,   ple entat on o  24/  external  T 
 upport   a N TC, an   y te  re  ew  to en an e  yber  e ur ty 
an  operat onal eff   en y. We al o began explor ng plat or   to 
 upport  uture growt ,  n lu  ng A a tra an  V rtual Care 
 olut on . 

We  urt er  trengt ene  our profile, w t  NHUC re e   ng 
 ult ple UHUK Awar   w t  re ogn t on a ro   TalkPlu , S C 
an  V rtualCare@Ho e; w t  t e latter   ow a  ng our 
 u  e   ul   rtual war   o el  n  ollaborat on w t  Ha p   re 
Ho p tal  Foun at on Tru t. 

All  n all, anot er  n re  ble year  or NHUC,  a e po   ble by our 
ex ept onal tea   w o really  ol  our  alue  at  eart, t ank you. 

 n June 2025,   announ e  t at   w ll be ret r ng at t e en  o  
  tober.  t  a  been t e greate t pr   lege o   y  areer to lea  
Nort  Ha p   re Urgent Care.    a e genu nely lo e  work ng 
 ere,  upport ng  u   an out tan  ng tea  an  wat   ng t    
 er   e grow to  eet t e e ol  ng nee   o  our  o  un ty.  

  lea e w t     en e pr  e  n all t at we  a e a   e e  toget er, 
an  w t   eep grat tu e  or t e  olleague  w o  a e  n p re   e 
e ery  ay.   w     y  u  e  or, Carol ne  ’Keeffe all t e  ery be t 
 n t e role an    a  plea e  t at    an lea e  n t e knowle ge t at 
NHUC     n ex ellent  an  . 

Felicity Greene NHUC C  e  Exe ut  e  ff  er 
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C         G v     c  

NHUC Governance 

NHUC    a  l n  ally  o u  e  organ  at on  o   tte  to 
pro    ng an en  ron ent w ere  taff an   ontra tor   eel  a e 
an   o  ortable to work  n, an  we bel e e our  u  e    n 
offer ng bot  robu t  l n  al go ernan e an   trong  orporate 
go ernan e  upport  our ab l ty to re ru t an  reta n  l n   an  
a ro   our urgent an  pr  ary  are a t   t e  an  NHS Talk ng 
T erap e  pro    on. 

Management Council 

A  a  o  un ty benefit  o  ety, NHUC    go erne  by t e 
Manage ent Coun  l,  o po e  o  ele te  an  appo nte  
 e ber . T e Coun  l  eet  quarterly an     le  by an 
 n epen ent C a r an   upporte  by t ree Non-Exe ut  e 
  re tor . NHUC’  C  e  Exe ut  e     n atten an e, an  t e 
  re tor o  F nan e per or   t e  uty o  Co pany Se retary. 

C mmi       vi w 

T e  ollow ng  ub- o   ttee  o  Manage ent Coun  l en ure 
effe t  e organ  at onal go ernan e: 

• Cl n  al Go ernan e Co   ttee  
• R  k an  A  uran e (Au  t) Co   ttee  
• Re unerat on Co   ttee  
• No  nat on  Co   ttee  

•  n or at on Go ernan e Co   ttee 
• People Co   ttee 

Clinical Governance Committee  

T e Cl n  al Go ernan e Co   ttee (CGC)  er e  a  a key bo y 
 or a  uran e an  o er  g t,  eet ng quarterly to re  ew a pe t  
 u   a  pat ent  a ety, pat ent exper en e, an   l n  al 
effe t  ene  . C a re  by Karen Wyll e, a Cl n  al Non-Exe ut  e 
  re tor, t e Co   ttee en ure  learn ng an    pro e ent 
a ro   NHUC.  t  y te at  ally tr angulate   ata  ro  
per or an e report , pat ent  ee ba k  ur ey ,  n   ent , 
 a eguar  ng, an   l n  al au  t  to up ol  NHUC'   o   t ent 
to be ng an open, refle t  e, an  learn ng organ  at on. 

T e CGC a t  ely  nfluen e  an  a  ure   er   e  e elop ent , 
 l n  al pol   e , an  proto ol .   er t e pa t year, NHUC  a  
 trengt ene   t  Cl n  al Go ernan e,  o u  ng on   pro  ng 
 er   e   or t e  o  un ty,  upport ng  t  work or e, an  
pro    ng robu t a  uran e to t e Manage ent Coun  l. Po  t  e 
pat ent  ee ba k  a  been  a nta ne , refle t ng t e 
organ  at on'   e   at on to  el  er ng  a e an  effe t  e 
 er   e . 

Karen Wyllie Cl n  al Non-Exe ut  e   re tor, C a r o  Cl n  al 
Go ernan e Co   ttee 
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Risk & Audit Committee 

C a re  by a Non-Exe ut  e   re tor, t    Co   ttee  eet  
quarterly an   a   o u  e  upon  el  er ng a  uran e  n t e 
 ollow ng key area : 

• Manag ng t e Corporate R  k Reg  ter w t  n t e r  k 
appet te a  appro e  by Coun  l 

• Appro al o  t e Annual Report & A  ount ,  n l a  on w t  
Menz e  LLP, our au  tor  

• Bu l  ng a proport onate  nternal au  t progra  
• Tak ng a regular o er  ew o  t e external  a tor  
  pa t ng on t e organ  at on 

• Pro    ng a robu t  ra ework to pro ote  yber  e ur ty 
• T e legal  ra ework an   e elop ng a    e go ern ng 
e ploy ent  tatu  

Remuneration Committee 

C a re  by a Non-Exe ut  e   re tor, t    Co   ttee generally 
 eet  quarterly an   a   upporte  t e organ  at on an   t  
exe ut  e w t  a  o u   n t e  ollow ng key area : 

•   er  g t o  re ru t ent an  retent on rate  
• En ur ng a  u table  ra ework ex  t   or appra   ng our 
 taff 

• Ma nta n ng  o pl an e w t  appropr ate pay & benefit 
pol   e  

• En ourag ng t e  ollat on o   n or at on to a    el  ery o  
   er  ty an   n lu  on 

Nominations Committee 

C a re  by a Non-Exe ut  e   re tor, t    Co   ttee  eet  at 
lea t annually to  on   er: 

• Su  e   on plann ng 
• Sk ll  an   o po  t on o  Coun  l an   t   o   ttee  

 n a   t on, t e Co   ttee  eal  w t  appo nt ent  to Coun  l, 
 n lu  ng t o e o  C a r, Non-Exe ut  e   re tor an  Ele te  
Cl n   an . An y F el  jo ne  a  t e new C a r  ro  1 t Septe ber 
2024, w t  Gary Hay al o jo n ng Coun  l a  a Non-Exe ut  e 
  re tor  ro  1 t January 2025. 

Sub equent to year en , Fel   ty Greene announ e   er  ntent on 
to ret re a  NHUC’  C  e  Exe ut  e  ff  er at t e en  o    tober 
2025. T e re ru t ent  or  er  u  e  or,  r Carol ne  ’Keeffe 
wa  le  by t    Co   ttee. 

Information Governance Committee  

C a re  by t e C  e  Exe ut  e, an  w t  a Non-Exe ut  e 
  re tor  n atten an e, t    Co   ttee  eet  at lea t tw  e per 
annu  to  upport  o pl an e an  be t pra t  e  n  el  er ng 
aga n t our G PR  o   t ent  an  to en ure our annual 
 e larat on  are a  urate an  reporte   n a t  ely  anner. 

All Co   ttee  report to ea   Coun  l  eet ng w t  re pe t  e 
  a r  a a lable  or  ub equent que t on . No  ajor    ue  were 
reporte   ur ng t e year. 
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Future Developments 

W t  t e appo nt ent o  a new C a r an  an a   t onal Non-
Exe ut  e   re tor, Coun  l agree   t wa  a goo  opportun ty to 
re re   t e Co   ttee  tru ture an   e ber   p.  n early 2025, 
a new People Co   ttee wa   reate  to  o u  on t e 
re ru t ent, retent on an   e elop ent o  our key re our e – our 
people. A  t e organ  at on  a  grown, w t  o er 250 e ployee  
a  at year en  a  well a   el -e ploye   ontra tor , NHUC’  
requ re ent to  reate an attra t  e e ploy ent offer ng  n a 
 o pet t  e  arket  a  a pl fie , a   a  t e nee  to  upport 
t at offer w t   areer  pat way  an   e elop ent opportun t e . 

T    new Co   ttee      a re  by Gary Hay an  w ll a  u e 
 o e o  re pon  b l t e  o  t e Re unerat on Co   ttee w     
w ll be pare  ba k to  o u  on t e   ple entat on o  appropr ate 
pay  tru ture  an  annual re  ew . 

T e new Co   ttee  tru ture w ll be be  e   n  ur ng t e early 
part o  2025 an  re   e  Ter   o  Re eren e pre ente  to Coun  l 
 or appro al 

David Brooks Non-Exe ut  e   re tor, C a r o  Au  t & R  k 
Co   ttee  

Management Executive  

 ur Sa e  ay Care an  TalkPlu        on  are le  by 
Manage ent Exe ut  e  (ME) re pon  ble  or  eal ng w t  t e 

 ay-to- ay bu  ne   o  t e r       on  an   er   e pro    on. 
 ur ng t e year, a  urt er Manage ent Exe ut  e wa  a  e  w t  
t e  ntro u t on o  our two Urgent Treat ent Centre . For al 
Manage ent Exe ut  e Meet ng  are  el   ont ly a   ollow : 

• Sa e  ay Care  ntegrate  Urgent Care & Pr  ary Care 
ME 

• Sa e  ay Care Urgent Treat ent Centre ME 
• TalkPlu  ME 

Change Approval Board 

T e C ange Appro al Boar  (CAB) br ng  NHUC’  Manage ent 
Exe ut  e  toget er to re  ew an   anage bu  ne    a e ,   are 
an   e elop   ea , an  pro   e     b l ty on key proje t .  ur ng 
2024/25 t e CAB wa  a key  o al po nt  or enabl ng u  to  el  er 
on our  trategy w t  bu  ne    a e   u   a  t e new NHUC 
web  te,  ob le  e   e  ontra t ,  yber  e ur ty, HR, People & 
F nan e Tea   re our e an   l n  al lea er   p expan  on. 
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F   d m    S   k U  

NHUC  ully  upport  Free o  to Speak Up (FTSU) an  e bra e  
a po  t  e open an  learn ng  ulture. NHUC’  FTSU Guar  an    
Tra y Harr  , TalkPlu  Cl n  al   re tor. Tra y     upporte  by 
Karen Wyll e, FTSU Non-Exe ut  e   re tor lea . 

Quarterly FTSU report  are  ub  tte  to NHUC’  Manage ent 
Coun  l an  t e Nat onal FTSU Guar  an Portal. 

 

 n   tober 2024, “#Listen Up” wa  t e  o u  o  “Free o  to 
Speak Up Awarene  ”  ont . To en ure t e w ole o  NHUC wa  
 n ol e , t e tea  wa  a ke  to  ub  t p oto  o  t e  el e  

wear ng green.  A weekly po t wa   ub  tte  on NHUC Conne t 
al gn ng w t  t e nat onal t e e .  

T e FTSU Guar  an    pre ent at ea   Corporate  n u t on 
 e   on to en ure t at e eryone jo n ng NHUC un er tan   t at 
t ey  a e t e  ree o  to  peak up an  t ey w ll be l  tene  to.  

 

Tracy Harris Cl n  al   re tor, TalkPlu  & Free o  to Speak Up 
Guar  an, NHUC 
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S     gic U d    

5 Year Strategy – Year 1 in Review 

2024/25  aw NHUC e bark on t e  el  ery o  our new 5-Year 
Strateg   Plan. T e plan  et  out a  lear ‘w y’ (our     on an  
     on  tate ent) along w t  t e ‘ ow’ (our  alue  an  t e 
NHUC Way) an  t e ‘w at’ (our goal  & obje t  e ).  ur ng t e 
year, we al o a  e  to t e  trategy by propo  ng t e  ollow ng 
a b t on  – w at  t w ll look l ke w en we  el  er our  trategy: 

• Re ogn  e  a  an out tan  ng  ealt  are pro   er 
• A  e elop ent offer  n pla e  or all our people an  t ey 
tell u  we are a great pla e to work.  We   ent  y & nurture 
 uture lea er . 

•  nno at on e tabl   e  a  bu  ne   a  u ual. 
   er  fi at on o  NHUC port ol o. U e o   T    a  trengt . 

• NHUC    a  entral part o   r   ng nat onal & lo al  y te  
 trategy,  ollaborat on an   el  ery. 

Year 1 o  our  trategy  a   een u   el  er on a nu ber o  key 
obje t  e  r g t a ro   t e  ull port ol o,  any o  w      a e la   
 trong  oun at on   or  uture opportun t e  a  well a  enabl ng 
 urrent  u  e  . H g l g t   ro  t e year are  et out  ere a  per 
ea   organ  at onal obje t  e: 

 

 

Quality 

• PSIRF -  n t ate    ple entat on o  t e Pat ent Sa ety 
 n   ent Re pon e Fra ework 

• Clinical Guardian (SDC) - Expan  on o  Cl n  al 
Guar  an au  t tea  an  lea  ng t e awar -w nn ng 
 ntegrat on between EM S an  t e Cl n  al Guar  an 
 y te  en ur ng all S C  er   e  are  o ere  by our   tal 
 l n  al au  t pro e   

• Clinical Advisory Group (SDC) - e tabl   e  to pro   e 
 n aluable  ee ba k  ro   l n   an exper en e 

Build on our foundations 

• Cost Improvement Plans –  el  er ng ju t un er £500k 
 n  a  ng  a ro   NHUC w t out   pa t ng pat ent  are 

• Information Governance –  G   pro e ent Plan 
 ollow ng ASW au  t  o plete  

• Contracts – TalkPlu    re t awar   or 2025/26.  

Our People 

• NHUC People Committee – E tabl   e  to pro   e  o al 
po nt  or our people work 

• Staff Survey - Re ult  re a n  ery po  t  e an  
  pro e ent  note   n key area   u   a  
 o  un  at on 
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• Corporate Induction – E tabl   e  w t  extre ely 
po  t  e  ee ba k  ro  atten ee .  

Technology 

• NHUC Website –  el  ery o  a new NHUC & S C web  te 
(www.n u . o.uk)  

• Full IT Support –   ple entat on o  24/   T  upport  ro  
N TC now bu  ne   a  u ual 

• Support systems – Full re  ew o   T  upport  y te   
 n lu  ng Sent nel & Sage50. Cyber Se ur ty re  ew an  
agree ent to pro ee  w t  Cyber E  ent al  

Explore New Opportunities 

• Urgent Treatment Centre for North Hampshire – 
 pene  19t  No e ber.  e  gne  an   el  ere  at 
Ba  ng toke Ho p tal w t  HHFT. 

• NHUC Urgent Care Conference –  el  ere  our 
 naugural an    g ly  u  e   ul urgent  are  on eren e 

• Seasonal Flu Service – New 24/  flu  er   e  el  ere  
a ro   w nter per o , re o  ng pre  ure  ro  lo al 
pra t  e . 

Geography and Partnerships 

• Aldershot Urgent Care Centre to full Urgent Treatment 
Centre - Fr  ley Urgent Treat ent Centre opene  on 19t  
No e ber  n  ollaborat on w t  FHFT. 

• TalkPlus Health Utilisation - Engage ent w t  Reg onal 
an  Nat onal lea   to     u   Healt  Ut l  at on report 
 e on trat ng  alue  or  oney an  goo  qual ty, w t  
LTC pat ent  y te   a  ng  approa   ng £1  ll on per 
year. 

• NHUC Wins UHUK Awards - TalkPlu  FAST Pat way, 
Mental Healt  Support to Staff – S l er Awar  
(Work or e), Cl n  al Guar  an,  ntegrat on o  EM S – 
Bronze Awar  (Te  nolog  al  nno at on) an  
V rtualCare@Ho e & HHFT, Pat ent Centre  Care – 
Bronze Awar  (Pat ent Engage ent) 

Social Value 

• Delivery of NHUC’s EDI Pledge - A   e e     ab l ty 
Confi ent E ployer  tatu ,  e en e E ployer Bronze 
Re ogn t on an  NHS Veteran Aware a  re  tat on 

• Be a great employer - Re  ew o  e ployee benefit  
 o pete , expan  on o  work exper en e progra  e 
an   upport ng apprent  e   p    e e 

• Green Plan - S C Ho e V   t ng Fleet  w t   to  el -
  arg ng  ybr    e   le . Urgent Treat ent Centre  
 n  re tly  ontr bute to  arbon e     on re u t on    a a 
le   re our e- nten   e treat ent approa  . 

 

 

http://www.nhuc.co.uk/
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 d    b   

U g    T    m    C     s 

 

 

 

 

 

 

 

I    d c i    

NHUC  a  playe  a p  otal role  n  upport ng Ha p   re 
Ho p tal  NHS Foun at on Tru t (HHFT) an  Fr  ley Healt  NHS 
Foun at on Tru t (FHFT) to e tabl     ully operat onal,   g -
per or  ng Urgent Treat ent Centre  (UTC ) at Ba  ng toke an  
Nort  Ha p   re Ho p tal (BNHH) an  Fr  ley Park Ho p tal 
(FPH). 

Pr or to t e r laun  , ne t er  o p tal  a  UTC pro    on. Pat ent  
requ r ng urgent  are beyon  pr  ary  are  apa  ty were   re te  
to bu y E ergen y  epart ent  (E  ), w  le ot er   el -
pre ente   ue to l   te  a  e   to t  ely GP appo nt ent . T    

pla e    gn fi ant  tra n on E   er   e ,  ontr but ng to 
o er row  ng,  elaye   are, an      n   e  pat ent exper en e. 

To a  re   t e e   allenge , NHUC partnere  w t  HHFT an  
FHFT to  el  er t e  llne   (pr  ary  are) pat way w t  n ea   
UTC. T e partner   p  were bu lt on   are  obje t  e : 

•   pro e pat ent flow 
• Re u e E  pre  ure 
•  el  er  are al gne  w t  nat onal UTC  tan ar   

 
Bot  UTC  were  ob l  e  rap  ly a ea  o  W nter 2025, w t  
NHUC  l n   an   ully  ntegrate   nto Tru t go ernan e, 
operat onal  tru ture , an  per or an e  ra ework . 

Key Outcomes Delivered: 

• 15-minute front-door triage at Basingstoke 
• Improved 4-hour ED performance 
• Reduced ED attendances 

T e  er   e  operate 10am–10pm, seven days a week a  a  ore 
 o el. At Fr  ley, a   t onal w nter  un  ng enable  exten e  
 our  (8am–midnight)  ro  No e ber 2024 to Mar   2025.  

Development 

Bot  UTC  o el  were  o- e  gne  by NHUC an  Tru t  l n  al 
lea er  an   ob l  e  w t  n week . NHUC’  ag l ty a  an at-
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  ale urgent  are pro   er wa  te te  an  pro en, w t   a e 
pat ent  are  el  ere   ro   ay one. 

W  le al gne  to t e NHS National UTC Specification, ea     te 
 a  un que  eature : 

• Multidisciplinary teams  n lu e GP  an  ACP  
• Frimley: Re ept on  t  an  HCA  o er ee wa t ng roo  
flow an   a ety 

• Basingstoke: ACP lea    ront- oor  trea  ng  nto E  or 
UTC 

• Electronic Patient Record (EPR): a opt on o  Tru t 
 pe  fi  EPR to  upport jo nt work ng 
 

Clo e  ollaborat on w t  Tru t  olleague   a  enable  
 ont nuou    pro e ent  n  y te  , pro e  e , an  report ng. 
Bot  UTC  now al gn w t  NHUC’  robu t au  t ng  ra ework, 
en ur ng pat ent  a ety an  out o e a  uran e. 

• Over 90% o  pat ent   een w t  n 4  our  
• Average time to treatment: 2.5  our  
• Clinical capacity utilisation: 

• Ba  ng toke:     
• Fr  ley:  6  

• 100% of contracted clinical hours delivered 
• 85% discharged home w t  no onwar  re erral 

•    t e re a n ng 15 ,  o t re erral  were  or  ollow-up 
 are, not  a e- ay e  alat on 

Patient Feedback 

NHUC     o   tte  to learn ng  ro  pat ent exper en e. 
Fee ba k  olle t on  a  been e be  e   nto  er   e  el  ery, 
w t  po  t  e rat ng  rea   ng 93  at Ba  ng toke an   1  at 
Fr  ley.   ur ng Q4 2024/2025 FFT   ore  a erage   0 .  W  l t 
t       lower t an NHUC’   UC return,  t     on   ere  to be a 
po  t  e po  t on  n t e  ontext o  urgent  are w t  n an a ute 
 ett ng. 

Positive themes: 

• Co pa   onate, e pat et    are 
• Pro e   onal    an   pee  
• Clear  o  un  at on an  rea  uran e 
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Areas for improvement: 

• En  ron ental  a tor  (e.g. te perature, ae t et   , 
park ng) 

• Pat ent flow  lar ty (Fr  ley) — a  re  e    a a new 
pat ent  a t   eet expla n ng UTC operat on  

 

Selected feedback highlights: 

“The doctor who treated me was fantastic. Very 

empathetic and kind.” 

“Excellent service — in and out within half an 

hour.” 

“Reception staff were sympathetic and 

professional.” 

Next Steps 

Bot  UTC   a e now re e  e   or al  e  gnat on  tatu   ro  
NHS Englan  an   a e been re ogn  e  by Tru t partner   or t e r 
  pa t.  ngo ng   pro e ent  a ro   t e   te   n lu e: 

 

Basingstoke: 

• Plann ng  or expan e  po nt-o - are te t ng to  n rea e 
treat ent  apa  ty 

Frimley: 

• Unlo k ng Po nt o  Care te t ng 
• Refin ng return pat way   or pat ent  w t  nor al E  te t 
re ult  

•  ngo ng  ollaborat on w t  Tru t exe ut  e  to en an e 
UTC  alue 

Summary 

T e  ollaborat on between NHUC, FHFT, an  HHFT  a  
 u  e   ully  el  ere  UTC  t at: 

•   pro e pat ent flow 
• Rel e e E  pre  ure 
• En an e  l n  al out o e  
•  el  er   g  pat ent  at   a t on 
• Support NHS per or an e target  

T roug    are  lea er   p,  ntegrate   y te  , an  a 
 o   t ent to  ont nuou    pro e ent, t e e UTC  offer a 
  alable,  o t-effe t  e  o el  or urgent  are tran  or at on — 
one t at pla e  pat ent  at t e  eart o   er   e  e  gn an  
 el  ery. 
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Vi      C    @ H m  

 

Nearly 6,000 patients from North and Mid Hampshire, part of 
the Hampshire & Isle of Wight Integrated Care System, have 
received care through the VirtualCare@Home service 

Aims and Objectives  

The service aims to enhance primary care provision through the 
remote monitoring of patients at home who are managing the 
following conditions 
• COVID-19  
• Asthma  
• COPD  
• Acute Respiratory Infection  
 

Collaboration & Connection 

Patients can be referred to the pathways within the 
VirtualCare@Home service via their GP practice, NHS 111, 
NHUC OOH, HHFT, UCR Team and Basingstoke UTC.  

The VirtualCare@Home service includes:   

• Monitoring patients remotely from their homes using their 
monitoring kit, the Whzan platform and EMIS.  

• A nursing team to support those who are unable to use the 
platform to collect their readings daily and on hand for any 
concerns and advice.  

• Availability of patient consultation notes for their GP, in live 
time.  

“I found this service so good and felt looked 

after and safe in my own home. I was informed 

what to do had my condition got worse” 

Discharge Destinations  

96% of patients were discharged home with safety netting advice 
and self-management information, highlighting the effectiveness 
of this approach in avoiding admissions and promoting self-care, 
while also helping to reduce the demand on GP time. 

 

“The staff were understanding and sympathetic, 

offering information about my condition and 

advice on how to deal with it. Excellent service, 

thanks you!” 
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The Patients’ Voice  

VC@H has consistently received highly positive feedback throughout 
the year, reflecting the confident and passionate dedication of our 
staff. 

Survey results showed that 100% of patients rated the service 
positively, with all responses falling into the categories of good, very 
good, or above expectations. 

Future of the Service 

Over the coming year, we are collaborating with practices in North and 
Mid Hampshire to implement a 48-hour Prednisolone monitoring 
protocol. This initiative aims to enhance patient safety and ensure 
timely assessment of treatment response.  
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T  kP  s 

 

National Priorities & Service Response 

T e Nat onal NHS Talk ng T erap e  Tea   a   et new pr or t e  
to  n rea e t e nu ber o  pat ent  re e   ng  ull- o e N CE-
re o  en e  treat ent  or anx ety an   epre   on. T     ark  
a     t away  ro  en ourag ng   g  nu ber  o  people    ply 
enter ng treat ent, w t  greater e p a    on   pro  ng 
treat ent out o e .   

TalkPlu   a  re pon e  to t      ange by  el  er ng  ewer 
treat ent entr e  but  n rea  ng t e nu ber o   ull  our e  o  
treat ent an  pat ent appo nt ent  atten e . T    refle t  t e 
a p rat on o   ore people re e   ng better qual ty  nput. 

FAST Pathway & Research 

T e FAST Pat way  ont nue  to  e on trate   gn fi ant  alue a  
a  l n  al  nno at on.  t wa  re ently re ogn ze  t roug  t e 
UHUK Be t Pra t  e Awar  – S l er. Bu l  ng on t     u  e  , 
TalkPlu   a  expan e   t    ple entat on a ro   t e  er   e to 
 el  er  ore t  ely treat ent a  e    or pat ent . 

TalkPlu     a t  ely pur u ng  un  ng opportun t e  to  on u t a 
ran o  ze   ontrolle  tr al (RCT) t at w ll e tabl    e   en e-
ba e  benefit  an   upport a opt on by ot er  ealt  are 
 er   e . T e planne   e elop ent o  t    RCT     n  ollaborat on 
w t  t e NHS Talk ng T erap e  Re ear   Group t roug  
Sout a pton Un  er  ty. 

Health Utilisation Reports 

Two Healt  Ut l  at on (HU) report  were  o plete : 

• T e fir t  n e t gate  t e   pa t o  treat ent w t  TalkPlu  
an   upport  ro  C t zen  A    e Bureau on t e lo al 
 ealt  e ono y. Pat ent  w o re e  e   upport  a  
45.2   ewer outpat ent     t   n t e   x  ont   a ter 
     arge  o pare  to t e   x  ont   be ore re erral. 

• T e  e on   o u e  on pat ent  w t  long-ter   ealt  
 on  t on .  t   owe  a re u t on o  5  2 appo nt ent   n 
t e   x  ont   po t-     arge, equat ng to a  o t  a  ng 
o  £965,125 to lo al NHS  er   e  a ro   GP 
appo nt ent , outpat ent     t ,  npat ent  tay , an  
e ergen y  epart ent atten an e . 
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T ch    gy: W bsi     d NITC 

 

New NHUC Website n u . o.uk
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U g    H    h UK  w  ds 

T e Urgent Healt  UK awar    elebrate ex ellen e  n urgent an  
 ntegrate   are. T e awar    or  part o  t e annual UHUK 
 on eren e, atten e  by lea  ng  ealt  are pro e   onal , pol  y 
 aker , a a e    , an  p oneer   ro  a ro   t e UK. 

T    year’  t e e wa  ‘Su ta n ng t e NHS:      rtual  are t e 
 olut on?’. A  part o  t e  on eren e,  r Carol ne  ’Keeffe wa  
jo ne  by  a    Crutten en-Woo  an  Be ky Hou ley, 
 olleague   ro  Ha p   re Ho p tal’  Foun at on Tru t. 
Toget er, t ey pre ente  a  a e  tu y  e on trat ng t e  u  e   
o  t e NHUC/HHFT   rtual war   o el, w      a  partner   p 
an   ollaborat on at  t   ore, e tabl    ng t e  alue o    rtual 
war   an    g l g t ng le  on  learne   or t e ongo ng 
 e elop ent o    rtual  are. 

No  nate   n t ree awar   ategor e ; Work or e, Te  nolog  al 
 nno at on an  Pat ent Engage ent, NHUC wa   el g te  to w n 
awar    n ea  : 

• FAST Pat way, Mental Healt  Support to Staff – S l er 
Awar  (Work or e) 

• Cl n  al Guar  an,  ntegrat on o  EM S – Bronze Awar  
(Te  nolog  al  nno at on) 

• V rtualCare@Ho e & Ha p   re Ho p tal  Foun at on 
Tru t, Pat ent Centre  Care – Bronze Awar  (Pat ent 
Engage ent) 

Refle t ng on t e awar    r Carol ne  ’Keeffe  a   

“                                H                  ’   H K 
                                                                     
            z                                                   
                                                         
                j                         H         H         
 H  F                                     V                     
                                fi     ” 
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P      

I    d c i    f  h  NHUC P      C mmi     

 

                        : G    H    K                  F      F        
G                   j   L     P                                      

 n February 2025 t e NHUC People Co   ttee wa  e tabl   e  - 
a  e   ate   ub- o   ttee o  Manage ent Coun  l  o   tte  
to   a p on ng our work or e an  en ur ng NHUC  ont nue  to 
attra t,  upport, an  reta n   g -per or  ng talent. 

T e Co   ttee pro   e   trateg   o er  g t a ro   key area  
 n lu  ng work or e plann ng, re ru t ent, wellbe ng, equal ty, 
learn ng an   e elop ent, an   taff engage ent.  t play  a   tal 
role  n a  ur ng t at our people pol   e  an  pra t  e  are 

effe t  e,  n lu   e, an  al gne  w t  NHUC’  organ  at onal 
goal . 

Meet ng quarterly, t e Co   ttee al o  upport  lea er   p 
 e elop ent, talent plann ng, an  t e  ult  at on o  a workpla e 
 ulture w ere  olleague   eel e powere  to ra  e  on ern  
 a ely an  be  ear . T e Co   ttee      a re  by Gary Hay (Non-
Exe ut  e   re tor), w t   e ber  An y F el  (C a r o  NHUC), 
Karen Wyll e (Non-Exe ut  e   re tor) an  S  ona C erej  
(Ele te  P y  olog  t). Atten ee   n lu e Fel   ty Greene (C  e  
Exe ut  e  ff  er), Ste e Clarke (  re tor o  Go ernan e), Sop  e 
A ot  (HR Manager), an  Le g  Parker (HR   re tor). 

Work ng  n  lo e  ollaborat on w t  NHUC’  Manage ent 
Exe ut  e , t e Co   ttee     o   tte  to a pl  y ng t e 
e ployee  o  e an  e be   ng  t t roug out our  trateg   
 n t at  e . 

Key pr or t e   or t e up o  ng year  n lu e a  o pre en   e 
re  ew o  our Parental Lea e pol   e , a  part o  a broa er 
e aluat on o  our rewar  an  benefit  pa kage . We are al o keen 
to engage w t   olleague  to  elp   ape t e  uture o  our People 
Plan.  

H  

A  NHUC  ont nue  to grow, our  o   t ent to en ur ng a 
 upport  e, engag ng, an  rewar  ng workpla e re a n  at t e 
 eart o  our      on. T e 2024 Staff Sur ey re ult   a e pro   e  
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 aluable  n  g t , refle t ng t e po  t  e  tr  e  we’ e  a e  n 
 reat ng a great pla e to work. T e e re ult  not only   g l g t t e 
progre   we' e  a e but al o  er e a  a  oun at on  or  ont nue  
  pro e ent. 

Look ng a ea , we are ex  te  to bu l  on t e e  n  g t ,  urt er 
en an  ng our workpla e  ulture,  o ter ng e ployee well-be ng, 
an   r   ng po  t  e   ange a ro   t e organ  at on. W t  our 
 e   ate  tea  an  a   are      on, we are  onfi ent t at t e 
year a ea  w ll br ng e en  ore growt ,  ollaborat on, an  
 u  e  . 

Sophie Avoth HR Manager 
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    po  t  e re pon e by  e t on
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        chi v m     w  ds 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Congratulat on  to all t o e no  nate   or an awar .  ur 2024 
w nner  ( ro  top le t to botto  r g t): 

• Marilyn Richter, HCA & Katie Allen, PWP - Value  Awar  (jo nt 
w nner ) 

• Sam Tayler, HI Therapist – Spe  al Re ogn t on Awar  
• Dr Shoaib Mohammad - Spe  al Re ogn t on Awar , runner up 
• Aldershot UCC Team (repre ente  by C r   Stark) – All  or  ne, 
 ne  or All Awar  

• TalkPlus Operations Team (repre ente  by Jo Re ell) - All  or 
 ne,  ne  or All Awar , runner up 

• Dr Ash Bagheri –  ut tan  ng A   e e ent Awar  

Annual Achievement Awards 
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S ci   V     

Eq   i y, Div  si y & I c  si   

We  a e  ont nue  to bu l  on our  n t al E   Ple ge  ro  2023/24 
an   a e  een NHUC ga n  n  onfi en e an   o peten e  n truly 
 ak ng our organ  at on a pla e w ere e eryone    wel o e  
an   alue  an  t at  a r a  e   to opportun ty    a a lable to all. 
We un er tan  t at w en   fferen e    re ogn  e , re pe te  
an   elebrate  we w ll  reate a  ulture o   reat   ty an  
 nno at on.  

We wante  to  ake  t ea y  or our people to   ow t e r 
 o   t ent to Equal ty,    er  ty an   n lu  on.  

 ur EDI Champion Commitment    a   ollow : 

• Mak ng NHUC a pla e w ere everyone    welcomed an  
valued 

• En ur ng t at everyone  a  t e  a e, fair access to 
opportunity 

• Creat ng a  ulture o  creativity an  innovation, w ere 
difference    recognized, respected an  celebrated 

To  e on trate  ow our people   ow t e r  upport, we  a e 
g  en t e  t e   an e to   gn up to our E   C a p on 
Co   t ent. 
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T  kP  s EDI S  v y 

An E   Sur ey wa   on u te  w t  TalkPlu   n Augu t 2024. T e 
re ult  were plea  ng to  ee a ro    any area . All re pon ent  
re o  en e  NHUC a  an  n lu   e pla e to work an  aga n 
100   elt t at t e r  n     ual   fferen e    wel o e  an   alue . 
9    a   t at t e r l ne  anager     o   tte  to equal ty  n t e 
workpla e w t  t e re a n ng 3  un ure. We al o  ear  t at we 
 oul   o better  n a nu ber o  area : 

•   pro  ng our engage ent w t  you on Equal ty,    er  ty 
&  n lu  on  

• Enabl ng a  ulture w ere e eryone  eel  able to an   ee  
t e  alue  n  o   ng t e r op n on  an   on ern  

• Pro    ng an en  ron ent w ere e eryone  eel  able to be 
t e  el e  an    are t e r   ew  

• Be ng  lear about  areer progre   on an  bu l  ng tru t  
• En ur ng our pol   e  are  a r an   e-b a e   
• Celebrat ng all  ultural  ol  ay  &  e t  al  t at are 
  portant to you an  our lo al  o  un t e  

• En ur ng our re ru t ent pro e  e  engage effe t  ely 
w t  our lo al  o  un t e   o we  an better repre ent 
t e  

 

We  a e been able to take a t on to a  re    any o  t e po nt  
ra  e ,  owe er, we al o re ogn  e t at  ean ng ul 
  pro e ent take  t  e t roug  bu l  ng tru t an   reat ng t e 
r g t  on  t on   or a po  t  e an   n lu   e  ulture  n all area . 

EDI Engagement group 

 ur E   Engage ent Group  upporte  t e a   e e ent o  
   ab l ty Confi ent E ployer an  our E   C a p on 
Co   t ent, w  l t al o rea   ng out to work along   e t e 
range o  proje t group  run by TalkPlu . We al o  ully re   e  
NHUC’  Equal ty,    er  ty &  n lu  on Pol  y an   ntro u e  a 
Pre ent on o  Sexual Hara   ent Pol  y.  

Me ber  o  t e tea   upporte  Fr  ley  CB’  E   Con eren e  n 
 o- el  er ng t e open ng roa   ow  e   on ‘Gett ng your E   
Journey R g t’. 

T e Group  a e al o  o u  e  on  elebrat ng an  re ogn   ng a 
 alen ar o  e ent  t at are   portant to our people an  our lo al 
 o  un ty  n lu  ng Worl  Rel g on  ay, Luna New Year, 
Ra a an, Wo en’  H  tory Mont  &  nternat onal Wo en’   ay, 
Lent, Hola Mo alla an  Hol . 

Disability Confident  

NHUC    now Le el 1 a  re  te  a  a    ab l ty Confi ent 
e ployer.    ab l ty Confi ent    a go ern ent  n t at  e 
 e  gne  to en ourage e ployer  to re ru t an  reta n    able  
people an  t o e w t   ealt   on  t on .  

By be ng    ab l ty Confi ent we  an  elp our people  ulfil t e r 
potent al an   ontr bute  ully to our tea ’   u  e   an  we’ll al o 
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be  een a  lea  ng t e way  n our bu  ne    e tor an  beyon , 
 elp ng to po  t  ely   ange att tu e , be a  our  an   ulture . 

We are  o   tte  to: 

•  n lu   e an  a  e   ble re ru t ent 
• Co  un  at ng  a an  e  
•  ffer ng an  nter  ew to    able  people 
• Pro    ng rea onable a ju t ent  
• Support ng ex  t ng e ployee  
• At lea t one a t   ty t at w ll  ake a   fferen e  or 
   able  people 

 

 

 

 

 

 

NHS Frimley Mirror Board 

T e M rror Boar     an  n t at  e w t  n Fr  ley  CB to br ng an 
‘E  ’, Equal ty,    er  on an   n lu  on len   nto key  trateg   
   ue  t at affe t t e Boar .   n  ore    ple language, t e M rror 
Boar     a group o  people,  ro    fferent ba kgroun  , w o work 

a ro   t e  ealt  an   are  y te  w o  ontr bute to boar  
    u   on  by  raw ng on t e r per onal exper en e .   

   eel   br ng  y exper en e  o  work ng at TalkPlu , be ng a 
 ealt  are u er (ye ,    a e  at at Fr  ley A&E  or 12  our  
wa t ng an out o e).    al o br ng  y exper en e  o  be ng  e ale 
an  be ng Neuro   ergent ( y lex a).  T ere    a re  pro al, or two 
way benefit w t  t e M rror Boar , on t e one  an     a e been 
able to be pre ent at  eet ng , w      a   elpe   e un er tan  
t e w  er  ealt  are  y te , an  t e Boar   a e al o been able 
to  ear   fferent  tor e  an  per pe t  e   ro     er e 
 o  un t e , w      ay not alway  be  ear .  t  a  been a 
 anta t   learn ng opportun ty at  any le el , learn ng about t e 
 CB, about  olleague  an   ow t ey  a e been affe te  by 
ex lu  on an  al o learn ng a b t  ore about  y el .   

Dr Julia Heath, Cl n  al Healt  P y  olog  t, TalkPlu  

 

Veteran Aware 

A  a   gnatory o  t e Ar e  For e  Co enant, NHUC  a  
 o   tte   t   upport to t e Ar e  For e  Co  un ty, a  an 
e ployer,  ealt  are pro   er an   y te  partner. T       
  portant to u , a  a  o  un ty benefit  o  ety an   n  el  er ng 
on t e So  al Value obje t  e  o  our  trategy. We re ogn  e our 
pr   lege  po  t on lo ally w t  n our Ar e  For e  Co  un t e  
a ro   Ha p   re & Surrey t at  n lu e  lo at on   u   a  
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Al er  ot Garr  on, Royal M l tary A a e y San  ur t, RAF 
    a  an  M nley Barra k , a  well a  t e  any  eteran , an  
t e r  a  l e , w o  a e  ettle   n t e area. 

Follow ng a   x- ont  per o  o  preparat on by t e NHUC 
Veteran  group, we  a e now be o e a  re  te  a  an NHS 
Veteran Aware organ  at on. T e progra  e     e  gne  to 
 upport NHS  ealt  are pro   er  un er tan  an   eet t e 
nee   o  t e Ar e  For e  Co  un ty. A  part o  t e 
a  re  tat on, NHUC  a  re e  e  t e  e en e E ployer 
Re ogn t on S  e e Bronze Awar  an  al o  a e 
  pro e ent  to re ru t ent an   taff tra n ng an  awarene  . 
We  a e al o jo ne  t e Career Tran  t on Partner   p to en an e 
our     b l ty to  er   e lea er  a  an e ployer. 

T e pro e   o  be o  ng an NHS Veteran Aware organ  at on  a  
been genu nely  elp ul  n  ak ng NHUC better  or our Ar e  
For e  Co  un ty an  t e  upport  ro  our reg onal Veteran 
Aware Lea  wa   n aluable  n t    pro e  . We look  orwar  to 
 ont nu ng to  el  er   pro e ent  an   a nta n ng our 
a  re  tat on. 

 

 

 

 

B    g      m   y   

L nke  to NHUC’   ur People obje t  e, our a b t on     or our 
tea   to tell u  t at we are a great e ployer. We al o re ogn  e 
t at by a   e  ng t   , we  an al o  ontr bute to  upport ng our 
lo al  o  un t e   ore w  ely.  ur ng 2024/25 we un ertook a 
re  ew o  our e ployee benefit  pa kage an   n t ate  a re  ew o  
our re ru t ent pro e  e ; t    w ll  ont nue a  part o  our 
People Plan.  

 

 

 

 

 

 

 

We  a e al o  ont nue  to expan  our work exper en e 
progra  e,  o t ng   x  tu ent   ur ng  u  er 2024 an  we are 
work ng w t  Farnboroug  College o  Te  nology to a   a  urt er 
 e   ate  2-week per o   n June 2025 to  o t  our  tu ent .  n 
l ne w t  our new relat on   p  w t  lo al e u at on, TalkPlu  
 a e al o re ru te  an Apprent  e Bu  ne   Ser   e  
A   n  trat  e A    tant. 
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W  k i         shi  & i v  v      c mm  i y 

T e  n  g t  an   ee ba k  ro  our pat ent  an  lo al 
 o  un t e  are  n aluable  n   pro  ng our lo al  er   e . We 
 a e e tabl   e  l nk  w t  Healt wat   Surrey an  Fr  ley  CB’  
Co  un ty Panel to  elp u  to   pro e  ar ou  proje t   u   a  
our web  te, Al er  ot Urgent Care Centre an  TalkPlu ’   upport 
to  l er People.  ur Co  un ty Repre entat  e, Subrat Sunger 
 a   upporte  u   n a nu ber o    fferent proje t  an  we are 
extre ely grate ul  or     t  e an   aluable  n  g t . We al o 
jo ne  t e Fr  ley VCSE All an e an   upporte  t e Re onne t, 
Re et, Rebu l  Co  un ty Con er at on  an  Co  un ty 
Engage ent work ng w t  Ru   oor A  e   b l ty A t on Group. 

 

G     P    

 ur Green Plan w ll be  ully re  ewe   ur ng 2025/26. T    year 
we  an report: 

• Vehicle Emissions:  e    on to  o e away  ro    e el 
 e   le  to  el -  arg ng  ybr    or Sa e  ay Care’  
Ho e V   t ng fleet. Sel -  arg ng  ybr    offer lower 
 arbon e     on    e el  e   le  (25-30  lower), 
e pe  ally  n urban en  ron ent . T ey al o  ontr bute 
le   to a r pollut on,  ak ng t e  a  leaner   o  e 
o erall. T e new fleet w ll be operat onal  ur ng  u  er 
2025. 

• Refurbished mobile devices:  ur new partner   p w t  
CSH Surrey & B ll on tor to  el  er our  ob le  e   e  
not only g  e  u    gn fi ant finan  al  a  ng  but al o 
pro   e  u  w t  ea y a  e   to re urb   e   e   e  t at 
 an  a e 90  o   arbon e     on   er u  a new  e   e. 

• Urgent Treatment Centres: UTC   ontr bute to  arbon 
e     on re u t on    a a le   re our e- nten   e 
treat ent approa  , re u  ng unne e  ary  o p tal 
e     on  an    pro  ng pat ent flow.  
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S m  D y C    P  f  m  c  & Q   i y 

Performance  

Sa e  ay Care  ont nue  to  e on trate re arkable re  l en e 
an   nno at on,  el  er ng approx  ately 195,000 pat ent 
 onta t  a ro    ntegrate  Urgent Care ( UC), Urgent Treat ent 
Centre  (UTC ), Pr  ary Care, an  V rtualCare@Ho e.  e p te 
    t ng pre  ure  an  t g tene   un  ng en  ron ent , Sa e 
 ay Care not only  a nta ne   er   e qual ty but expan e   t  
 ootpr nt  n key area . 

 ur  er   e   x  n lu e  136,000  UC  onta t , w t  UTC  
 ontr but ng 42,000 pat ent  ntera t on  a ro   Fr  ley Park an  
Ba  ng toke o er t e la t 4 ½  ont  . Pr  ary Care,  n lu  ng 
En an e  A  e   Network , Flu Re pon e, an  Target  ay  o er, 
a  ounte   or 1 ,000  onta t , un er  or ng our ab l ty to a apt 
to e ol  ng  o  un ty nee  . 

Sa e  ay Care a   e e  a 22   n rea e  n  n o e year-on-year, 
rea   ng approx  ately £13   ll on. T    upl  t wa   r  en by 
 trateg    ontra t  w t  Fr  ley an  Ba  ng toke UTC , refle t ng 
our  trong  y te  reputat on an  tru te   el  ery  o el. 

Core  er   e   ont nue  to per or  well, un erp nn ng our 
finan  al re  l en e an  enabl ng re n e t ent  n  er   e 
 nno at on an  work or e  e elop ent. 

 

Qual ty  etr    refle te  our  ont nuou    pro e ent  o u : 

• Serious Incidents re u e   ro  3 to 0. 

• Overall Incidents  el   tea y at 0.19  (250). 

• Overall Complaints and Concerns ro e by 22  (54 
 o pare  to 42 t e pre  ou  year), but t e nu ber o  
 o pla nt   ell by 36  (13  o pare  to 19 t e pre  ou  
year). 

• Safeguarding referrals  aw a re u t on o  19  

Co pla nt  a  ounte   or le   t an 0.1  o  total pat ent 
 onta t ,   g l g t ng ex ept onal pat ent  at   a t on an  
effe t  e  a e  anage ent. Co pl an e  ea ure  were robu t 
— o er 94  Cl n  al Guar  an au  t  a   e e  “Sat   a tory” or 
better, an  94  o  Fr en   & Fa  ly re pon e  rate  our  er   e  
“Goo ” or “Very Goo .” 

Sa e  ay Care  el  ere   o t   pro e ent   e p te  nflat onary 
pre  ure , a   e  ng an     n rea e  n output w t  a     rop  n 
re our e u e. Mo t notably,  UC  er   e   aw a 4   o t re u t on 
a  a re ult o  t e Co t   pro e ent Progra  e (£32 ,000), w t  
a  urt er 3    pro e ent  ore a t  or 2025–26. 

  portantly, t e e ga n  were real ze  w t out  o pro    ng 
pat ent  are or  l n  al  our , refle t ng our  trateg    taff ng 
 eploy ent an   n e t ent   n   g tal  n ra tru ture —  n lu  ng 
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work or e  T  upport an  t e  oun at on  or NHUC Conne t an  
en an e  bu  ne    ntell gen e. 

Pr  e  n Per or an e 
 ur a   e e ent  t    year were  efine  by  o ng  ore  or le  , 
en ur ng equ ty o  a  e   an  qual ty o   are a ro   reg on . 
W t  reputat on a  our  ataly t, an   nno at on a  our  r  er, 
Sa e  ay Care  tan   po  e   or  ont nue  growt  an    pa t. 

 ntegrate  Urgent Care & UTC Per or an e H g l g t  (2024–
2025) 

T    year’  per or an e a ro    ntegrate  Urgent Care an  UTC  
un er  ore  t e unwa er ng  o   t ent to t  ely  are, pat ent 
 a ety, an   y te -w  e   pa t. W t  105, 49 telep one 
 on ultat on  an  134,6 2 pr  ary  are  ntera t on   el  ere , 
we  upporte  an a erage o  369 pat ent  onta t  per  ay, keep ng 
91   (336) pat ent  per  ay away  ro  our lo al E ergen y 
 epart ent  (E  ). an  only    (27) nee  ng to be  een by t e r 
own Pra t  e. 

Co pl an e  etr    re a ne   on   tently   g , w t  telep one 
 on ultat on ,  o e     t , an  treat ent  entre out o e  all 
a   e  ng rate  abo e 94 , en ur ng urgent  a e  were 
a  re  e  w t  n  l n  ally  a e t  e ra e . UTC out o e   n 
Ba  ng toke an  Fr  ley refle te  robu t 4- our  o pl an e — 
95  o   llne  -relate  pat ent  were treate  w t  n t e target 
t  e ra e. Cr t  ally,  5  o  UTC pat ent  were      arge   o e 

w t  no onwar   o p tal re erral, aff r  ng t e qual ty an  
effe t  ene   o   a e- ay  nter ent on. 

Moreo er, UTC  ab orbe  1   o  all E  atten an e  a ro   bot  
  te  —  e on trat ng a   tal    er  on effe t an  alle  at ng 
pre  ure on a ute  er   e . 

Pat ent  at   a t on  ont nue  to    ne. T e Fr en   & Fa  ly Te t 
returne  94% “Very Good” or “Good” ratings  or  UC an  80% 
satisfaction  or UTC   n Q4. Fee ba k  requently   te  
rea  uran e, e pat y, an  pro e   onal     ro   l n   an : 

“The doctor was really great and kind, gave a 

good explanation and was professional.” 

“The UTC clinician understood me perfectly — 

very empathetic and kind.” 

T e e  ent  ent  refle t not only  l n  al expert  e but t e 
 u an tou   e be  e  a ro   our  er   e . 

Su  ary 

T e  el  ery o  urgent  are t    year exe pl fie  a   g -
 un t on ng, 24/   er   e network. W t   trong  o pl an e, 
ex ept onal out o e , an   ean ng ul    er  on  ro  E  
pat way , our  o el re a n  a  orner tone o   y te  re  l en e. 
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Look ng a ea , we are  o   tte  to  urt er  trengt en ng   g tal 
 n ra tru ture, refin ng pat way , an   eepen ng our partner   p 
w t  a ute tru t  — en ur ng Sa e  ay Care  ont nue  to  el  er 
 or pat ent  an  t e w  er  ealt   y te . 

Quality 

Co pla nt  an  Con ern  

Approach to Feedback and Learning 

Engag ng w t  pat ent ,  a  l e , an   arer  re a n   entral to 
NHUC’   o   t ent to  ont nuou   er   e   pro e ent. 
Co pla nt  an   on ern  offer  aluable opportun t e   or 
learn ng an   ollaborat on, part  ularly w en  er   e   all   ort 
o  expe tat on . 

NHUC u e  a  ee ba k-le  approa   to  ategor   ng    ue , 
allow ng t e or g nator to gu  e w et er t e r  nput    treate  a  a 
 o pla nt or  on ern. Mo t  on ern  are  ub  tte    a t e Sa e 
 ay Care (S C) pat ent  at   a t on que t onna re (PSQ). All 
 ee ba k      are  w t  rele ant  l n   an  to  upport refle t on 
an   e elop ent, e en w en a re pon e    not reque te . 

 

 

Complaints and Concerns – Metrics and Trends  

 

 
 
 
 
 
 
• Primary Theme: Co  un  at on    ue  (32 ) 
• Emerging Theme: Cl n   an att tu e an   anag ng 
pat ent expe tat on , part  ularly aroun  ant b ot   an  
 ontrolle   rug pre  r b ng 

Learn ng  ro  Co pla nt  

Clinician Attitude & Patient Expectations 

 n rea  ng  o pla nt  refle t pat ent  ru trat on w t  un et 
expe tat on , o ten l nke  to urgent  are l   tat on  an  GP 
a  e     allenge . Cl n   an  are  anag ng  o plex  a e  
un er r   ng a t   ty le el , w      an lea  to ten  on w en 
pat ent  expe t  er   e  beyon  NHUC’  re  t. 

Antibiotic Stewardship & Controlled Drug Prescribing 
Verbal abu e  n   ent   a e  n rea e , part  ularly aroun  
reque t   or ant b ot    an   ontrolle   rug . Cl n   an  
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 e on trate   a e pre  r b ng pra t  e , an   o  un  at on 
effort  are be ng  trengt ene  to expla n pre  r b ng rat onale. 

Co  un  at on Refle t on  
 n e t gat on  re eale  no  ntent to offen , an   l n   an  
refle te  on t e r approa  . S are  learn ng  n lu e : 

• Break ng  own exa  nat on   nto    ple  tep  
• Expla n ng a t on  an   en  t  e que t on  
• A o   ng jargon 
• Relat ng  on ept  to e ery ay exper en e  
• Pau  ng to   e k un er tan  ng 
• Sett ng expe tat on   or  eter orat on 

Governance and Incident Management 

S C Go ernan e Stru ture 

W  l t  urrent  o pla nt an   on ern pro e ure  are effe t  e, 
 lo er  ntegrat on between operat on  an  go ernan e    be ng 
explore   or 2025–26. T    a    to  eepen un er tan  ng o  
 l n  al an  operat onal    ue  an  enable  ore   pa t ul 
  ange. 

Incident Reporting Metrics  

 
 

 
 

 
 
 

•  a ly re  ew by S C Sen or Lea er   p 
• Weekly Sent nel Re  ew  eet ng  w t  key  take ol er  
• Mont ly an  quarterly  u  ar e    are   nternally an  
externally 

• Learn ng     e  nate    a NHUC an  weekly new letter  

 

 n or at on Go ernan e ( G) Brea  e  

•  n   ent   n lu e  paperwork le t on pr nter  an   n 
 o e     t ng  ar ,  n orre t  ata entry, an  u e o  
per onal e a l . 

• All  n   ent   n e t gate  by  G Lea ; none requ re   C  
report ng. 
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• Co  un  at on   ent to re n or e be t pra t  e , 
e pe  ally aroun  pr nt ng  or po t o e lookup. 

Sout  Central A bulan e Ser   e (SCAS) Pat way  

• A  ew  a e  ra  e   ue to  n orre t SCAS pat way ; 
Healt  Care Pro e   onal Fee ba k (HCPF)  or   
 ub  tte . 

• SCAS  onfir e  a   t onal  taff tra n ng. 
• No HCPF  or   re e  e  by NHUC  n 2024/25. 
• Cont nue   ntra-agen y learn ng   a  CS Sy te   
Learn ng an  PS RF  eet ng . 

 

Aggre   on Towar   Staff 

•  n rea e  n  n   ent   n ol  ng pat ent aggre   on,  o e 
  ent fie    a Cl n  al Guar  an  e   on . 

• Support offere  to affe te   taff. 
• Zero Toleran e letter    ue   n Q4 pro pte  re  ew o  
V olen e an  Aggre   on Pol  y. 

• Up ate  pro e ure  an   learer pat way  now  n pla e 
 or go ernan e tea  . 

Safeguarding 

V   on an  Co   t ent 
NHUC a p re  to be a  er   e t at re ogn  e  r  k  an  a t  to 
 ake a   fferen e. Sa eguar  ng     entral to our  are,  oral 

re pon  b l ty, an   tatutory obl gat on . All  taff are  ntro u e  
to NHUC’  Sa eguar  ng Pol  y an   n   ent  y te  (Sent nel) 
 ur ng  n u t on. 

Go ernan e 

• Weekly Sa eguar  ng Con ern  Re  ew  eet ng  w t  
  re tor o  Nur  ng, Hea  o  Nur  ng, Go ernan e 
Manager, an   p  Tea  

• Mont ly an  quarterly report    are   nternally an  
externally 

• Learn ng     e  nate    a NHUC Conne t an  
new letter  

Safeguarding Metrics and Trends  

 

• Children’s Themes: Negle t an  Non-A    ental  njury 
(NA ) re a n  o  nant 

• Adult Themes: Negle t (31 ) an  Mental Healt  (2  ) 
 o t  o  on 
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• Lowest Referral Causes: Sub tan e    u e an  non-
a    ental  au e  

 
Ca e H g l g t 

A    l   a eguar  ng  a e  n ol  ng  u pe te  non a    ental 
 njury (NA )  e on trate  ex ellent  ult      pl nary tea work, 
re ult ng  n a Se t on 4  re erral. T     a e exe pl fie  effe t  e 
 a eguar  ng pro e  e  an   l n  al   pa t. 

Tra n ng an   e elop ent 

•  n- ou e  a eguar  ng  tu y  ay ( o b ne  a ult an  
   l ren’   o u ) 

• Gue t  peaker : F re Ser   e  ( ulnerable a ult  upport), 
Grub ub (e ono     ar    p an  wraparoun   er   e ) 

• NHUC Conne t now  o t  a  e   ate   a eguar  ng 
re our e  ub 

Sea onal Tren   

• H g e t re erral  ont  : June, July, Augu t,  e e ber 
2024 

• Hol  ay per o    ont nue to  orrelate w t   n rea e  
 a eguar  ng a t   ty 

 

 

Re o  en at on  

• Ra  e awarene   o  a ult  a eguar  ng t e e , 
e pe  ally  ental  ealt ,  o e t   abu e, an  
 ub tan e    u e 

• Support  l n   an  onfi en e  n a  re   ng  en  t  e 
top     ur ng  on ultat on  

Training and Development 

• 2 Nur e Pra t t oner   o plete  Non-Me   al 
Pre  r b ng (NMP) 

• 2 Para e      o plete  NMP (awa t ng re ult ) 
• 1 HCA  o plete  Para e    BS  
• 1 HCA  o plete  BS   n Nur  ng 
• Mental Healt  Con eren e  el   
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NHUC Con eren e 2024: Urgent Care 

NHUC  el   t   naugural  on eren e on Urgent Care. T ere wa  
an ex ellent turn an  a broa  range o  exper en e an   k ll   n t e 
roo  w     le  to  o e energ   ng  ebate aroun  Mo ern 
Pr  ary Care an   ntegrate  Ne g bour oo  Tea  . 

Repre entat  e   ro  Lo kton  pro   e   n  g t  nto Coroner ’ 
 nque t , an  a  pe  al t ank you to Mel   a Mea   ro  UK 
Sep    Tru t w o ga e a  o  ng pre entat on about  er 
exper en e o  na  gat ng t e Urgent Care  y te   ur ng t e lo   
o   er  on  ro  Sep   .  

  

  

 

 

 

 

T e Ark Centre tea  were ex ellent  o t   or t e  on eren e w t  
 o e  el   ou   oo  an  well  one to e eryone w o part   pate  
 n t e raffle  or St M   ael’  Ho p  e, we  anage  to ra  e £164! 

 

 

 eter orat ng Pat ent Tra n ng  n t at  e 

Background and Risk Identification 

 ur ng W nter 2024, NHUC ob er e  an  n rea e  n  n   ent  
 n ol  ng pat ent   eter orat ng  n wa t ng roo  , o ten requ r ng 
e ergen y a bulan e  upport an  re u   tat on. T e e e ent  
typ  ally o  urre   ur ng bu y weeken  e en ng  w t  re u e  
 taff ng.  n e t gat on  re eale : 

• Staff  elt t ey  oul  be better prepare  
• E ergen y equ p ent wa    ff  ult to a  e   
• Cl n   an  la ke   onfi en e  n  anag ng a ute 
pre entat on  (e.g.  ep   ,  en ng t  , a t  a,  e zure , 
  e t pa n) 

T e e r  k  were a  e  to t e organ  at onal r  k reg  ter an  
re  ewe  by t e Sen or Lea er   p Tea . A   g -pr or ty a t on 
wa   n t ate  to a  re   t e    ue. 

For at on o  t e Tra n ng Tea  

An A  an e  Cl n  al Pra t t oner (ACP) w t  a ute  are 
exper en e propo e   or  ng a  e   ate  tea  to  el  er 
pra t  al tra n ng. W t  n week , a group o  fi e  l n   an  w t  
ba kgroun    n Cr t  al Care an  E u at on  olunteere  to lea  
t e  n t at  e. 
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Tra n ng Approa   

•  el  ere   n   all group  u  ng pla n Engl    
• Fo u e  on bu l  ng  onfi en e a ro    l n  al an  non-
 l n  al  taff 

• E ergen y equ p ent wa  relo ate  to a  entral, 
a  e   ble lo at on an  u e   ur ng  e   on  to bu l  
 a  l ar ty 

Top     n lu e : 

• Tak ng  l n  al ob er at on  
•  xygen t erapy 
• Glu o e an  ketone  ea ure ent 
• Nebul  er u e 
• A rway  anage ent 
• Effe t  e a bulan e  all ng an  e  alat on 
• Ba    L  e Support (BLS) tra n ng re a ne  a  eparate 
 an atory  e   on 

  pa t an  Fee ba k 

•  n   ent report ng relate  to  eter orat ng pat ent   a  
 e rea e  

• Cl n   an  an  non- l n   an  report   pro e  
 onfi en e an  tea work 

• Exa ple  o  goo  pra t  e are now e erg ng a ro   t e 
 er   e 

 

NHUC  a e report  o  ex ellent pra t  e w      a  
 e on trate  t e tea  work ng toget er w t   onfi en e  n two 
  ff  ult   tuat on   n w     t e tea   re pon e  effe t  ely, 
worke  toget er an   on eye  t e pat ent  to a pla e o   a ely 
w t out  elay.   

T e e  a e    ow t e  alue o  t    tra n ng an   ow t e tea  
bu lt  onfi en e a ro    l n  al an  non- l n  al  taff,   pro  ng 
 ollaborat on to en ure  a e an  effe t  e pat ent  are. T e tea  
w ll  ont nue to  el  er t    tra n ng t roug out t e  o  ng year, 
 e  gn ng   enar o-ba e   ay  to en an e t e real    an   alue 
o  t e tra n ng  el  ere .  
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Staff Te t  on al  

“I just wanted to say how worthwhile both 

myself and Laura thought the training was for 

the deteriorating patients – we were very 

interested in the contents of the emergency 

bag.” 

“It was a short but succinct event, repeating the 

instructions in a way that research shows 

improved learning.” 

“The training I received allowed this to be a 

calm, considered team event. This was much 

improved on previous occasions I’ve been called 

to help.” 
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T  kP  s P  f  m  c  & Q   i y 

Performance 

A  e   & Treat ent  el  ery 

TalkPlu  ex ee e   t    n  u  a  e   target o  366 pat ent   n 
n ne out o  twel e  ont   an  outper or e   t  a p rat onal 
target o  395 pat ent   n  e en  ont  . T e e a   e e ent  
 eant t at TalkPlu  ex ee e  bot    n  u  an  a p rat onal 
a  e   target   or t e  ajor ty o  2023/24. 

• Referrals received: 6143 (↓ 0.4   ro  pre  ou  year) 
• Entered treatment: 4 01 (↓ 2.4 ) 
• Full courses of treatment: 3620 (↑ 0.5 ) 
• Appointments attended: 29,665 (↑ 3.0 ) 
• Treatment sessions offered: 3 ,34  
• Did Not Attend rate: 6.5  (↓ 0.5 ) 

  er  5  o  pat ent   o plete  a  ull  our e o  treat ent.   t    
un er too  t at TalkPlu     t e lea  ng Talk ng T erap e  pro   er 
a ro   t e lo al  y te   n t    re pe t. 

Se on  Se   on KP : Wa t ng 

Towar   t e en  o  February 2024, a new target wa   ntro u e : 

• 3566 pat ent    oul   a e a  e on   e   on 
•    t o e, 90    oul  wa t 90  ay  or le   between 
 e   on  

T e A   n Tea   o plete  tra n ng to ta kle t    KP  an  
 el  ere  pro    ng re ult : 

• 3630 pat ent  were offere  a  e on   e   on (↑ 64 abo e 
target) 

•  9.0  o  pat ent   a  t e r  e on   e   on w t  n 90 
 ay  — ju t 1  below t e target 

Re o ery &   pro e ent 

Re o ery  et or ex ee e  t e 50  target  n ele en out o  twel e 
 ont  . A     lar pattern wa   een  or Et n  ally an  Culturally 
   er e Co  un t e  (EC C), w t  e g t  ont   at or abo e 
50 . 

• Overall recovery: 53.4  (↑  ro  52.6  la t year) 
• ECDC recovery: 51.9  (↓  ro  53.0 ) 
• Reliable improvement: 65.4  (EC C: 64.  ) 
• Reliable recovery: 49.   (Target: 4  ) 
EC C rel able re o ery: 50.3  

 n Q4, 93.   o  pat ent  re pon e  po  t  ely to t e que t on: 

“D                                        ?” 

 

This is an increase from 92.0% the previous year. 
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Quality 

Pat ent Exper en e 

TalkPlu   ont nue  to re e  e extre ely   g  le el  o   ee ba k 
t roug   t  Pat ent Exper en e Que t onna re (PEQ). Pat ent  
 on   tently  e  r be t e r t erap  t  a   o pa   onate, 
 n e te , an   elp ul: 

“[My therapist] EMDR/CBT was extremely 

helpful, understanding and patient. [My 

therapist] helped me a lot, suggested strategies 

to use, of which I have put in place and use 

well.” 

“The experience has been really helpful, 

efficient and empathetic. I now have the skills 

and techniques to move forward, understanding 

my emotions and how to react in a way that 

benefits me.” 

“I thank [my] wonderful [therapist] very much 

for all her professional help. She is absolutely 

amazing and helped me find myself again and 

to understand how to address the anxiety I was 

dealing with.” 

Proje t Group  & Targete   n t at  e  

LGBTQ+ 

• Pro ote  LGBTQ+ 
 n lu  on t roug  
Pr  e Mont  an  
H  tory Mont  

•  el  ere  a tea  
 ay  e   on on t e 
Po  t  e Pra t  e 
Gu  e 

• Up ate    gnpo t ng 
re our e   or 
 n lu   e  are 

• Aut ore  a  a e 
 tu y  or t e nat onal G    P        G         LGB Q  + 

 

Employment 

• Strengt ene  jo nt work ng w t  R    on  Fellow   p 
• E tabl   e  l nk  w t  Job Centre  to pro ote a  e   to 
 ental  ealt   upport  or job  eeker  
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Social Media 

• Create   trong   g tal l nk  w t  lo al  o  un ty group  
an   port   lub  

•  n rea e      b l ty an  engage ent,  upporte  by t e 
bran  o er aul 

 

Women’s Health 

•  el  ere  
e u at on on per -
 enopau al an  
 enopau al 
 y pto   

• Ho te  a CBT 
Strateg e   or 
Menopau e 
web nar  n 
partner   p w t  
Wo en’  Healt  
GP  

 

Older Adults 

• Atten e   l er A ult  Foru   n Al er  ot an  ot er lo al 
 oru   

• Create   e  a to  n rea e a  e    or  en  n ret re ent 
•  el  ere   o  un ty pre entat on  an   n or al talk  
• Pro ote  an ropau e awarene    n partner   p w t  t e 
Male Pat ent ’ Group 

Young Persons 

• Sur eye  young people to un er tan   ow to   pro e 
wa t t  e , retent on, an  re o ery 

•   ent fie  t e FAST pat way a  a potent al  upport  o el 
• Atten e   ult ple    ool an    xt   or  e ent , 
 n lu  ng Farnboroug  College 

Physical Activity 

•  e elope  t e   x-
week “Mo e to 
  pro e”  our e 
(onl ne an   n-
per on) 

• Fun e  to  upport 
area  o   ealt  
 nequal t e  

• Fo u e  on t e 
benefit  o  exer   e 
on  ental  ealt  
an  break ng  own 
barr er   
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Neurodiversity 

•  el  ere   a e  tu y refle t on  an  tra n ng to   pro e 
tea  un er tan  ng 

•  e  gne  an  laun  e  a Neuro   ergen e For  to 
 olle t  n or at on about a aptat on  an  a ju t ent  

• En ure  better a  e   an  equal ty  or neuro   ergent 
pat ent  a ro    l n  al an  a   n  trat  e  ntera t on  

 

Military Veterans 

• A   e e  NHS Veteran Aware 
A  re  tat on  n Mar   2025 

• All tea   e ber   o plete  
Veteran Aware tra n ng; 
 urt er learn ng un erway 

•  el  ere  targete  tra n ng at 
Toget erne    ay  an  
NHUC Con eren e 

•  utrea    n lu e  SH TS 
Foun at on, Royal Br t    
Leg on  offee  orn ng, an  
Al er  ot Ar e  For e   ay 

• S are  a power ul pat ent  tory on    o  al  e  a to 
  g l g t   pa t 

Perinatal 

•  el  ere     our e   n 
2024/25,  upport ng 45 
pat ent  (5  or  u  , 2  or 
 a  ) 

• Cour e  run jo ntly w t  lo al 
 ealt      tor  

• Explore  anx ety an  low 
 oo   n a  a e en  ron ent along   e bab e  

Male Mental Health 

• Re onne te  w t  
Farn a  FC, Walk an  
Talk group, an  lo al 
 port   lub  

• Atten e  Farnboroug  
FC wellbe ng  ay 

•    tr bute  TalkPlu  
leaflet   n  at   
progra  e  

 

Co  un ty & Culture 

TalkPlu   ont nue  to bu l   trong t e  a ro   t e lo al  ealt  an  
 are  y te . Engage ent w t  t e Surrey an  Bor er  
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Partner   p  nter a e  eet ng an  planne   ollaborat on w t  t e 
Nort ea t Ha p   re Tran  or at on Lea  refle t a proa t  e 
approa   to  ntegrate   are, part  ularly aroun  MH CS 
pat way . 

Separate  eet ng  w t  t e Tran  or at on Lea   or Nort ea t 
Ha p   re are planne , w t  a part  ular  o u  on   pro  ng 
 ntegrat on between Mental Healt   ntegrate  Care Ser   e  
(MH CS) an  TalkPlu  pat way . T    refle t  a proa t  e 
approa   to  y te -w  e   pro e ent an  a  o   t ent to 
 ea le   pat ent journey . 

Mayor of Rushmoor Visit 

 n No e ber, Mayor Mara Makunura     te  TalkPlu ,  potl g t ng 
proje t   upport ng   l tary  eteran , per natal  are, 
neuro   er  ty,  en’   ental  ealt , an  LGBTQ+  o  un t e . 
Her a  o a y al gne  w t  TalkPlu ’   n lu   e et o  an   elpe  
 trengt en lo al partner   p . 

 

Team Events & Organisational Culture 

TalkPlu  pla e    g   alue on tea   o e  on, wellbe ng, an  
pro e   onal  e elop ent an  t    wa  e   ent t roug out t e 
year. 

Togetherness Training Day 

 nternally, TalkPlu   o ter  a   brant,  onne te   ulture. T e 
Su  er So  al blen e  tra n ng w t  ga e  an   u   , w  le 
Toget erne   Tra n ng  ay  a   e e  100   at   a t on; t e 
e ent  re n or e  TalkPlu ’       on to  upport pro e   onal 
growt , tea   onne t   ty, an  ex ellen e  n  er   e  el  ery. 
T e e  ay  pro   e   pa e  or refle t on, learn ng, an  renewal.  
A  tan out  e   on on ant -ra     le  by Fr  ley  CB’  E   Lea  
 parke   ean ng ul refle t on 

F   d m    S   k U  

 ur ng Free o  to Speak Up Mont ,  taff e bra e  t e “#Listen 
Up”  a pa gn w t   reat   ty an   o   t ent, re n or  ng a 
 ulture o  openne   an  p y  olog  al  a ety. Fro   n u t on to 
e ery ay pra t  e, TalkPlu    a p on  equ ty,  n lu  on, an  
tea   p r t. 
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Fi   c  

The Financial Statements for the period 01/04/2024 to 
31/03/2025 are available in PDF form. If you would like a copy 
please email communications@nhuc.co.uk. 
 
 
NHUC conducts its business through two statutory companies, 
North Hampshire Urgent Care Limited and NHUC Resources 
Limited, which is a wholly owned subsidiary of North Hampshire 
Urgent Care Limited.   Doctors who wish to provide service to 
NHUC can elect to do so via NHUC Resources Limited as this 
affords them the opportunity to earn income but not make 
pension contributions.  NHUC has one other subsidiary, Frimdoc 
Limited, which has not traded in the year and is dormant. 
 
NHUC has taken advantage of the exemptions provided in the 
Companies Act 2006 to not produce consolidated financial 
statements for North Hampshire Urgent Care Limited and NHUC 
Resources Limited combined. 
 
The financial results shown below for NHUC are those of North 
Hampshire Urgent Care Limited and NHUC Resources Limited 
combined.     
 
Income grew by 11.1%, £1.66m, in the year.  Of this £1.40m was 
in Same Day Care, driven by funding for the Integrated Urgent 
Care (IUC) contract, new Frimley and Basingstoke Urgent 
Treatment Centres and Virtual Care services.  TalkPlus income 
increased by £0.26m, largely driven by the contract uplift to fund 
qualified therapist roles rather than trainees.   

 
Cost of Sales grew by £9.6%, £1.03m, driven by front-line clinical 
pay costs for the above changes in services.   
 
Administrative Expenses increased by £0.56m to £4.67m, with 
the biggest changes in Pay (£355k), IT licenses and support 
(£168k) and Property & Utilities (£60k).  Despite these cost 
 n rea e , NHUC’   orporate o er ea     only  .5  o  total 
costs. 
 
The Surplus before Tax remained at approximately £0.1m in 
2024/25. 
 
NHUC is a community benefit society and as such does not seek 
to make a profit.  When a surplus is made the company looks for 
ways to reinvest that money into the local healthcare system for 
the benefit of the local population. 
 
 

2025 2024

Turnover 16,568 14,908

Cost of Sales (11,742) (10,710)

Gross surplus 4,827 4,199

Administrative expenses (4,672) (4,112)

Other operating income 0 3

Operating profit 155 89

Interest receivable and similar income 31 20

Surplus before tax 186 109

Tax on profit (55) (29)

Surplus afer tax 131 79

Year ended 31 March

mailto:communications@nhuc.co.uk
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Sean Doyle, Finance Director 
     dic s 

     dix 1: NHUC M   g m    C   ci  

Andy Field, Chair (from 01.09.2024) 

Andy is a highly experienced executive and non-executive 

and he is also currently Chair at the social enterprise 

community services provider CSH Surrey and at the Bourne 
Education Trust.  

Andy’s career includes 19 years as an Officer in the Royal 
Corps of Signals where he saw active service, followed by a 

variety of private sector roles, including Partner in Deloitte Consulting, 
Chief Operating Officer of Tribal Group plc and Chief Executive of his own 
business, Executive Bandwidth Ltd, which supported organisations to 
overcome difficulties in organisational change, digital transformation and 
major technology programmes.  

On the non-executive side, he is highly experienced in healthcare and has 
previously served as a non-executive director of Surrey and Borders 

Partnership NHS Foundation Trust and as Chair of Ashford and St Peter’s 
Hospitals NHS Foundation Trust.  

David Brooks, Non-Executive Director  

After 20 years in senior roles within the food industry, David 
has been undertaking a range of non-executive and 

advisory activities since 2009 - initially in consumer goods 

within the food and beverage sectors, though now primarily 
in consumer related activity in a broader range of 
organisations. He currently holds four other Board level 
roles, as well as  

 

 

acting as an advisor and investor in developing food businesses, trying to 
cycle at least 100kms a week, and being an active club cricketer.  

Karen Wyllie, Non-Executive Director  

Karen has over 40 years’ experience in and around the 
NHS. As Registered nurse and health visitor, she has 

practiced in both acute and community settings and uses 
that clinical experience in her Non-Executive role. She has 
held executive roles in provider, commissioning and 
regulatory organisations with a focus on clinical 
governance, assurance and quality improvement. Karen 

holds a small portfolio of Clinical Non-Executive Director roles bringing 
her experience and clinical oversight to each organisation 

Gary Hay, Non-Executive Director (from 01.01.2025) 

 Gary is a solicitor by qualification and spent almost 30 

years in private practice. A specialist employment lawyer, 
much of his work was carried out for the public sector and, 
in the latter years, he developed an expertise in acting for 
NHS bodies. Since stepping back from private practice, he 
has developed his own business undertaking complex HR 
investigations, including grievances, disciplinaries and HR 
reviews. He has particular expertise in advising on cases 

involving medical practitioners. 

Gary also served as a Non-Executive Director on the Board of Portsmouth 

Hospitals University NHS Trust for over 6 years before joining NHUC; he 

served as a Trustee of and chaired the Helen Arkell Dyslexia Charity 
between 2017 and 2024; and is a Visiting Lecturer at the University of 
Law. 
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Felicity Greene, Chief Executive  

Felicity is an experienced commercial director with 20 plus 
years in the Medical Device and Pharmaceutical Industry 
much of which was at Director Level. Felicity has lived and 
worked in the United States and Germany and has held 
International Marketing Director and General Management 

posts for many years. Felicity then joined the NHS as a 
senior manager for a large acute trust before moving onto 

an Executive Director role in the only combined trust in the country. 

Felicity then joined South, Central and West CSU as their Director of 
Operations prior to moving to her current role as Chief Executive of North 
Hampshire Urgent Care.  

Felicity has a passion for keeping the patient at the centre of everything 
we do, for actively working as part of a complete system and, as a 
registered Pharmacist, in ensuring the voices of the clinician are clearly 

heard. Felicity has an MBA from one of the UK’s leading business schools 
and is a Chartered Marketer and a fellow of the Chartered Institute of 
Marketing.  

 

Caroline O’Keeffe, Medical Director  

Caroline is an experienced GP and Trainer with a 
background in Urgent and Pre-Hospital Care with proven 

leadership capability, and the ability to collaborate and 
innovate through periods of change. This has been 
demonstrated during the COVID pandemic as she led the 
North Hampshire COVID response. She has a background 
in Urgent Primary Care and has delivered medical care 

around the globe as well as leadership training and remote expedition 

support.   

She trained in Bristol and London, and has lived and worked in Sudan, 
South Sudan and Kenya. She relocated to North Hampshire in 2013 and 

worked as a GP Partner in a large Town Centre practice from 2013 to 2021 
and held the role of PCN Clinical Director from 2020 to 2021. In addition 

to her role with NHUC, she holds a clinical leadership role with HIOW ICS 
focusing on expanding the Virtual Ward services and integrating these 
across Primary, Secondary and Community Care aiming to provide the 
right care, for the right patients at the right time, keeping the patient at 

the centre of everything we do. 

 

Tracy Harris, TalkPlus Clinical Director  

Tracy Harris, Clinical Director of TalkPlus, completed her 
training as Clinical Psychologist at Birmingham University in 
1992 having already achieved her first degree at 
Southampton University and an MSc in Applied Psychology 

at Cranfield University. Her first clinical psychology post was 
with West Surrey and North East Hampshire Health 
Authority where she worked in Adult Mental Health and 
Family Therapy Services. Whilst in this role she completed 3 

years of Family Therapy training at St Georges Hospital. In 1999 she 
joined Loddon NHS Trust for a period of 3 years, during which time she 

set up a psychological service for people experiencing psychosis.  

Following this post she joined Rushmoor and Hart Psychological Therapies 

(RHPT) team in 2002 during which time she managed a team of Mental 
Health Advisors and was part of the team which led the NHUC and RHPT 
bid for the IAPT (Improving Access for Psychological Therapy) service. 
She has been Clinical Lead of TalkPlus since its inception in 2010 and has 
enjoyed being part of the service expansions and successful renewal of 
the IAPT contract in 2014. Tracy is married to Tim and they have two 
sons. Originally from Wales, she would prefer to spend her weekends 

walking the South Wales coastline (the best beaches in the world!) or 
climbing Welsh hills.  
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Chris Stark, Director of Nursing & Quality  

Chris Stark is an experienced senior Advanced Nurse 
Practitioner (ANP) with a wide and diverse background in 
both Primary and Secondary care. She qualified as an RN 
in Oxford in 1983 and then went on to be a Midwife before 
joining the QARANC as a nursing officer for 8 years serving 

in Aldershot, Germany and Cyprus. On returning to the UK 
she stared to work in primary care as a practice nurse and 

then trained as an ANP graduating from London South Bank university in 

2012. Chris joined NHUC as a triage nurse in 2006 and has progressed to 
become Director of Nursing and Quality in 2019. She is married, has 3 
children and lives locally. Outside of work Chris is an avid reader being a 
member of 2 book clubs and enjoys paper crafting, cooking and escaping 

to the allotment at weekends.  

 

Tim Cooper, Elected GP  

Tim currently works as a GP Partner at Chineham Medical 
Practice and as Deputy Chief Medical Officer for Primary 
and Local Care, HIOW ICB with an focus on primary care 

strategy and transformation.  

 

 

Fiona Lowen, Elected GP  

Fiona has worked as a GP for NHUC for nearly 18years 
enjoying the variety of clinical challenges encountered, as 
well as gaining knowledge and support from clinicians and 
the non-clinical staff in the team. Fiona is also the NHUC 
lead for the GP trainees and clinical supervisors, one of the 

clinical guardians, and one of the clinical advisory group. 
 In hours, she is a part-time GP partner in the Farnham area 

with 12years of local experience. Outside of work Fiona enjoys running 

with her cocker spaniel, has 3 children, and a military husband so has 
never lived more than 3.5years in any one house!  

 

Simona Chereji, Elected Psychologist  

Simona is a Chartered Clinical Psychologist and has worked 
for almost 20 years in the public (including the NHS) and 

private healthcare settings, both in the UK and overseas. 
She has extensive training and working experience in a few 
therapeutic models, such as Cognitive Behavioural Therapy 
(CBT), Rational-Emotive and Behavioural Therapy (REBT), 
Acceptance and Commitment Therapy (ACT), Dialectical 

Behaviour Therapy, Schema Therapy, and Eye Movement Desensitisation 
Reprocessing (EMDR).    

Simona has experience in working with a wide variety of mental health 
disorders on a spectrum of complexity. Her specialist interests are in 
trauma related disorders and dissociative disorders, obsessive compulsive 

disorder (OCD) and more recently in women’s health. In addition to her 
clinical work, Simona offers clinical supervision and training to various 
healthcare professionals and organisations.  
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