
  

 
  

 
 
 
 
 
 
 
 
18 August 2021 
 
Dear colleague,  
 
I wanted to write to provide an update on the NHS 111 First Programme and the next phase 
in its evolution.  
 
It is a national ambition to enhance the use of NHS 111 to help reduce the number of 
avoidable attendances in our Emergency Departments and other urgent care settings. This 
is especially important at the current time, as we are seeing unprecedented demand and at 
the same time need to keep patients and staff safe through social distancing measures.  
 
To support this, we are encouraging the public to use www.111.nhs.uk or download the NHS 
App. Both platforms take you through the same questions as the NHS 111 phone service 
and are sensitive enough to signpost people to phone 111 if their query cannot be dealt with 
online.  
 
Timeslots 
 
The launch of timeslots within urgent and emergency care services last year is helping to 
keep staff and patients safe in waiting rooms, while COVID-19 remains present in the 
community. Timeslots are now available at: 
 

• Royal Stoke Emergency Department (through NHS 111 online (www.111.nhs.uk) 

and by ringing 111)  

• Queen’s Hospital Burton (through NHS 111 online (www.111.nhs.uk) and by ringing 

111) 

• Sir Robert Peel Minor Injuries Unit (by ringing 111) 

• County Hospital, Stafford Emergency Department (through NHS 111 online 

(www.111.nhs.uk) and by ringing 111) 

• Samuel Johnson Walk-in Centre (by ringing 111) 

• Haywood Hospital Walk-in Centre (by ringing 111).  

NHS 111 Triage Kiosks 
 
We are pleased to have been selected as an early adopter site for a new national initiative to 
launch digital triage clinics in a number of our Emergency Departments, Walk-In Centres 
and Minor Injury Units.  
 
This tool is based on the existing NHS 111 triage systems and has been tried and tested 
through pilots in Blackpool and Portsmouth. The NHS 111 triage service has helped to 
complete over 31 million patient assessments in the past 12 months.  
 

Aideen Walsh  
Senior Responsible Officer 

 NHS 111 First Programme & Urgent Emergency Care 
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A screening and validation process will take place using a digital kiosk with a touch screen. 
Like the NHS 111 online tool, service users will be asked to self-navigate through a series of 
intuitive health questions before being signposted to the most appropriate service for their 
needs. This could be their local pharmacy, dentist, GP, Minor Injuries Unit, Walk-In Clinic, or, 
for those with the most serious needs, the emergency department. The service user may be 
offered a timeslot  
 
We want to reassure people that this digital tool will not be used in isolation. The kiosks will 
be supported by our trained urgent care navigators, who will remain on hand to help and 
support users. The kiosks will be initially used for over-16s, and if successful, could be 
introduced for parents with children at a later stage.  
  
If people have been booked a timeslot by NHS 111 into the Emergency Department, Minor 
Injuries Unit or Walk-in Clinic, they will not have to complete the full 111 assessment at the 
kiosk and they will be directed through to the waiting area. 
 
Approach 
  
Locally, good progress has been made with the NHS 111 triage kiosks in line with the 
national ambition. We are hopeful that the first kiosks will be introduced in early September 
2021. The kiosks will be introduced on a phased approach starting with Royal Stoke 
University Hospital, County Hospital in Stafford and Haywood Walk-in Centre.  
 
Importantly, we recognise that there are some groups that may need additional support, and 

as happens now, there will be staff in the department trained to identify people who may 

need help or may be vulnerable.  

 

We will be closely monitoring and seeking feedback from staff and patients as the kiosks 

roll-out. We are also working with Healthwatch during August and September who will be 

carrying out a survey and attending urgent and emergency care settings to understand 

people’s motivations for using urgent care services and any potential support needs with the 

kiosks. 

During the early stages of the programme, the kiosks will only be available in English. There 

is a long-term plan for the NHS 111 online provisions to be available in alternative 

languages. The care navigator will offer support to anyone who needs help using the kiosks 

or can direct them to reception when appropriate.  

Long-term aspiration 

As an early adopter site, we will want to test these kiosks and understand how people use 

them and any support they need. This will also give us more data to understand why people 

are presenting at the EDs and other urgent care services and if there are new services that 

are needed to support people to be redirected to alternative care. For example, we hope to 

offer more direct appointments into our Same Day Emergency Care (SDEC) services in the 

hospital. This means people would bypass the ED altogether. The kiosks may also highlight 

that we need more pharmacy support onsite within the hospital to direct people to pharmacy 

support. We won’t know fully, until we trial these kiosks.  

This will not happen overnight, but if the kiosks are successful over the coming months, we 

hope to redirect more people, who do not clinically need ED/WIC/MIU, into alternative 

support. This could include offering a call-back from NHS 111 for self-care, an appointment 



  

 
  

in SDEC clinics, or the community rapid intervention service (CRIS) for advice and support. 

We hope this will avoid unnecessary waits for patients and support our ED and WIC/MIUs to 

treat those who most need our help.  

We also hope to encourage more people to use the NHS 111 online and phone service first. 

The kiosks will ask very similar questions to the 111 online and phone service and if people 

use these services first, they can avoid a potentially unnecessary journey to the EDs and 

WIC/MIUs. We are currently running a communications campaign to promote the 111 online 

service and ask for your help to promote this to your networks.  

This is an evolution as we work to improve our urgent and emergency care offering locally, 

with a robust clinical triage process that helps people to get to the right place and the right 

clinician for their needs.    

We will continue to monitor patient and staff feedback to understand how the timeslots and 

kiosks are working for patients and how they can be enhanced moving forward. We aim to 

keep people informed and involved over the coming weeks. If you would like a meeting to 

discuss the NHS 111 programme or launch of the new NHS 111 kiosks, please email 

twb.comms@nhs.net. 

 
Aideen Walsh 
Senior Responsible Officer 
NHS 111 First and Urgent Emergency Care 
 
Website: www.twbstaffsandstoke.org.uk  
twbcomms@nhs.net 
 
Key messages for stakeholders 
 

If asked about the changes to urgent and emergency care services, the following might help: 
 

• By visiting 111.nhs.uk, downloading the app or by ringing 111, we can help them be 
seen in the right place for their needs and reduce waiting times in urgent and 
emergency care services.  

• No one will be turned away, but following the digital assessment, they may be asked 
to access a different service 

• People using the kiosks who are redirected but still want an assessment, will be seen 

• We will monitor the impact of these kiosks during this early phase  

• Service users may be offered a time slot to attend an alternative service, which will 
help to stop crowding in our urgent and emergency care services, reduce wait times 

• Service users bought in by ambulance will not need to visit the NHS 111 kiosks  
• If users have a pre-booked appointment, they will not have to answer the same 

questions again 
• The system is intelligent and will flag any potentially life-threatening emergencies, 

instructing the patient to proceed directly to reception for emergency assistance 

• The NHS 111 kiosks and digital screening triage system has been developed, tested 

and repeatedly safety checked by teams at NHS pathways and NHS 111 online. We 

are in the early stages of programme development and are working at a rapid pace 

to deploy the kiosks. 
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