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NHS England are encouraging everyone to contact NHS 111 First, before 
visiting A&E or a Minor Injuries Unit, so they can be directed to the right 
service for them. Not everyone knows about, or is following, this 
message. 

We wanted to understand more about why patients “walk in” to 
A&E Departments in Worcestershire, and what, if anything, would 
make a difference to their decision to visit A&E. 

 

We carried out 15 visits to the public waiting area at the Accident and 
Emergency (A&E) Departments at the Worcestershire Royal Hospital and the 
Alexandra Hospital in November and December 2021.  We talked to patients who 
had “walked in” to A&E. As we did this work during the Covid-19 pandemic we 
complied with all infection control protocols and procedures. 

323 people completed our Survey – 292 Face to Face and 31 online.  

Most people are contacting another health service before 
going to A&E 

70% of patients told us they had contacted another health 
service before going to A&E. The top three services contacted 
were GP practices, NHS 111 telephone service and Minor Injuries 
Units. 

Most of these patients (92%) were sent to A&E by the health 
service they contacted.  

GP’s and NHS 111 can alert/book an appointment at A&E for 
patients, but this didn’t happen for everyone. The NHS should consider how this could 
be improved. 

Some people who contacted NHS 111 told us of problems getting through and long 
waits for call backs. Others had contacted more than one other health service before 
eventually being sent to A&E. Alternatives to A&E need to work for patients, or they 
may be tempted to go directly to A&E 

 



People who “self-referred” to the A&E Department 

30% of people had self-referred to A&E, that is they had gone 
there without visiting another health service first. Most (60%) 
went with possible broken bones, muscle or joint injuries, or 
wounds, bruising or cuts.  

Some of these may have been able to be treated at a Minor 
Injuries Unit. There are five in Worcestershire, located in 
Kidderminster, Bromsgrove, Malvern and Evesham and Tenbury (the Tenbury Unit is 
temporarily closed until 31st March 2022).  

We found that not everyone who self-referred knew about Minor Injuries Units, or 
they were too far away, or people were not sure if their illness or injury could be 
treated there.   

Most people had heard of NHS 111, but not necessarily about contacting NHS 111 
First before going to A&E. If they did know this they had not heeded that advice. 

More could be done to tell the public about Minor Injuries Units and about NHS 111 
and how these services can help people. 

People think that A&E is the right place for them 

Most people (72%) would still have gone to A&E even if they had a same or next day 
GP appointment. Only 18 self-referred patients would have gone to the GP instead of 
going to A&E. 

Neither were most people waiting for/under hospital treatment for the condition they 
went to A&E with.  

We gave people a list of options that would have made a difference to their decision 
to visit A&E. Most people (202) said that nothing would have made a difference, they 
were in the right place. 

Easier access to GP appointments was the second most frequently selected option.  

Online information about where to go in an accident / emergency in Worcestershire 
could be improved 

There is no single source of online information about Urgent Care in the County.  We 
found that information about NHS 111 First was not always consistent, and that different 
websites gave different information about Minor Injuries Units. This could be improved. 
We know that not everyone can use online information, so it is important that people 
can still “walk in” to A&E and Minor Injuries Units when they need them. 

We made 15 recommendations as a result of our findings. We have asked the NHS in 
Worcestershire to respond. This will be published alongside the full report on our website – 

www.healthwatchworcestershire.co.uk/ae-report/ 

 

http://www.healthwatchworcestershire.co.uk/ae-report/

