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FAQs relating to the engagement on
Getting Help Fast in Leicester,
Leicestershire and Rutland

About the engagement

e Why are you asking for my views?
To help us understand your experiences and what is important to you, so we can
improve services.

e Who is running this engagement?
NHS Leicester, Leicestershire and Rutland Integrated Care Board.

e How longis the questionnaire open for?
Just over 12 weeks from 10 September to 7 December 2025.

e Dol have to give my nhame or personal details?

No, we ask that you do not include your name or personal details. Responses are
anonymous.

e How canl have my say?

o Complete a questionnaire online:
https://leicesterleicestershireandrutland.icb.nhs.uk/be-involved/need-
help-fast-engagement/

o Emailyourviews to: llricb-llr.beinvolved@nhs.net

o Calluson:0116 295 7532

o Write to us at: Freepost Plus RUEE-ZAUY-BXEG, Same Day Questionnaire,
NHS LLR ICB, Room G30, Pen Lloyd Building, County Hall, Glenfield,
Leicester, LE3 8TB

o You can also use any of these methods to request printed information.

¢ How canlaccess the questionnaire if | don’t have the internet?
You can callus on 0116 295 7532 and we can post a questionnaire out to you.
Subject to availability, you may be able to collect a copy from your GP practice.

About the two steps

e What do you mean by “self-care”?
Self-care is looking after yourself, but in the context of this engagement, we are
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specifically referring to taking care of minor illnesses and injuries yourself, such
as taking painkillers for a headache.

What if I’m not sure whether self-care is enough?
If you're unsure, there are several ways to get guidance:
o Checkthe NHS App or visit nhs.uk for trusted health information,
including symptoms, treatments, and advice on when to seek help.
o Complete a short questionnaire on NHS 111 online, which will guide you
to the most appropriate next step based on your symptoms.
o Visityour local pharmacy for expert advice on minor illnesses and
treatments.

How can the NHS App help me if ’miill?
There are many useful things that you can do on the NHS app, but in the context
of getting help or advice quickly, there are some useful links on the ‘Services’
section of the app that enable you to:

o Access NHS 111 online

o Request an emergency repeat prescription

o Find NHS services near you

o Browse NHS health information (search by condition or symptom)

What kind of help can a pharmacy give me?

Pharmacists are trained to help with many common illnesses. They can check
your symptoms, recommend the best treatment, offer reassurance, and let you
know if you need to see a doctor or nurse. They can help with things like coughs,
colds, sore throats, earache, and other aches and pains. Most pharmacies have
a private consultation room, so you can speak in confidence. Pharmacists can
also now provide prescription medicines for seven common conditions without
needing a prescription from your GP.

When should | call my GP practice instead of using the NHS App or
pharmacy?

If your condition is not suitable for self-care and a pharmacy is not suitable or
has been unable to help, or if your condition is more serious or getting worse.

When should | call NHS 111?
When self-care or a pharmacy is not suitable and your GP practice is closed.

Is NHS 111 only for out-of-hours help?
NHS 111 is available 24 hours a day, 7 days a week. However, if your GP practice
is open, we encourage you to contact your practice first.



V1

What about life-threatening emergencies?
If it’s a life or limb-threatening emergency, go straight to the emergency
department or call 999.

About pharmacies

Can pharmacists prescribe medicines?
Since January 2024, pharmacists have been able to provide prescription
medicine for seven conditions, without the need for a prescription from a GP
practice. This is known as Pharmacy First. The seven conditions are:

o Sinusitis (for those aged 12 years and over)

o Sore throat (for those aged 5 years and over)

o Earache (for those aged between 1 and 17 years old)

o Infected insect bite (for those aged 1 year and over)

o Impetigo (for those aged 1 year and over)

o Shingles (for those aged over 18 years old

o Uncomplicated urinary tract infections (UTIs) (for women aged 16-64)

Will | have to pay to see a pharmacist?

No, you do not need to pay for advice from a pharmacist or for a Pharmacy First
appointment. However, you may have to pay for the cost of over-the-counter or
prescription medication unless you are exempt from NHS prescription charges.

Do | need an appointment to see a pharmacist?
No, you do not need an appointment, but we do advise it as you may have to wait
for a pharmacist to become available.

What if my pharmacy is closed?
Please consider an alternative such as getting advice from the NHS App, nhs.uk,
NHS 111 online, or by calling NHS 111.

About NHS 111

How does NHS 111 decide what care | need?
You will be asked a series of questions about your health and symptoms to
determine the most appropriate next steps.

Can NHS 111 book appointments for me?

NHS 111 can book some appointments, such as appointments at urgent
treatment centres, or evening, weekend and bank holiday GP appointments. For
some other services, like pharmacies or dental services, they may be able to
refer you or signpost you.
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What happens if | disagree with NHS 111’s advice?

NHS111 is designed to direct you to the most appropriate service for your needs.
There may be a range of services that can support you depending on the day of
the week or time of the day. If you have been given advice over the phone, you
may discuss these options during the call. If you have received advice via
NHS111 online that you wish to discuss further, please call NHS111 directly for a
more in-depth discussion.

About other options

What should | do if | need urgent dental care?

If you need urgent dental care you should contact your usual dental practice for
advice and treatment. If you do not have a regular dental practice, or you need
urgent dental care after 5pm on a weekday evening, or at the weekend or on a
bank holiday, you can book an urgent appointment via NHS 111 online at
www.111.nhs.uk or by phoning 111.

What about mental health problems?

In a mental health crisis, call NHS 111 and select the mental health option, 24/7.
You can also text 0748 063 5199 and a health professional will aim to get back to
you within 4 hours. You can also visit a Neighbourhood Mental Health Café. Full
list available at: www.leicspart.nhs.uk/service/neighbourhood-mh-cafes

There are neighbourhood mental health cafés spread around Leicester,
Leicestershire and Rutland, run by trained and supportive staff, who are there to
listen and provide practical support when you need it most. They can help you
make plans to enable you to feel safer and more in control and explain who to
turn to for help in your local community.

Can | go straight to the emergency department (A&E) if | want to?
If it’s a life or limb-threatening emergency, go straight to the emergency
department or call 999.

Ifit’s not a life or limb-threatening emergency and you turn up to the emergency
department, you may be re-directed to a service more suitable for your needs.

What services are there for children?

The advice for children is the same as for adults: for situations when itisn’t life
threatening, we encourage parents to follow the two simple steps (trying self
care first, including advice from online or your pharmacy, or when it’s more
serious or the first step didn’t work, contacting your GP practice or NHS 111).
However, please note that using NHS 111 is only an option for people aged 5 and
over.


http://www.leicspart.nhs.uk/service/neighbourhood-mh-cafes

V1

Practical issues

What if | don’t speak English well?

You can contact Ujala on 0116 295 2110 and they will translate the questionnaire
for you. We’re also working with some voluntary and community sector
organisations, so feel free to callus on 0116 295 7532 and we can discuss other
ways you might be able to get support to learn more about our working on getting
NHS help fast and have your say.

What if | don’t have a smartphone or the NHS App?
In relation to the questionnaire or information, you can contact us on 0116 295
7532 and we can post information out to you.

In relation to getting help fast, the NHS App is just one option for getting advice.
You do not have to use it and there are always alternative options available, such
as visiting a pharmacy, contacting your GP practice or calling NHS 111.

What if | have accessibility needs (e.g. hearing, mobility)?

In relation to this engagement, there are a number of ways you can get in touch
with us to request information in alternative formats such as large print, hard
copy, or as a Word document for screen readers, or to discuss your needs:
Email: Wricb-llr.beinvolved.net

Call: 0116 295 7532

Write to: Freepost Plus RUEE-ZAUY-BXEG, Same Day Questionnaire, NHS LLR
ICB, Room G30, Pen Lloyd Building, County Hall, Glenfield, Leicester LE3 8TB.

In relation to accessing health services, reasonable adjustments are a legal
requirement to make sure health services are accessible to all disabled people.
NHS 111 has text relay and British sign language options, and you can ask for an
interpreter. Your GP practice should be aware of your accessibility needs and
work with you to ensure you can use their services. If you are planning on visiting
a pharmacy for the first time, you may wish to contact them first to check that
their building is accessible to you.

How do | find the nearest pharmacy or GP practice?
You can use the NHS App the NHS website (https://www.nhs.uk/nhs-
services/services-near-you/) or call NHS 111.

Are you running any events?

We are attending some community events to spread the word about this
engagement but are not, at the time of writing, hosting any of our own events. If
you’re running an event that you would like us to attend, please email llricb-
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llr.beinvolved.net or call 0116 295 7532 and we can discuss whether we are able
to attend or send you some printed materials.



