Kendal Urgent Treatment Centre (UTC)
Awareness and basic information
	NHS Lancashire and South Cumbria Integrated Care Board (ICB) is working with University Hospitals of Morecambe Bay NHS Foundation Trust (UHMBT), and North West Ambulance Service (NWAS) to review the Urgent Treatment Centre at Westmorland General Hospital (known as Kendal UTC). The ICB has partnered with Healthwatch on this engagement to capture people’s experience of and knowledge about the UTC.
Please complete this short survey to tell us your views. The survey is anonymous, but your answers will be shared by the ICB with the partner organisations above to help shape urgent care in the south Cumbria and north Lancashire area for the future.



1. How aware are you of Urgent Treatment Centres (UTCs) and the services they provide?
	    
	Very aware – I know what UTCs are and what services they offer

	    
	Somewhat aware – I’ve heard of UTCs but not sure what services they provide

	    
	Slightly aware – I’ve heard the term but don’t know much about them

	    
	Not aware at all – I’ve never heard of UTCs before


2. What is the first part of your postcode? e.g. LA9, LA10
		





3. Have you ever attended Kendal Urgent Treatment Centre (UTC), which is based at Westmorland General Hospital?
	    
	Yes

	    
	No


If you answer Yes, go to Question 6
If you answer No, go to Question 4



Non-attenders’ views of Kendal UTC
4. What are the main reasons you haven’t used Kendal UTC before? (Please select all that apply)
	    
	Not sure what services UTCs offer

	    
	I prefer to go to my GP

	    
	Difficulties with transport and accessibility

	    
	I was unsure about where it is located

	    
	I’ve had a previous bad experience at a UTC

	    
	The waiting times are too long

	    
	Other (please state)
	 





5. How confident are you that you would know when to use Kendal UTC, compared to other NHS services (e.g. A&E, GP, pharmacy)?
	    
	Very confident

	    
	Somewhat confident

	    
	Neutral

	    
	Not very confident

	    
	Not confident at all





Experiences of attending Kendal UTC
6. Are you answering these questions on behalf of yourself or a child/young person aged under 18?
	    
	Myself

	    
	Child/young person


7. Why did you choose to attend Kendal UTC? (Please select all that apply)
	    
	Advised to attend UTC by NHS 111

	    
	Advised to attend UTC by GP

	    
	Alternative to GP/struggled to get a GP appointment

	    
	Location is closer/easier to get to than an Emergency Department (A&E)

	    
	Received advice/I am aware to only attend Emergency Department (A&E) if it’s an emergency

	    
	I wanted a second opinion

	    
	I didn’t know where else to go

	    
	I just came myself as I already had the knowledge

	    
	Other (please specify):
	 





8. How confident are you that you would know when to use Kendal UTC, compared to other NHS services (e.g. A&E, GP, pharmacy)?
	    
	Very confident

	    
	Somewhat confident

	    
	Neutral

	    
	Not very confident

	    
	Not confident at all





9. Which of the following did you access before attending Kendal UTC, if any? (Please select all that apply)
	    
	NHS 111 online

	    
	NHS 111 telephone

	    
	Local pharmacy

	    
	Contacted or visited my GP practice

	    
	Rang 999

	    
	A&E

	    
	None

	    
	Other (please state)
	 





10. How would you rate the following aspects of the service?
	
	Excellent
	Good
	Average
	Poor
	Very poor

	Location
	    
	    
	    
	    
	    

	Opening hours
	    
	    
	    
	    
	    

	Quality of care
	    
	    
	    
	    
	    

	Waiting times
	    
	    
	    
	    
	    


11. Were you signposted or directed to another service to use instead of Kendal UTC, either prior to attending or on arrival?
	    
	Yes

	    
	No



If you answer Yes, go to Question 12
If you answer No, go to Question 14



12. Which service were you directed or signposted to?
	    
	GP

	    
	Pharmacy

	    
	A&E

	    
	Other (please state)
	 





13. Why did you decide to attend Kendal UTC anyway?
		









Service improvement and signposting
14. How do you think UTC services could be improved? (Please select all that apply)
	    
	Clearer information about what people should use UTCs for

	    
	Better communication from staff during visit

	    
	Extended opening hours

	    
	Better links to GP or hospital care

	    
	More information online or through social media

	    
	Shorter waiting times

	    
	Having a UTC or other urgent care offer closer to where I live

	    
	Other
	 








15. Have you ever been signposted from Kendal UTC to a community organisation or the voluntary sector for extra support?
	    
	Yes - and it was helpful

	    
	Yes - but it wasn’t helpful

	    
	No - but I would have liked it

	    
	No - and I didn’t need that

	    
	Not sure


About you (optional)
16. Are you happy to answer a couple of demographic questions?
	    
	Yes

	    
	No (you do not need to answer the questions below)


17. What is your gender?
	    
	Male

	    
	Female

	    
	Non-binary

	    
	Prefer not to say


18. Is your gender identity the same as the sex you were registered at birth?
	    
	Yes

	    
	No

	    
	Prefer not to say





19. What is your age?
	    
	16 - 24

	    
	25 - 34

	    
	35 - 44

	    
	45 - 54

	    
	55 - 64

	    
	65 - 74

	    
	75 and over

	    
	Prefer not to say


20. Which of the following best describes how you think of yourself?
	    
	Straight (heterosexual)

	    
	Gay / Lesbian

	    
	Bisexual

	    
	Prefer not to say

	    
	Other (please specify):
	 





21. What is your ethnicity?
	    
	White British

	    
	White Irish

	    
	East European

	    
	Gypsy/Roma/Traveller

	    
	White other

	    
	Mixed White/Black African

	    
	Mixed White/Black Caribbean

	    
	Mixed White/Asian

	    
	Mixed other

	    
	Asian or Asian British - Indian

	    
	Asian or Asian British - Pakistani

	    
	Asian or Asian British - Bangladeshi

	    
	Asian or Asian British - other

	    
	Black or Black British - Caribbean

	    
	Black or Black British - African

	    
	Black or Black British - other

	    
	Chinese

	    
	Any other ethnic group

	    
	Prefer not to say


22. Do you, or anyone in your household consider they have a long-standing illness, disability or infirmity?
	    
	Yes

	    
	No

	    
	Prefer not to say



Thank you for taking the time to complete this survey. Please post this copy of your answers into the collection box at Kendal UTC reception, or hand them to an engagement representative from the ICB or Healthwatch.

This survey will close on Sunday 13 September 2026, and the findings will be shared on the ICB website at: https://www.lancashireandsouthcumbria.icb.nhs.uk/get-involved/what-youve-told-us-1 

Why not join our Influence Network? By signing up, you'll have the chance to share your views on local health and care services, take part in future surveys and engagement activities, and help shape decisions that affect people across Lancashire and South Cumbria. Your feedback makes a real difference, and we'd love to hear from you again. Join today and help us improve services for your community. Sign up here: https://news.lancashireandsouthcumbria.nhs.uk/influence-network/ 
