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special educational needs and disabilities
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Adult Health Services

111 Health Service
What does this service do?
NHS 111 is a new service that’s being introduced 
to make it easier for you to access local NHS 
healthcare services in England. You can call 111 
when you need medical help fast but it’s not a 999 
emergency. 

You should use the NHS 111 service if you urgently 
need medical help or advice but it’s not a life-
threatening situation.

Call 111 if:
• you need medical help fast but it’s not a 999 

emergency 
• you think you need to go to A&E or need 

another NHS urgent care service 
• you don’t know who to call or you don’t have a 

GP to call 
• you need health information or reassurance 

about what to do next 

If a health professional has given you a 
specific phone number to call when you are 
concerned about your condition, continue to 
use that number. For immediate, life-threatening 
emergencies, continue to call 999. For less urgent 
health needs, contact your GP or local pharmacist 
in the usual way.
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The NHS 111 service is staffed by a team of fully 
trained advisers, supported by experienced 
nurses and paramedics. They will ask you 
questions to assess your symptoms, then give 
you the healthcare advice you need or direct you 
straightaway to the local service that can help 
you best. That could be A&E, an out-of-hours 
doctor, an urgent care centre or a walk-in centre, a 
community nurse, an emergency dentist or a late-
opening chemist.

Where possible, the NHS 111 team will book you 
an appointment or transfer you directly to the 
people you need to speak to.

If NHS 111 advisers think you need an ambulance, 
they will immediately arrange for one to be sent 
to you.

Calls to 111 are recorded. All calls and the records 
created are maintained securely, and will only 
be shared with others directly involved with your 
care.

Who is this service  
available to?
• The general public

How do you access this service?
NHS 111 is available 24 hours a day, 365 days a 
year. Calls are free from landlines and mobile 
phones.

How do we ensure the quality 
of this service?
Your feedback is vital in helping the NHS 111 
service to improve and we want to hear your 
views, good or bad. NHS 111 is commissioned 
locally by the NHS and there are several providers 
that deliver the service in each area. 

Each locally commissioned NHS 111 service has 
set up channels for you to provide feedback 
directly to them. Please check your local NHS 
websites for details. 

Calls are also recorded for evidence-based 
reasons and for quality assurance.

 FOR MORE INFORMATION, PLEASE CONTACT:
Contact: 111 using your landline or mobile phone. 
If you have difficulties communicating or hearing, you can 
use the NHS 111 service through a textphone by calling 
18001 111.
Calls are connected to the TextDirect system 
and the textphone will display messages to tell 
you what is happening. A typetalk relay assistant 
will automatically join the call. They will talk back 
what you’ve typed to the NHS 111 adviser and, 
in return, type back the adviser’s conversation, 
so you can read it on your textphone’s display or 
computer.

There is also a confidential interpreter service, 
which is available in many languages. Simply 
mention the language you wish to use when the 
NHS 111 operator answers your call.

NHS Choices Website
What does this service do?
NHS Choices is a website which provides 
information on health services across England. It 
offers:
• ‘Health A-Z’ which provides information on a 

wide-range of health related issues.
• Care and Support section which includes 

information on social care, short breaks, carers 
rights, mental health issues, etc.

• Health news
• Services near you, which provides the option 

of entering in your postcode to find out the 
location of your nearest health services.

Who is this service  
available to?
• The general public
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How do you access this service?
You can Google search ‘NHS Choices’ or use 
the following link: http://www.nhs.uk/Pages/
HomePage.aspx 

How do we ensure the quality 
of this service?
• NHS Choices if funded by the Department of 

Health 
• The contents of the site is heavily audited 

before it can be published, and must meet 
editorial and ethical standards: http://www.
nhs.uk/aboutNHSChoices/aboutnhschoices/
Aboutus/Pages/Editorialpolicy.aspx 

• Users of the website can leave feedback 
or complaints, which will be dealt with 
accordingly by NHS Choices editorial team. 

• NHS Choices have an editorial team that will 
monitor and check all information uploaded 
on to the website for quality assurance. 

• Information uploaded to the website is based 
on clinical research or field studies that have a 
strong evidence-base. 

 FOR MORE INFORMATION, PLEASE CONTACT:
NHS Choices official webpage:
T http://www.nhs.uk/Pages/HomePage.aspx 

Wheelchair Service
What does this service do?
The service provides clinical assessment for 
people, both children and adults that require a 
wheelchair (or buggy) for their mobility and day to 
day living.

The wheelchair service prescribes wheelchair 
equipment, based on an individual’s clinical need.

Follow up assessments are provided by the 
wheelchair assessment service, to ensure people 
maintain their independence by having the 
correct postural support should for their needs.

Who is this service  
available to?
The service is available to children and adults who 
require the use of wheelchair equipment. The 
service does not provide temporary chairs. It is 
intended for people who have permanent walking 
or seating difficulties.

How do you access this service?
Anyone can refer to themselves or can be referred 
by someone else including family, friend or carer. 
Doctors, health and social care professionals can 
also refer on behalf of someone.

How do we ensure the quality 
of this service?
There are standard waiting times for people 
to access the wheelchair service for their 
initial assessment. KPIs include average wait 
times, DNAs, and service user feedback is also 
collected. This is in line with other community 
services. 

 FOR MORE INFORMATION, PLEASE CONTACT:
Wheelchair Services (Central London Community 
Healthcare NHS Trust)
Specialist Wheelchair Service 306 Kensal Road
LONDON W10 5BE
T 020 8962 3939
W http://www.clch.nhs.uk/services/wheelchair-and-

special-seating.aspx 
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Community Nursing
What does this service do?
Our community nursing teams care for people 
in their homes, and healthcare and community 
centers across the wider community.

Our community nursing service aims to:
• Promote health and wellbeing by supporting 

people to make healthier choices.
• Manage long term conditions by improving 

quality of life and independence.
• Avoid unnecessary admission to hospital and 

accident and emergency attendances.
• Provide end of life care by identifying patients 

who are approaching the last twelve to six 
months of their life, discussing with them their 
priorities towards end of life, and formulating 
advanced care plans with them to achieve their 
preferred place of care.

Who is this service  
available to?
Our district nursing teams provide care for 
patients that fall under three categories of needs.
1. Regular care interventions, such as daily insulin 

administration, PEG feeds and administration 
of daily medication.

2. Short term care interventions, such as 
phlebotomy.

3. Intensive support care interventions, such 
as end of life care, IV antibiotic therapy and 
managing pain control. Patients who are 
identified as end of life may require care 
interventions at all three care categories.

How do you access this service?
Referrers can refer to our district nursing service 
through our borough based community nursing 
referral hubs.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.clch.nhs.uk/services.aspx
W http://www.cqc.org.uk/provider/RYX

Continence Service
What does this service do?
Our adult continence promotion teams provide 
support and management to adults with bladder 
and/or bowel dysfunction and who live in the 
Kensington and Chelsea, Westminster and 
Barnet areas. We can also provide information for 
patients and carers as required.

Our adult continence specialist nurses and 
physiotherapists offer care, advice and treatment 
to patients, and their carers, for a range of 
conditions including:
• stress urinary incontinence
• overactive bladder syndrome
• voiding dysfunction
• constipation
• fecal symptoms
• prolapses
• urinary tract infections
• painful intercourse
• catheterisation
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Our recommended treatments include:
• pelvic floor muscle exercises
• bladder retraining
• electrical stimulation
• rectal exercises

Who is this service  
available to?
Our adult continence promotion teams 
provide continence assessment, treatment and 
management for patients over the age of 18 with 
bladder and/or bowel dysfunction.

How do you access this service?
Patients can be referred by their GP, district nurse, 
health visitor, social services and other healthcare 
professional. Patients can also self-refer to our 
continence service.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.clch.nhs.uk/services.aspx
W http://www.cqc.org.uk/provider/RYX

Counselling – 
(Improving Access 
to Psychological 
Therapies)
What does this service do?
Our primary care psychological health team 
provides brief cognitive behavioral therapy and 
counselling to adults in Kensington and Chelsea 
who have common mental health problems. 
These can include:
• Depression
• Anxiety
• Bereavement
• Relationship/family difficulties
• Financial/employment problems.

Our primary care psychological health team 
provides brief cognitive behavioural therapy and 
counselling to adults. We are part of the National 
Improving Access to Psychological Therapies 
(IAPT) programme which aims to increase access 
to NICE recommended interventions for common 
mental health problems.

The team works as part of an integrated primary 
care mental health service working in partnership 
with Central and North West London Foundation 
NHS Trust, Depression Alliance and The Reader 
Organisation.

Using a stepped approach to care, the integrated 
service provides patients with the least intensive 
intervention at the right time for their needs.

In addition to our NHS service, we also provide 
two Royal Borough of Kensington and Chelsea 
funded services - a Carers Counselling Service as 
part of the local carers’ strategy and from April 
2012 a Stroke Counselling Service for people with 
stroke.

We offer a number of approaches based around 
National Institute of Clinical Excellence (NICE) 
guidance and national policy including:
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Step 0/1
• Depression Alliance provides facilitated 

member-led support and activity groups, 
including time banking

• The Reader Organisation provides a number 
of Book Break reading groups around the 
borough and supports the provision of a range 
of self-help books in the libraries

Step 2
CLCH provides a range of guided self-help 
interventions including:
• guided self help
• supported signposting such as helping people 

access other services

Step 3a 
• CLCH provides brief counselling (6-8 sessions) 

including with an Arabic and Somali speaking 
counsellor

Step 3b
• CLCH provides Cognitive Behavioural Therapy 

(6-12 sessions)

Step 3c
• CNWL provides a team of Primary Care Liaison 

Nurses offering intermediate care

Step 4
• CNWL provides a Psychology Team offering 

specialist psychology assessment and 
treatment

In addition to our NHS service, we also provide 
two Kensington and Chelsea funded services - a 
Carers Counselling Service as part of the local 
carers’ strategy and a Brief Therapy service for 
people with stroke.

Who is this service  
available to?
Our psychological health service is for people 
aged 18 and over who are registered with a GP in 
the borough of Kensington and Chelsea or in the 
Queens Park and Paddington area, and who have 
common mental health problems.

We are commissioned by the West London 
Clinical Commissioning Group.

How do you access this service?
People can self-refer (please call 020 8962 
4748) or be referred by any health or social care 
professional or by their GP.  They must be over 
18 and registered with a GP in Kensington and 
Chelsea or in the Queens Park and Paddington 
area. The integrated PCMHT offers a single point 
of access for referrals to all parts of the integrated 
service.

For our Kensington and Chelsea services, the 
carers counselling service and brief therapy for 
stroke service there is an open referral system, 
including self-referral.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

http://www.clch.nhs.uk/services.aspx
http://www.cqc.org.uk/provider/RYX
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District Nursing
What does this service do?
Our district nurses work in people’s homes and 
the local community to help patients improve, 
maintain, and recover their health, cope with 
health problems, and achieve the best possible 
quality of life, whatever their disease or disability.

Every year our teams help thousands of people 
maintain their independence and support people 
return to their own homes sooner after a hospital 
visit.

Our district nursing teams treat a number of 
conditions including:
• managing chronic long term conditions
• caring for acutely ill patients
• caring for post-operative patients
• palliative care and end of life care
• medication management
• wound care management and advice
• advice and management of continence 

problems
• advice about healthy living
• referral to other services

Who is this service  
available to?
Our district nursing service is for housebound 
people aged over 16 who require nursing care in 
their home and local community.

How do you access this service?
People can be referred to our district nursing 
service by their GP, hospital consultant and other 
healthcare professional.

Patients and their carers can also self-refer to our 
district nursing service.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.clch.nhs.uk/services.aspx
W http://www.cqc.org.uk/provider/RYX

Mental Health 
Services at  
St Charles Hospital
What does this service do?
Mental Health Services based at St Charles 
hospital provide a range of services for people 
experiencing mental health difficulties, from 
psychological therapies for common mental 
illness (depression and anxiety) to assessment 
and brief treatment teams, home treatment teams 
(instead of admission where this is assessed to be 
safe) and inpatient services.
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Who is this service  
available to?
Services are available to individuals either in need 
of urgent inpatient treatment that are registered 
and resident in Kensington and Chelsea or 
Westminster.  For psychological therapies/
outpatient treatment, it is available for people 
who are registered with Kensington and Chelsea 
general practitioner.

How do you access this service?
There are different referral pathways for mental 
health services, which are mostly available via 
referral from your GP, who will assess what service 
you need.

Individuals who think that they are in a mental 
health crisis can go to their GP or to the 
Assessment and Brief Treatment Team at St 
Charles Hospital.

How do we ensure the quality 
of this service?
St Charles Hospital is inspected by the Care 
Quality Commission against a set of national 
indicators that include:
• Treating people with respect and involving 

them in their care
• Providing care, treatment and support that 

meets people’s needs
• Caring for people safely and protecting them 

from harm
• Staffing
• Quality and suitability of management

There are also a range of routes whereby peoples 
experience of services is fed back to the service 
providers and commissioners.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.cnwl.nhs.uk/find-hospital-ward-clinic-
locations/?sT=all&sA=20

Podiatry
What does this service do?
Our podiatry teams provide assessment, 
diagnosis and treatment of disease and 
conditions affecting the foot and lower limb. Our 
treatments are focused on relieving symptoms, 
improving function, disease prevention, and 
maintaining independence and well-being.

Who is this service  
available to?
We see people who are having problems with 
their feet.

How do you access this service?
Patients can be referred by their GP, nurse, health 
visitor, social services and other healthcare 
professional.

In some cases patients and their carers are able to 
self-refer into our podiatry services.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.clch.nhs.uk/services.aspx
W http://www.cqc.org.uk/provider/RYX
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Specialist Dental 
Services
What does this service do?
All the staff employed by our community dental 
service are highly experienced in delivering 
all aspects of dental care to our special needs 
patients and those referred to our specialised 
services.

We aim to:
• provide high quality dental care to all of our 

patients
• promote good oral health
• prevent and treat dental disease
• see everyone in a timely manner
In addition we can provide:
• Domiciliary services for those people who are 

housebound
• Dental treatment under inhalation sedation for 

children
• Dental treatment for adults under sedation 

(not in Barnet)

Who is this service  
available to?
Our community dental service provides care 
for those patients who live, or are registered 
with, a GP in Barnet, Hammersmith and Fulham, 
Kensington and Chelsea, and Westminster and 
are unable to be treated in an ordinary dental 
practice.

The following is a summary of our criteria - please 
note that, due to different commissioning 
arrangements, there are slight variations in service 
provision between Barnet and the other inner 
boroughs.
• Physical/mobility problems e.g. housebound/

wheelchair bound
• Learning disabilities
• Complex medical history where condition or 

medication compromises oral health
• Complex medical history where condition/

medication necessitates special care prior 
to/during/post dental treatment e.g. poorly 
controlled epilepsy, poorly controlled 
diabetics, cystic fibrosis

• Management problems/challenging behaviour 
(details required on the form e.g. autism, 
ADHD)

• Children with complex needs (e.g. children at 
risk)

• Children with specific dental problems
• Phobics (not in Barnet)
• Mental Health problems

How do you access this service?
Patients can be referred by their dentist, GP and 
other healthcare professional. Patients are unable 
to self-refer to this service.

How do we ensure the quality 
of this service?
Our vision is to lead out-of-hospital community 
healthcare and our mission is to give children a 
better start and adult’s greater independence.

Our Values:

Quality: We put quality at the heart of everything 
we do.

Relationships: We value our relationships with 
others.

Delivery: We deliver services we are proud of.

Community: We make a positive difference in our 
communities.

 FOR MORE INFORMATION, PLEASE CONTACT:

W http://www.clch.nhs.uk/services.aspx
W http://www.cqc.org.uk/provider/RYX
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