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The Norfolk and Waveney Unscheduled Care Co-ordination Hub (UCCH) is a leading example of 
a fully integrated, multi-provider model bringing together emergency, urgent, community, virtual 
ward and social care services. Established in 2023, it has evolved into one of England’s most 
advanced coordination hubs, recognised by NHS England as a model of best practice. Central to 
its success is the in-person co-location of multidisciplinary teams, enabling real-time 
collaboration and rapid, informed decision-making. 

Initially created to support ambulance services by reviewing 999 calls and reducing unnecessary 
dispatches, the UCCH now delivers a wide range of functions. It provides clinical advice through 
“Call Before Convey,” supports community teams to manage patients safely at home and 
coordinates direct access to services such as mobile diagnostics, specialist pathways and virtual 
wards. A shared governance framework underpins the hub, with no single organisation owning it, 
fostering a culture of collective accountability and empowering clinicians to work at the top of 
their licence. 

The UCCH has delivered significant impact. In 2025, it reviewed over 30,000 emergency calls, 
preventing ambulance dispatch in 64% of cases. Overall, 81% of activity avoids hospital-based 
care, contributing to reduced ambulance demand, improved response times and fewer avoidable 
admissions. Patient feedback is consistently positive, with more people receiving personalised 
care at home. Through continuous learning, strong collaboration and innovative pathways, the 
UCCH has transformed urgent care delivery, ensuring patients receive timely care in the most 
appropriate setting. 


