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Summary

)

Why we did it? experiences of accessing their
Healthwatch Leeds works to GPs.

gather and feedback the views

and experiences of people who ~ What we did?

use health and care services in Healthwatch Leeds staff and

the city, particularly those who  volunteers carried out surveys in

are not always heard. 22 surgeries in the Leeds West

In April 2015 we were area and spoke to over 400
approached by NHS Leeds West  patients.

Clinical Commissioning Group The key aim of the surveys was
(CCG) to work with them to to identify if the extended
evaluate the impact of the opening hours being piloted in
extended opening hours that these surgeries had an impact on
some of their GP surgeries were  patient access to their GP
piloting. surgery. The focus was
Concerns about access to GPs specifically on ease of getting an
and getting appointments was an appointment when one was
issue raised with Healthwatch needed and to identify any

Leeds. This project enabled us  overall improvements in
to work in partnership with the  patient experiences.
CCG to evaluate the extended

opening hours, while also

allowing Healthwatch Leeds to

gather feedback about people’s




Key findings

While there were variations between
patient experiences from surgery to
surgery, below are some of the key
messages that came out of the visits:

« Just over half of the people we spoke
to felt there had been an
improvement in making an
appointment

. The full impact of the extended
opening hours was not completely
clear, as just under half of the people
we spoke to either felt it had not
changed anything or they had not had
the need to make an appointment so
could not comment

o There were mixed levels of awareness
among patients about the extended

opening hours

. There was a very positive response to

the extended opening hours once
people were made aware of these

A few concerns were expressed from
patients who had to travel to a
different surgery for weekend
appointments

There were a lot of comments made
about problems when phoning
surgeries

The issue of attitude of receptionists
was mentioned by some people that
we spoke to

In some of the surgeries concerns
were raised about the difficulties
getting routine appointments

There were overall positive views
about the ‘walk-in’ ‘sit and wait’
services from the small number of
people who had used them

®



Full Report

Background

In January 2015 NHS Leeds West
Clinical Commissioning Group (CCG)
introduced an extended opening
hours pilot scheme across surgeries
in the west of the city.

Since launching the initiative over
half of the CCG’s 37 GP practices in
West Leeds have been offering
extended opening hours, including
early morning, late evening and
weekend appointments. Eighteen of
the practices have worked together
in four clusters to offer weekend and
bank holiday opening.

Healthwatch Leeds has received
more than 500 comments from
people across Leeds over the last
year about their experiences at their
GP. This is a third of the total
comments that were received and
shows that there are significant
levels of concern and issues relating
to GPs.

“It is not
any easier to

make an

appointment, eve
with the extendec

opening hours”

What we did?

We contacted all the surgeries which
provide extended opening hours and
booked in to visit 22 surgeries in
order to carry out surveys with
patients (See appendix 1 for a copy
of the survey). The times and days
of the visits varied in order to get a
range of views from patients visiting
at different times and days of the
week, including evenings and
weekends. (See appendix 2 for a full
timetable of the visits).

We spoke to a total of 406 patients
during the visits. Each visit was
undertaken by a team of 2 or 3
volunteers/members of staff and
involved talking to patients in the
waiting room of the surgeries and
recording the findings on the
questionnaires.

All the survey results were fed
directly back to the CCG who then
collated the information for their
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| haven’t tried to make an
appointment until now

217

Yes No

The majority of patients commented that it had been easier to make an appointment

since January

internal report and shared the data
with Healthwatch Leeds to use in our
report.

What we found

Over half of all respondents said
that they had seen an improvement
in being able to make an
appointment.

However a significant number (27%)
commented that it was not any
easier, with the remainder
commenting that this was the first
time they had made an appointment

since January, so could not comment.

Most people we spoke to still made
appointments by phone and found
their experience of making an
appointment quite positive.

A large majority of people we spoke
to still made appointments by phone
(84%) and over
three quarters
(78%) rated their
experience of
making an
appointment very
good or fairly
good.

“l always get
an appointment
when | need

one!”




W Very easy (125)

¥ Fairly easy (168)

“ 1 haven't tried (21)
¥ Not very easy (66)

¥ Not at all easy (26)

There was a good level of satisfaction in terms of getting through to someone over
the phone.

While the majority of people Over half of those surveyed felt it
commented that it was easy to get was important for them to see a
through to someone on the phone, particular GP.

there was still a significant number
who commented that it was not easy

to get through on the phone. “Change the phone
Many comments were about the system. It is long and
] drawn out and have to wait

problems getting through on the ages to get through and
phone, especially when patients had sometimes you get the phone

s . put down on you so have to start
to call at a certain time every morning all over again. Last time | rang it
and the phone was constantly took twenty minutes to get an

appointment on the

engaged. Some comments were also

phone, so | just come in
received about complicated phone person now to make an

systems that required going through appointment.

many steps before being able to speak
to someone.




¥ Very important (144)
W Fairly important (100)

“ Not at all important (60)

® Not very important (102)

Over half of those surveyed felt it was important for them to see a particular GP

While many people felt it was 66% of people were able to get an
important to see a particular GP, there appointment on the day they
was an understanding that this usually wanted, however 22% were still not
meant a delay in getting an able to get an appointment on the
appointment, however they were day they wanted. The reasons for this
prepared to wait. Others commented varied with some people commenting
that whilst they would like to see a that by the time they were able to get
particular GP, they were not prepared  through on the phone there were no
to wait longer for an appointment so appointments available. Others also
would see whoever was available. commented that it was easier to get
an emergency appointment on the
same day, however they had to wait
weeks for a routine appointment.

300

250

“Ideally you
would want to see
a particular
doctor, but they are

200

150

100 - — sometimes fully

a8 booked.”
50 -

Yes No Not applicable

Most people were able to get an appointment on the day they wanted




2% 0% a

M Very satisfied (250)
M Fairly satisfied (107)
" Neither satisfied or

dissatisfied (12)

M Fairly dissatisfied (9)

M Very dissatisfied (1)

There were high levels of satisfaction with the opening hours

system. The
While the majority of people 88% were remaining 18% were
satisfied with the opening hours, many neither satisfied or
stated that they had only recently dissatisfied “The wqekend
. : surgery is good
become aware of the extended opening but not easy to
hours, but thought it was a good idea.

The walk in or sit and wait systems
were rated as fairly positive by those
that were attending them. “l wasn’t aware o
Only 11% of the people that we spoke AUl il e Relal il 8

. . . Good that you can go
to were attending a sit and wait or on a weekend, would use

walk in surgery. This is a system the servicez qspecially at
where they sat and waited to see a weekend. Finish work late
o good to be able to go

doctor, rather than have a booked after work.”

appointment. There were quite high
levels of satisfaction with this system,
with 72% being very or fairly satisfied
and only 10% stating that they were
fairly or very dissatisfied with this

@




N A&E

M GP Out of Hours Service

¥ Minor Injuries Unit

M Pharmacy

W Walk-in Centre

“ Would have waited for next
appointment

There were quite high levels of awareness of other places that people could go

to for support

Our key messages

These surveys indicate a high level of
satisfaction in terms of patient access
to GP appointments. However a
number of concerns were highlighted
including:

 Problems getting through to
surgeries on the phone. This reflects
what Healthwatch Leeds has been told
through the comments that we receive
from members of the public.

« While it appears to be easier to get
same day urgent appointments, there
is still a lengthy wait for routine
appointments in some surgeries.
 Longer waits for appointments, when
people wanted to see a particular GP.
o Attitude of receptionists at the
surgeries. Some people felt that the
receptionists were not always
understanding of the patients needs
and could come across as quite

unhelpful. Others felt that the
attitude of the receptionist had a big
impact on their experience and in
some surgeries people were very
aware of certain reception staff who
were particularly unhelpful. There was
also praise for reception staff who
were positive and helpful, despite
sometimes having to work in difficult
and busy situations.

« In one surgery language barriers
were highlighted as an issue for

patients

who had to

bring in

TR Think it’s a good

PN /dea with extended
hours, particularly

support as | work during

them.

the day.”




In conclusion, results of this survey
indicate that the extended opening
hours have had some positive impact
for patients in terms of being able to
make appointments. However it may
be too early to see the true impact of
this as many patients we spoke to
were only just becoming aware of the
extended opening hours or did not
visit the surgery often enough to
comment.

“Walk in clinic
is good, but you
need to know

“I like the
walk in system,

as can get seen
quickly ”

Next Steps - Healthwatch Leeds
This report will be shared with NHS
Leeds West Clinical Commissioning
Group and all the GP surgeries that
took part in the survey. The report will
also be published on the HWL website.
The report will be shared with NHS
England, Healthwatch England and the
Care Quality Commission.

There will potentially be some follow
up visits undertaken later this year to
further understand the full impact of
the extended opening hours.




Next Steps - NHS Leeds West

Clinical Commissioning Group
The CCG is encouraged by the
responses from this first patient survey
just five months after the extended
hours service was introduced.
Marketing and promotion had been
undertaken at local level at this stage
to ensure that any ‘teething problems’
were addressed. From September
onwards, the CCG is planning more
widespread marketing and promotion,
particularly so that patients are aware
of their options during the winter
months when there can be greater
pressure on NHS services.

The CCG is also welcoming an
opportunity to work with Healthwatch
Leeds again at the end of 2015 - early
2016 to re-run the survey to find out if
more patients are aware of the
extended access GP services.
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Appendix 2 - Visits undertaken

Date Time Surgery Surveys
Completed

Monday11“May 2015 8am to 10am Menston and Guiseley 20
Practice

Monday 117 May 2015 5.30pm to 7.30pm Highfield Surgery 1

Thursday 147 May 2015 3.00pm to 5.00pm Kirkstall Lane Medical 31
Centre

Saturday 16™ May 2015 | 9.00am to 11.00am | Burton Croft Surgery 25

Sunday Y e May 2015 9.00am to 11.00am | Burley Park Medical Centre | 7

Tuesday 197 May 2015 9.30am to 11.30am | Leigh View Medical 21
Practice

Wednesday 20® May 2015 | 2pm to 4pm Fountain Medical Centre | 22

Thursday 21 May 2015 10.30am t012.30pm | Hillfoot Surgery 14

FridayzzaMayzms 9.00am to 11.00am | Craven Road Medical 21
Practice

Friday 22™ May 2015 2.30pm to 4.30pm Fieldhead Surgery 19

Tuesday 267 May 2015 2.00pm to 4.00pm Manor Park Surgery 26

Wednesday 27" May 2015 | 10am to 12.00pm Abbey Grange Medical 14
Centre

Thursday 28% May 2015 9.30am to 11.30am | Thornton Medical Practice |9

Friday 29“May2015 9am to 11am Robin Lane Health and 27
Wellbeing Centre

Saturday 307 May 2015 1.00pm to 3.00pm Guiseley and Yeadon 14
Medical Practice

Monday 1% June 2015 9.30am to 11.30am | Vesper Road Surgery 19

Tuesday 2™ June 2015 8.30am to 10.30am | Beech Tree Medical Centre | 8

Tuesday 2™ June 2015 5pm to 7pm Ireland Wood and 13
Horsforth Medical Practice

Wednesday 3™ June 2015 | 9.30am to 11.30am | Yeadon Tarn Medical 24
Practice

Thursday 4% June 2015 9.00am to 11.00am | Laurel Bank Surgery 26

Friday 57 June 2015 8.30am to 10.30am | Rawdon Surgery 21

Saturday 6% June 2015 9am to 11am Hyde Park Surgery 14
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