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Introduction

On 1% April 2008 the Carers Federation were appointed by Doncaster
Metropolitan Borough Council to be the Host for Doncaster LINk. During
the previous 18 months following the demise of the Patient and Public
Involvement in Health Forums, a steering group had been active in
Doncaster as one of 7 earlier adapter sites in the Country to look at how
the LINk could work locally.

From April — August 2008 the Carers Federation established an office
base, employed staff and engaged with interested parties to begin the
active formation of Doncaster LINK.

In August 2008 the LINk began its active work in engaging with the
people of Doncaster Metropolitan Borough in order to seek their views in
relation to the services provided in Doncaster.

The purpose of this work is to identify positive factors, unmet needs and
concerns in relation to current service provision, then to liaise with
service providers in order to influence positive improvements for the
benefit of the general public.

In order to fulfil its remit of public engagement Doncaster LINk held a
number of events where those who attended were able to express their
opinions about the provision of health and social care services in the
area.

One of the main concerns expressed repeatedly was regarding
difficulties in arranging GP appointments. The LINk Executive Board
members agreed that further investigation was necessary in order to
establish the facts around the issue, therefore a working group was set
up to address the topic.
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Summary

This report gives an account of the activities undertaken by the LINk GP
Access Working Group to identify the facts in relation to the procedures
for arranging GP appointments across the Doncaster Borough.

The activities included:

Liaison with NHS Doncaster CEO regarding current guidance/policies in
respect of access for appointments with General Practioners.

Contact with GP practices for information about specific practice
procedures, including survey work undertaken by working group
members in GP practice premises.

A borough-wide public survey to identify the experiences of patients
when accessing the surgeries to arrange appointments.

The results of the survey showed that 67% of those had no problems
contacting the surgery but 20% had some difficulty, the remaining 13%
expressed no significant opinion. Also 62% were offered an
appointment within 48 hours, 18% were not and the remaining 20% had
no significant change.

The results of these activities have informed the conclusions that a
significant number of those surveyed are satisfied with the services
provided and have few or no problems in arranging an appointment with
a GP, however, there are quite a large percentage of identified problem
areas.

The report concludes with the recommendations suggested to address
the areas of concern identified.
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Process

In order to establish the facts in relation to patient access for arranging
an appointment with a GP, the following approach was undertaken.

1 To request information regarding policies and/or guidance
made available to GP practices by the Primary Care Trust.

2 To review reports on previous surveys undertaken by a
former Patient and Public Involvement in Health Forums in
Doncaster

3 To request information on procedures currently operating in
GP practices for patients to arrange GP appointments.

4 To seek information about patient experiences in arranging
GP appointments.
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Methods Used

1 Information on policies and guidance for GP practices in Appendix 1
relation to arrangements for patient access for arranging
an appointment with the GP.

2 Research undertaken to access archive information of
earlier Patient and Public Involvement in Health Forums
work. This proved to be unsuccessful.

3 Initially, fifteen GP practices were randomly selected Appendix 2
across the geographical area of Doncaster borough, and
information was requested from the Practice Managers on
the procedures in place for patient access for making a GP
appointment.

Three practices failed to respond.

4 A questionnaire was drawn up for use in face-to-face Appendix 3
surveys with patients.

5 Working group members contacted the Practice Managers
to seek cooperation in arranging for LINK members to
carry out a pilot survey in the practice waiting areas.
Several Practice Managers were difficult to contact and 5
declined.

6 Face-to-face surveys were undertaken in three practice
waiting areas in July, August and September 2009.

7 In order to achieve a viable survey result within a Appendix 4
reasonable timescale the Executive Board members of
the LINk agreed with the working group proposal of
engaging a professional survey firm to carry out a wide
survey in public areas across the borough. The firm DJS
Research Ltd were contracted by the Host to carry out the
wider survey.

8 The wide public survey was carried out in October 2009
when 1,039 face-to-face interviews were completed.

9 The survey results were reported in October 2009. Appendix 5
(a more detailed report can be obtained upon request).
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Findings

Overall in the wider survey:

67% of interviewees found it easy to contact the surgery
20% found it difficult
13% were in the average area

57% found it easy to arrange an appointment with a GP

23% experienced difficulties
20% were in the average area

46% found it easy to make an appointment with a preferred GP
29% found this difficult
25% were in the average area

62% were always offered an appointment within 48 hours
18% were not offered an appointment within the 48 hour target time
20% were in the average area

58% were aware of all available appointment times
24% did not know of all available times for appointments
18% were in the average area

From comments made by interviewees, a significant area of difficulty
appears to lie in the telephone access times at 8am and 8:30am.
Several commented that when they eventually managed to get through,
all the appointments had already been taken.
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Conclusions

The results of the survey show that the greater number of patients have
a positive experience in contacting the surgery and arranging an
appointment with a GP. However, it has also demonstrated that a
significant number (1 in 5) experience some difficulty. This appears to
be more prevalent in some Practices.

Survey report page — Ease of Contacting the GP Surgery Q1)a)
percentage scoring 1 and 2.

Recommendations

1 Where barriers are identified make procedure changes to improve
the service to address patient needs, reducing the 20% of those
who experience difficulty to 5%.

2 That the investigation should identify any procedural management
differences which may have an influential effect.

3 Execute procedural changes to the appointment system to benefit
patients and practice staff.

4 Check whether practices may be undermanned and
oversubscribed in relation to patient needs and disease/illness
prevalent in specific areas.

5 Practices should keep records of all patients not offered an
appointment by a GP within 48 hours.
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5 March 2009 APPENDIX 1

Sheenagh Powell
Chief Executive
NHS Doncaster
White Rose House
Ten Pound Walk
Doncaster

DN4 5DJ

Dear Sheenagh

Re: Policies/Guidelines In Relation to Patient Access to GP
Appointments

Since October 2008 Doncaster LINk has held three public events where
opinions were sought about the provision of health and social care services in
the Doncaster area. The information gathered from those events has
informed the development of the Doncaster LINk work plan.

One of the main priorities identified were concerns in relation to the systems in
place in some GP practices for arranging and appointment with the GP.

Doncaster LINk has now established a working group to research the issue
and would appreciate your help in this endeavour by providing us with any
information of any policies or guidelines that are in place for GP practices to
follow in relation to patient appointments.

We would also appreciate information of any other research that has been
undertaken recently about this topic.

The working group is due to meet again on April 2" 2009 and would be most
appreciative if you would respond by that date.

With regards

Sheilo Barnes

Sheila Barnes
Doncaster LINk Chair



5 March 2009 APPENDIX 2

Dear
Re: System for Patient Access to GP Appointments

Since October 2008 Doncaster LINk has held three public events where
opinions were sought about the provision of health and social care services in
the Doncaster area. The information gathered from those events has
informed the development of the Doncaster LINk work plan.

One of the issues identified was in relation to patient access to arrange an
appointment with the GP.

Doncaster LINk has now established a working group to research this issue
and would appreciate your help by providing information about the
appointments system that is in place in your practice.

The working group is due to meet again on April 2" 2009 and would be most
appreciative if you would respond by that date.

With regards

Sheilo Barnes

Sheila Barnes
Doncaster LINk Chair
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@ Background,
Objectives And

Method
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Research Methodology
Questionnaire Topics

|dentifying the GP surgery used by respondents

And, in relation to the respondents’ specific surgery, ascertaining:
Ease of contacting the surgery
Ease of making an appointment with a GP at the surgery
Ease of securing an appointment with a desired GP a the
surgery
Whether the surgery is able to offer an appointment within a

48hr period
Whether the respondent feels the surgery makes them aware of

every available appointment
We also asked respondents to comment briefly on the reasoning
behind their responses

www.djsresearch.com




Research Methodology
In-street Interviews

1039 interviews across four locations in the wider Doncaster area
— Doncaster Town Centre Market (242)

— Doncaster Interchange (240)

— Mexborough Market (280)

— Thorne Market (277)

Conducted in-street
Approx 2-dmins
Representative sample achieved

Respondent Criteria

Must be registered with a GP surgery in Doncaster

www.djsresearch.com



Research Methodology
Who Did We Speak To?

Age

Female

Male

Base: All Responding (1039)
www.djsresearch.com
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65-74
55-64
45-54

35-44

25-34
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@ GP Surgeries
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Research Methodology
In-street Interviews

= The forthcoming slides outline a breakdown of all of the GP
practices mentioned by respondents at Question 2

= The first column represents the number of responses whilst the

third column provides this number as a percentage of the overall
base (1039)

= 11% of respondents could not identify their GP practice

www.djsresearch.com



Doncaster Local Involvement Network

GP Access Survey

Practice

Practice

Northfield Surgery, The Vermuyden Centre

The Sandringham Practice, The Sandringham
Centre

Regent Square Group Practice, 8/9 Regent Sq

N

N

N

N

N

Carcroft Doctors Group, The Health Centre

The Conisbrough Group Practice, The Health
Centre, Gardens Lane

Street

The Mayflower Medical Practice, The Health
Centre

Dr Sheikh's Surgery, Bentley Health Centre

I'CI.GUITI



Doncaster Local Involvement Network

GP Access Survey

Practice

Practice

The Ransome Practice, Woodside Surgery

Conisbrough Medical Practice, The Health
Centre, Gardens Lane

Tickhill Surgery, 25 St Mary's Road

Dunsville Medical Centre, 126/ 128 High Street

37 Church Balk, Edenthorpe

Others

110 respondents (11%) could not identify their GP practice

www.djsresearch.com
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@ Patients’
Perceptions
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Patient Experiences
Ease of Contacting the GP Surgery

Q1)a) On a scale of 1 to 5, 1 being difficult and 5 being very easy, how easy is it to do the
following at the GP surgery to which you are registered? Contact the surgery.

Easy 5 48
4
3 ® Mean score: 3.9
2
Difficult 1
0 10 20 3|o 40 50
Base: All Responding (1039) %,

www.djsresearch.com
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Patient Experiences
Ease of Contacting the GP Surgery

Q2. Any other comments?

Can't get through anytime everyday — 9

Always engaged | ;
Have to ring for ages _ 5
Sometimes can't get through ||| GGG -
Can't get through in the morning _ 2 B Others did not

mment or
Depends what time you phone _ 2 o ento -
commented “fine/no

They arevery busy [ 1 prObIemS”

Not enough people answering the phone - 1

0 2 4 6 8 10

Base: All Responding (1,039) %
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Patient Experiences
Ease of Making Appointments

Q1)b) On a scale of 1 to 5, 1 being difficult and 5 being very easy, how easy is it to do the
following at the GP surgery to which you are registered? Make an appointment with a GP

Easy 5 37
4
3
B Mean score: 3.6
2
Difficult 1
0 10 2IO 30 40
Base: All Responding (1039) %,

www.djsresearch.com
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Patient Experiences
Ease of Contacting the GP Surgery

Q3. Any other comments?

Allappointments gone first thing
Varies
Have to wait a week or longer 4
Ring early enough then there is a chance
Always fully booked 3
Depends how long you want to wait
Staff make it difficult

If not fussy about time

Sometimes don't get in same day 1 ]
If you can't get in then have to phone next day 1 . Others d Id nOt
Sometimes doctor calls back 1 Com ment OI’
Depends on which doctor 1 Commented “f|ne/no
Hard, but not impossible 1 problems”
Not enough doctors working there 1
Don't account for people working 1
Automated service 1
1 | | | | | |
0 1 2 3 4 5 6
Base: All Responding (1,039) %
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Patient Experiences
Ease of Access to GP of Patient’s Choice

Q17)c) On a scale of 1 to 5, 1 being difficult and 5 being very easy, how easy is it to do the following at
the GP surgery to which you are registered? Make an appointment with the GP of your choice

Easy
B Mean score: 3.3
Difficult
0 10 2IO 30 40
Base: All Responding (1039) %,

www.djsresearch.com
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Patient Experiences
Ease of Access to GP of Patient’s Choice

Q4. Any other comments?

Somatimes it booked up have to see another | -

Have to take what is given __ 8
He/she is normally busy __ 6
Can't get to the see the oneyouwant __ 5
Hard to get any appointment __ 3 B Others did not

| mment or
Have to wait to see who you want - 1 co € t O .
] commented “fine/no
Never asked for a choice - 1 prObIemS”

My doctor is always on emergency call outs - 1

0 1 2 3 4 5 6 7 3 9

Base: All Responding (1,039) %
www.djsresearch.com 17



Patient Experiences
Appointment Within 48 Hour Period

Qb5) On a scale of 1 to 5, 1 being never and 5 being always, does your GP surgery offer you an
appointment within a 48 hour period?

Always 5 43
4
B Mean score: 3.8

3 20
2
Never 1

0 10 20 3IO 40 50
Base: All Responding (1039) %,

www.djsresearch.com
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Patient Experiences
Appointment Within 48 Hour Period

Q6. Any other comments?

Sometimes g

Only offer appointments for the day 4
Have to wait longer
Always too busy/never

Not usually

w w w w

Only in an emergency

If phone early enough 2
Depends how busy they are 2 B Others did not
But not with who you want 5 comment or

commented “fine/no
problems”

If they answer the phone
Not tried to

Don't go often

e e

Try to book further in advance

0 1 2 3 4 5 6

Base: All Responding (1,039) %
www.djsresearch.com 19



Patient Experiences
Awareness Of All Available Times

Q7) On a scale of 1 to 5, 1 being never and 5 being always, are you made aware of all of the
available times, when scheduling your appointment?

Always 5 .
made aware
4
B Mean score: 3.6
3 18
2
Never made 1
aware
0 10 20 3IO 40 50
Base: All Responding (1039) %

www.djsresearch.com
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Patient Experiences
Awareness Of All Available Times

Q8. Any other comments?

They just tell you one time — 12

They say what s avaiovie | -
They give a couple of choices __ S
They read a list __ 3
Usually offered different times __ 2

Sometimes they do - 1 B Others did not

Not usually - 1 Comment or
Askl if you want morning or 1 Commented “flne/nO
afternoon - 1 problemsu

Idon't thinkso - 1

Just told to phone back next day — 1
I

0 2 i 6 8 10 12 14
Base: All Responding (1,039) %
www.djsresearch.com 21




@ Summary
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Summary

= Around half found it easy to make contact with the surgery,
however a substantial minority (9%) found it difficult

= Just over a third found it easy to make an appointment, however a
substantial minority (10%) found it difficult

= Views were mixed on how easy it is to access a GP of choice with
under a third (28%) saying it was easy, but a substantial minority
(15%) saying it was difficult

= Around half were offered an appointment within a 48 hour period,
however a substantial minority (6%) were never made aware

= Just over a third were made aware of all available times, however a
substantial minority (13%) were never made aware

www.djsresearch.com
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4  Are you offered an appointment within a 48 hour period?
(Please indicate on the scale below)

Difficult Easy
9@
1 2 3 4 5

Question 4 - Further Comments:

5  Are you aware of all the available times for GP appointments at your

practice?
(Please indicate on the scale below)

Unaware Fully Aware
¢ @
1 2 3 4 5

Question 5 - Further Comments:




