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e Case Study , Most individual GP surgeries appear to have a mixture of both positive

and negative feedback, we identified one particular surgery in Torquay
whose patient feedback kept following the same trend. Most of the feedback we received from their
patients regarding their appointment system included the feeling that:

@ It was always difficult to make an appointment spend time waiting to get through to find no
appointments available

@ Calling at 8.30am was not user-friendly, particularly for people with work/childcare commitments

€ Booking a same-day appointment was extremely difficult

& There was a need for a more flexible approach, including more evening/weekend appointments

Healthwatch Torbay contacted the surgery to inform them of this and found that the surgery had indeed
tried a number of different systems for booking appointments but was struggling to cope with increased
demand. They scheduled an extensive patient survey to guide them on the precise way of coping with this
demand and implement a revised booking system. They have since invited us in to better understand the
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. “I have not found the Doctor First service very helpful for
e Pat'ent Feedback QUOteS g my own health or my husband’s. Continuity of care is poor
and they do not seem to have time to follow up patients.

;Doctor‘s are (g;ogdd;f Zou ‘eve:j g?t to see them. Appointment Syztem iS” It seems overcrowded and you never see the same doctor
obstructive and badly designed, it seems to prevent access to a doctor. twice, so you have to explain things over and over again.”

“I have never been refused an appointment with a Doctor; at times it “Surgery is okay, but you have to go through a receptionist
may not be my registered GP but you will be seen, even if it means first who isn't medically qualified, | don’t want to give

S 1) T A R T 6 . private details of symptoms over the phone.”

“You ring for qn qppointment and can't get one wjt{w the same dqctor, “Attitude of staff is good, but the phone-in system puts
no patient contlnu?ty there. Whgn you do get one it is never to suit you, pressure on doctors. When phoning in I explained to them
and as a full-time \A./orker.thls causes problems. Then the doctor that | didn’t want to end up at A+E again and
overruns by 3Qm1ns. Bring back §aturday mornings and late they responded accordingly.”
appointments for full-time workers ONLY.”

" . : . “I cannot now see my doctor without first having a telephone
Doctors are good if you can see them, but it seems the only time they  congyiration. If I want to speak to the doctor I should be able
fit you in is if it's for the knfs. You have to pretind it's an emergency do it face to face. If you have a busy work schedule a

o it i) @1 Wt SIS Bl telephone consultation prior to asking to see
“Told to phone at 8.30am to book an appointment and can't get through. the doctor can also be inconvenient.”
When you eventuglly get through you have to wait 2-4 weeks for an “Okay overall, but waiting times can be long and | have
appointment with the GP you want.. You can onl’}/ talk about one difficulty getting an appointment. Also had a bad
problem per appointment tco. experience with poor staff attitude when I was unable to
“They will always arrange a visit to a GP if it’s really urgent. Their see my choice of GP. Looking to change GP surgery.”
evening surgery and advanced booking is a very good idea.” “Good online service. Ordering prescriptions and booking
“I had to call the surgery 31 times before I got through to make an appointments online works well and we can usually be seen
appointment with my GP. This is due to having to call at 8.30am. within less than a day.”
VLIRS 50 madg e e jfeir vty etid) I (el lel user—frlendly” “Getting an appointment is usually difficult as they do not want
for people having to travel to work or drop children at school. to pre-book and you have to phone up on the day. When you
“I don't go a lot, but it’s always difficult to make an work and have to wait for a phone back from the doctor, this is
appointment. They always tell you to 'ring tomorrow’ if a problem. As | only see the doctor when it is urgent | find myself
you want the same day appointment. Only recently having to go to the out of hours doctors - which shouldn't happen.”

have they decided to let you ring in advance.” “Good access to GP appointments, however sometimes difficult
to book an appointment with a nurse. You can phone up
and set an appointment on the same day. You may have
to wait to see a specific Doctor though.”

e The Torbay public we have

engaged with have established
booking systems in GP surgeries as one of their main issues,
with most reviewers finding booking appointments very
difficult and confusing, and some even saying that due to
this they are feeling the need to use services like A & E and
the Out of Hours Doctors service more and more.
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