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Why are we undertaking this project?

Project Lead: Katie Taylor

Jess Wood 

Kim RushtonLesley Whitehead

Sam Parker

Lynn Yates

 
“As patients, and citizens locally, we know primary care is often scrutinised in the 
media, but we also know that looking at GP services was the number one priority for the 
residents of Blackpool when they were asked what they’d like their Healthwatch to do. 

Over a seven-month period the Healthwatch Blackpool team with support from 
colleagues at Healthwatch Lancashire and our amazing volunteers have worked hard 
to reach as many patients as possible, at GP practices in Blackpool to listen to them 
about their experiences. These views have now been shared with the people who design, 
commission and manage services with the aim of improving services for patients using 
them. 

This report brings together all the feedback we have received about individual services 
to understand what it’s like to use GP services in Blackpool.”

Katie Taylor, Senior Project Officer, Healthwatch Blackpool

Project representatives

Nick Colledge

Healthwatch Blackpool would first and foremost like to thank over 
600 patients and relatives for taking part in this programme of 
work. We’d like to thank the G.P. services we visited, their staff, and 
Blackpool Clinical Commissioning Group for supporting our visits 
and programme of work. 
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Introduction
This report brings together the feedback and findings of 12 GP services across Blackpool that 
have been visited by Healthwatch Blackpool between June to December 2017. 

The 12 practices we visited were chosen by feedback received from members of the public 
during our community engagement campaign ‘#haveyoursay’, through feedback via our 
website, and from phone calls we received. In addition to this we looked at Care Quality 
Commission (CQC) reports and carefully considered locations to make sure we were visiting 
a range of services. 

The aim of the project was to listen to patients about their experiences, particularly in 
relation to:
• How patients get to the service
• Access to appointments, including ease of booking appointments, use of online and 

mobile services
• Quality of care provided
• Importance of choice of medical practitioner 
• Awareness and interest in the GP services Patient Participation Group

In summary
• 571 patients shared their experiences and feedback
• 12 different GP practices were visited
• Each practice was visited twice, once on a weekday morning, and once during an evening 

or weekend surgery
• Two Healthwatch authorised representatives conducted each visit
• The visits were conducted under the Healthwatch statutory ability to “Enter and View” 

publicly funded health and social care services
• One GP practice (Gorton Street) closed before we completed the Enter and View process, 

therefore we were unable to produce a report, however the feedback we gathered from 
those patients is included in the findings of this report

• 10 out of the 12 GP services provided responses to reports
• The individual reports can be found on our website here: https://healthwatchblackpool.

co.uk/reports/read-our-reports/  

This piece of work follows a similar series of visits to GP services across Lancashire, 
performed by Healthwatch Lancashire. The questions asked to patients in Blackpool differ, 
following the evaluation of the project in Lancashire. Where possible, the findings from 
Healthwatch Lancashire’s ‘Your Voice; GP surgeries across Lancashire’ report will be used 
to compare trends and performance in Blackpool with the wider health landscapes across 
the Fylde coast and Lancashire. The Healthwatch Lancashire ‘Your Voice: GP surgeries 
across Lancashire’ report, and the individual GP service reports can be found here: https://
healthwatchlancashire.co.uk/reports/reports/ 

We found that while speaking to patients at their GP service, many spoke about attending 
the walk-in service as an alternative when unable to access urgent appointments. This 
service offers alternative primary care provision and is based in central Blackpool. From 
analysis of the feedback we received at the GP services we visited, we felt the project 
should include a review of the Whitegate Drive GP led Walk-in Centre.
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The fourth section of this report summarises the findings of three Patient Engagement Days 
which were carried out with the support of the service. The whole report can be found 
here: https://healthwatchblackpool.co.uk/reports/read-our-reports/  

We also found that young people (under 25 years old) were under-represented in this work. 
While conducting a separate project seeking the feedback and experiences of young people 
(aged 13-25), during our Care Circles (focus groups already existing in community groups) 
we chose to ask young people about their experiences of GP services. Feedback from the 
Care Circles conducted in Blackpool can be found in section five.

Map of GP practices in Blackpool

This map shows the footprint of Blackpool, and where each neighbourhood is based. 

It shows how the surgeries were distributed throughout the borough at the start of Enter 
and View visits to GP practices.

This map was provided to Healthwatch Blackpool by Blackpool Clinical Commissioning 
Group.

During the course of our project a number of changes occurred; Gorton Street Practice 
in Central West closed, Abbeydale Medical Centre and Vicarage Lane Surgery (both in the 
South), merged to become one practice, and Stonyhill Medical Practice and Harrowside 
Medical Centre (both in the South), also merged to become one practice.
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Executive Summary 
Introduction   
 

• This report brings together the feedback and findings of individual reports following 
Enter and View visits to 12 GP practices in Blackpool between June and December 
2017. 

• This report follows a similar project in GP practices across Lancashire and we are 
therefore able to draw comparisons across these different areas. 

• In Blackpool, we spoke to 571 patients and asked about their experiences of booking 
appointments, the quality of care, how important is was for them to see the same 
GP at each appointment, and if they were aware of or interested in their practices 
Patient Participation Group. 

• As a result of patient feedback, we undertook a number of patient engagement 
events to ask similar questions to patients using the GP-led walk-in centre. Findings 
and feedback from the resulting report have been compared with findings from GP 
services across Blackpool. 

• We also found that young people were underrepresented in the work we have done 
in GP services. We therefore sought the feedback of young people on their GP 
services through a number of care circles, which is also detailed in this report. 

 
 

Comparisons between a. Blackpool practices, b. Fylde 
and Wyre practices and c. Lancashire practices 
 

• Booking method – More patients in Blackpool book appointments by telephone and 
far fewer book repeat appointments compared to the rest of Lancashire but more 
patients use online booking ‘sometimes’ and far more patients in Blackpool 
received a text reminder about their appointment than in other areas of 
Lancashire. 

• Difficulty booking appointments – Patients in Blackpool reported having similar 
difficulties booking urgent appointments as in other areas of Lancashire, although 
patients in other areas of the Fylde Coast reported having less difficulty. Patients 
in Blackpool reported having slightly more difficulty booking routine appointments.  

• Overall booking experience - Patients in Blackpool more commonly said that their 
experience of booking appointments was ‘excellent’ than in other areas of 
Lancashire. 

• Staffing – Significantly more patients in Blackpool said they were ‘happy with staff’ 
as opposed to ‘happy with most staff’ or ‘unhappy with staff’ than in other areas of 
Lancashire. Patients in Blackpool and other areas in Lancashire reported similar 
experiences of feeling listened to during appointments. 

• Overall satisfaction of care - more patients in Blackpool said they were ‘very 
satisfied’ and fewer said they were ‘unsatisfied’ with the care they receive than in 
the rest of the Fylde Coast or Lancashire. 

• Patient Participation Groups (PPG) – in Blackpool, similar numbers of patients had 
heard about their service’s PPG, although more patients said they were not 
interested. Of those who said they were interested, far fewer said they would be 
interested in attending meetings, with more saying they’d like to be involved online 
only.  
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Trends and themes of patient feedback in Blackpool 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

21% of patients who said it 
was very important to see 
the same GP had asked to 
see a specific person but 
were unable to see them Of those who 

said they 
would not use 

online 
booking, 

48% said they 
would 

consider 
using a 

mobile app 
 

Patients who use online 
services thought they are 

okay, but has poor 
availability of appointments 

 

From people who 
didn’t already have an 
app, most comments 
were positive about 
considering using an 

app 

Most patients found it very 
difficult to get urgent 

appointments describing it 
as “a nightmare” or 

“impossible” 

Most who said 
they find it 
difficult to 
get routine 

appointments 
said it was 
because of 
the wait for 

their 
appointment  

Most 
suggestions 
relating to 

improvements 
were about 

opening later 
in the evening 

Most suggestions 
relating to 

improvements to 
booking appointments 
were about phoning to 

book 

92% of patients who said 
they were happy with the 
medical staff, said they 

felt listened to, respected 
and understood during 

appointments 

Most patients who said 
they were ‘happy with 
most’ medical staff said 

they had a negative 
experience with one or 

two staff 

64% of patients we 
spoke to had requested 

to see a specific GP 
24% said they were not 
able to see the person 

they wanted 

Most patients prefer to 
see the same GP 

because they want 
continuity of care 

Of the patients who said 
they were ‘very satisfied’ 

by the quality of care, 
69% of them also said 
their experience of 

booking appointments was 
‘excellent’ 
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So What? 

• Of the 12 GP practices visited, ten responded to their individual reports, and seven 
responded with actions they would undertake as a result of listening to their 
patients. 

• Actions for improvements focused on environments, information sharing, staff 
awareness or training, and improving access to appointments. 

 
Whitegate Drive GP-led walk-in Centre 

• Patients at the GP Led Walk-in Centre were happier with both medical and non-
medical staff than those we spoke to at their GP service. 

• Patients at the GP Led Walk-in Centre more commonly said they felt listened to, 
respected and understood than patients we spoke to at their GP service. 

• More patients at the GP Led Walk-in Centre were ‘very satisfied’ than those we spoke 
to at their GP service. 

 
Young People’s Voices 

• Most of the young people we spoke to did not book their own appointments, because 
they did not know how to or did not have the confidence. Those that did had 
difficulty phoning for emergency appointments. 

• Most of the young people we spoke to said they did not feel listened to because their 
doctor looks at the computer too much, or that they have an attitude of superiority.  

 

 
 
 
 

97% of the patients we 
spoke to were registered 

at a GP service and 74% 
of those were from 

Blackpool 

49% of patients who we spoke 
to at their GP said it was 
difficult to get an urgent 

appointment, 34% of patients 
attended the walk-in centre 

because they could not or 
assumed they could not get 
an appointment at their GP 

 

44% of young people said they did not feel listened to 
during their appointments, 2% of patients we spoke to at 

GP practices did not feel listened to 
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Conclusion 
 
To conclude, we have sent this report to key stakeholders and requested responses to how 
the report’s findings will be used to inform improvements to and future redesign of services.  
 

• This report was sent to the Chief Nurse at Blackpool Clinical Commissioning Group, 
Senior Responsible Officer for Primary Care, via the Communications and 
Engagement team at Healthier Lancashire and South Cumbria and the Inspection 
Manager for Primary Medical Services and Integrated Care at the Care Quality 
Commission, for comments prior to publication to check for factual accuracy and to 
respond to its findings.  

• A response was received from Blackpool Clinical Commissioning Group Primary Care 
Commissioning Manager  
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Comparisons with a. Blackpool 
practices, b. Fylde and Wyre 
practices and c. Lancashire 

practices 
 
The programme of Enter and View visits completed by Healthwatch Blackpool considered a 
project already carried out by Healthwatch Lancashire in 2016/17. We took note of lessons 
learnt from evaluating this work, while some questions are easily comparable with the data 
across Lancashire, some were changed, and new questions were added.  For example, from 
our initial engagement, it became apparent that residents in Blackpool found seeing the 
same GP very important and it appeared to be a source of frustration, we therefore included 
a question to discover whether this is important to those we spoke to. Additionally, 
Healthwatch Lancashire reported some difficulty when asking patients how they felt about 
staff at their practice, patients reported feeling different about medical and non-medical 
staff, we therefore asked separate questions about these different groups to give clearer 
feedback to services. 
 
The questions and results from the programme of work carried out in Blackpool, Lancashire, 
and the Fylde Coast can be found in Appendix 1, starting on page 41. 
 
Comparable questions which have been clearly marked as findings from Blackpool, findings 
from the Fylde Coast (excluding Blackpool) and the rest of Lancashire (Excluding Blackpool 
and Blackburn with Darwen) are as follows; 
 
Please note, percentages have been rounded to the nearest whole number and therefore 
do not add up to 100%. 
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13%

86%

1%

Fylde Coast

Yes No Sometimes

10%

89%

2%

Lanacashire

Yes No Sometimes

A comparison of patient responses for accessing and 
booking appointments at their GP practice  

 

From the question, “How do you usually book appointments?” 
(In Blackpool 560 patients answered, in Fylde Coast 144 patients answered, in Lancashire 839 patients 
answered) 

 
In Blackpool, a higher percentage of patients telephoned to book appointments compared 
to other areas, and a lower percentage of patients in Blackpool were attending repeat 
appointments. Blackpool and the Fylde Coast had an equal percentage of patients usually 
booking appointments at the reception than in Lancashire as a whole.   

From the question, “Do you use online booking?” 
(In Blackpool, 552 patients answered, in Fylde Coast 141 patients answered, in Lancashire 840 
patients answered)  

 

In Blackpool, a higher percentage of patients use, or sometimes use online services to book 
their appointments compared to other areas. In Lancashire a higher percentage of patients 
do not use any online booking options.  
 
 
 
 

77
%

8% 13
%

2% 0

71
%

9% 13
%

6% 1%

74
%

4%

15
%

6% 2%

T E L E P H O N E O N L I N E A T  R E C E P T I O N R E P E A T  
A P P O I N T M E N T

W A L K - I N  
S E R V I C E

"HOW DO YOU USUALLY BOOK YOUR 
APPOINTMENTS?"
Blackpool Fylde Coast Lancashire

14%

78%

9%

Blackpool

Yes No Sometimes
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When patients answered that they sometimes use, or do not use online booking: 
(In Blackpool, 411 patients answered, in Fylde Coast 114 patients answered, in Lancashire 777 patients 
answered) 

 
Findings for Blackpool were more similar to those for Lancashire than the rest of the Fylde 
Coast. Notably, a higher percentage of patients are waiting for log in details from their GO 
service than in other areas, and more patients find online services unsuitable for their 
needs. More patients in Blackpool prefer not to use online services, compared with the Fylde 
Coast where most patients said they do not use a computer.  
 

From questions about receiving a reminder about their appointment: 
(In Blackpool, 529 patients answered, in Fylde Coast 136 patients answered, in Lancashire 813 
patients answered) 
 

 
 
In Blackpool, a higher percentage of patients received a reminder about their appointments 
compared to the Fylde Coast or across Lancashire. Usually this was a text message. 
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Blackpool Fylde Coast Lancashire
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No
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20%

40%

60%

Blackpool Fylde Coast Lancashire

"DID YOU GET A REMINDER FOR YOUR 
APPOINTMENT TODAY?"

Not Applicable No Yes
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Healthwatch Blackpool received a number of comments about this being useful. Some 
patients answered that this service would not be applicable to them if they had booked the 
appointment that day, or they did not use a mobile phone. 
 
 

From asking if patients find it is difficult to get urgent appointments on the same 
day: 
(In Blackpool 534 patients answered, in Fylde Coast 144 patients answered, in Lancashire 833 patients 
answered) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In Blackpool, patients reported that it is more difficult to get an urgent appointment on the 
same day, compared to the Fylde Coast. Fewer patients indicated that it was easy to get an 
urgent appointment compared with those across Lancashire. 
 
From asking if it is difficult to get routine appointments: 
(In Blackpool 533 patients answered, in Fylde Coast 139 patients answered, in Lancashire 822 patients 
answered) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

49
%

38
%

13
%

37
%

52
%

11
%

50
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9%
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"DO YOU FIND IT DIFFICULT TO GET 
URGENT APPOINTMENTS ON THE 

SAME DAY?"
Blackpool Fylde Coast Lancashire
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%

31
%
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"DO YOU FIND IT DIFFICULT TO GET 
ROUTINE APPOINTMENTS?"

Blackpool Fylde Coast Lancashire
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In Blackpool, more patients find it difficult to get a routine appointment than those in the 
Fylde Coast or Lancashire. However, in all areas more patients said it was not difficult to 
get routine appointments than said it was difficult to get a routine appointment. Note: 
routine appointments refer to all non-urgent appointments. 
 
 
Regarding the convenience of opening times: 
(In Blackpool 530 patients answered, in Fylde Coast 136 patients answered, in Lancashire 803 patients 
answered) 

 

Patients from all areas found the opening times of their GP surgeries convenient with 
Blackpool having a marginally higher percentage saying ‘yes’ than in other areas. 
 
When we asked about the overall experience of booking appointments: 
(In Blackpool 468 patients answered, in Fylde Coast 135 patients answered, in Lancashire 801 patients 
answered) 
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Y E S N O M O S T L Y
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CONVENIENT FOR YOU?"
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Blackpool Fylde Coast Lancashire
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Patients in Blackpool more commonly rated their experience of booking appointments as 
‘excellent’ than in other areas. Patients in Lancashire rated their experience as poor more 
commonly than in the Fylde Coast or in Blackpool.  
 

A comparison of patient responses for the quality of 
care received at their GP services 
 

When asking patients about how they find the staff: 
(In Blackpool 511 patients answered, in Fylde Coast 138 patients answered, in Lancashire 805 patients 
answered) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In Blackpool, patients were asked how they found medical staff (doctors and nurses), and 
non-medical staff (receptionists and administrators), where as in Lancashire patients were 
asked how they found staff without specifying roles. Findings show that in Blackpool, 
patients are more commonly happy with the staff at their surgery than in the Fylde Coast 
and Lancashire. In order to make comparisons for staff in Blackpool, we have combined the 
results for medical and non-medical staff.  
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When asking patients whether they feel listened to during appointments: 
(In Blackpool 469 patients answered, in Fylde Coast 135 patients answered, in Lancashire 793 patients 
answered) 

 
The way in which this question was asked varied between Lancashire and Blackpool. In 
Lancashire, patients were asked if they felt “listened to”, while in Blackpool patients were 
asked if they felt “listened to, respected and understood”. Findings show patients across 
Blackpool, the Fylde Coast and Lancashire feel very similarly about whether they are 
listened to during their appointments. 
 
From asking overall how satisfied patients are with the care they receive: 
(In Blackpool 486 patients answered, in Fylde Coast 133 patients answered, in Lancashire 789 patients 
answered) 

 
Findings show that, more patients in Blackpool are very satisfied with the care received, 
and fewer patients are unsatisfied with the care received, than in the Fylde Coast. Patients 
in both Blackpool and the Fylde Coast are more satisfied than those in Lancashire as a whole.  
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A comparison of patient responses for involvement in 
their GP service's Patient Participation Groups 
Responses regarding awareness of the Patient Participation Group 
(In Blackpool 488 patients answered, in Fylde Coast 129 patients answered, in Lancashire 736 patients 
answered) 

 
Across Blackpool and Lancashire awareness of Patient Participation Groups is relatively low. A slightly 
higher percentage of patients in the Fylde Coast were aware of Patient Participation Groups than in 
Blackpool. A higher percentage of patients in both Blackpool and Fylde Coast were aware of the 
groups than in Lancashire as a whole. 
 
When asking if patients would be interested in joining their GP service’s Patient 
Participation Group: 
(In Blackpool 478 patients answered, In Fylde Coast 124 patients answered, in Lancashire 726 patients 
answered) 

 
In Blackpool, notably fewer people were interested in becoming a member of their surgeries 
Patient Participation Group than in the rest of Lancashire. In the Fylde Coast a higher 
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percentage of patients said that they were interested or may be interested than in Blackpool 
or Lancashire.  
 

When asking how patients would like to be interested in their Patient 
Participation Group: 
(In Blackpool 80 patients answered, in the Fylde Coast 18 patients answered, in Lancashire 96 patients 
answered) 

 
Only patients who had said they were interested or may be interested in joining their Patient 
Participation Group were asked how they would want to be involved. A higher percentage 
of patients in Blackpool responded that they would rather be involved online only, more 
commonly than those in Fylde Coast or Lancashire. Notably, far fewer patients in Blackpool 
would prefer to attend regular meetings than patients in Fylde Coast and Lancashire. 
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Trends and themes of patient 
feedback in Blackpool 

Trends around rating of surgeries 
 
In the reports published following our visits to GP practices in Blackpool, Healthwatch 
Blackpool decided to rate the areas of environment, access to appointments, and quality of 
care through a RED, AMBER and GREEN rating system. This enabled us to easily compare 
patient feedback about different areas within a service as well as comparing services with 
each other.  
 
Ratings were based on the following: 
 
Environment 
When assessing the environment, we considered a number of external factors such as the 
proximity to public transport and the availability of parking. Internal factors were 
considered such as accessibility for patients with disabilities, dementia friendly facilities, 
cleanliness of the environment, available seating and the information that was displayed.  
 
Access to Appointments 
When assessing access to appointments we used statistical data to rate the service. The 
responses to questions for this rating were difficulty: getting an urgent appointment, 
difficulty getting a routine appointment, and overall experience of booking appointments. 
Each answer was individually rated by looking at the percentage of patient feedback that 
focused on the negative response option.  
 
Quality of Care 
The assessment for quality of care used statistical data in the same way as above. The rating 
process considered the responses about both medical and non-medical staff, whether the 
patient felt listened to, respected and understood, and overall rating for quality of care. 
Each answer was individually rated by looking at the percentage of patient feedback that 
focused on the negative response option.  
 
For example, when asking ‘Overall, how would you rate the quality of care?’. If patients 
responded less than ‘Very Satisfied’, this would be a negative response. If under 20% of the 
responses were negative the rating was green, if between 20% and 60% of the responses 
were negative, the rating was amber, if over 60% of the responses were negative, the rating 
was red. The most common score for each question indicated the rating, for example if two 
questions had a ‘green’ rating and one question had an ‘amber’ rating, the overall rating 
would be green.  
 
The matrix used to rate each service can be found in Appendix 4 on Page 55. 
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Rating of the surgeries we visited 
 

Reports for each individual GP service can be found at www.healthwatchblackpool.co.uk 
 
Environment 
All surgeries were rated ‘Green’ for environment. All practices were relatively close to 
public transport links and most had parking or on-street parking available. All practices were 
accessible for people using wheelchairs, and some had hearing loops to support people with 
hearing aids or signage that would be appropriate for people with visual impairments. Most 
practices had single coloured non-reflective flooring suitable for patients with a dementia, 
although Healthwatch representatives did find the carpets in two surgeries to be stained, 
worn or damaged. A few of the practices had adaptations for patients who required specific 
chairs with arms for those with mobility difficulties and non-white toilet seats for visually 
impaired patients or those with a dementia. The majority of services were clean and tidy. 
Each service had a different approach to displaying information. Healthwatch 
representatives found that displays which were themed were more aesthetically pleasing 
and made it easier to get information.  

 

GP Practice Neighbourhood 
or Location 

Environment Access to 
Appointments 

Quality 
of Care 

Adelaide Street 
Surgery  

Central West Green Amber Green 

Abbey Dale Medical 
Centre 

South Green Amber Green 

Stonyhill Medical 
Centre 

South Green Green Amber 

Waterloo Medical 
Centre 

South Central Green Red Green 

St Paul’s Medical 
Centre 

Central West Green Red Amber 

Glenroyd Medical 
(Moor Park) 

North Green Red Green 

Leyton Medical 
Centre 

Central East Green Amber Amber 

Cleveleys Group 
Practice 

Far North Green Green Green 

North Shore 
Surgery 

North Green Amber Green 

Highfield Surgery South Green Amber Green 
Bloomfield Medical 
Centre 

South Central Green Amber Green 

Elizabeth Street 
Surgery 

Central West Green Amber Green 
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From left to right: A notice board clearly themed to aid patients to seek appropriate 
information, a waiting room with chairs that have high backs and arms to aid patients with 
mobility difficulties, an accessible entrance with stairs with a hand rail and ramp, as well 
as a power assisted door. 
 
Access to Appointments 
Three of the surgeries we visited were rated as ‘Red’ for access to appointments. These 
practices are in different neighbourhoods with varying population types. All were visited 
within the same month during the summer period. Two of the surgeries we visited were 
rated as ‘Green’ for access to appointments. These surgeries are in different 
neighbourhoods but were visited several months apart. Over half of the practices were rated 
‘Amber’ based on the feedback from patients.  
 
Quality of Care 
Overall, most surgeries were rated ‘Green’ for quality of care based on the feedback from 
patients. Three services were rated as ‘Amber’ for quality of care. These services are, as 
above, in different neighbourhoods. 
 

Trends around booking appointments 
 
Generally, we found that patients under the age of 16 had their appointments booked by 
somebody else, usually a member of their family.  
 
Patients of all ages usually book their appointments by telephone. 
 
From the patients we spoke to, we found that only patients over 55 were attending repeat 
appointments. We found that younger patients are more likely to book appointments over 
the phone with this becoming less common with older patients, with the exception of the 
over 85 group. Older patients first preference is to book by telephone, followed by booking 
their appointments at reception. 

 
The majority of patients we spoke to do not use online booking. Of those that said they did, 
or sometimes did use online booking, the graph over the page describes differences in age 
and gender. A clear trend emerges that working age patients more commonly use online 
booking, and that this increases around the 45-64 age groups. Overall, marginally more 
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female patients said they do or sometimes do use online booking (23%), as opposed to males, 
who less commonly used or sometimes used online booking (18%). 

 
 
Themes from patient’s comments when asked about online booking can be found in appendix 
2 on page 47. The most prominent themes are below: 
 
 
 
 
 
 
 
 
 

 
 

"I re-order prescriptions online, but my doctor isn't on there to book 
appointments. Only two of the GP's are." 

"I just prefer to ring up, I prefer to speak to someone." 
“I tried ordering prescriptions and it didn't work so I just stopped using it.” 

 
Before starting this programme of work, we spoke to Blackpool Clinical Commissioning Group 
(CCG) about forthcoming developments in primary care. They informed us that they would 
soon be offering a mobile app that patients could download to their mobile phone or tablet, 
and use this to book appointments or repeat prescriptions. The app would also allow the 
practice or CCG to share information or campaigns to target groups.  
 
When this programme of work started in June 2017, the app had not yet been released, 
however, during this project it came into use and GP practices started to make it available 
to their patients. Therefore, some of the patients we spoke to towards the end of the 
programme of work were already using the app.  
 

Patients who 
use online 

services thought 
online booking 
is okay, but has 
poor availability 

 

Over a quarter of 
patients did not use 

online booking 
because they prefer 

their current 
method 

 

Patients who no 
longer use online 

booking said this is 
because they have 

had problems with it 
in the past 

 

0
20
40
60
80

100
120

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

Fe
m

al
e

16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+

"Do you use online booking?" 
Female responses

Yes or Sometimes No

0

20

40

60

80

100

120

Male Male Male Male Male Male Male Male

16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+

"Do you use online booking?"
Male responses

Yes or Sometimes No



 
 

Having Your Say!  GP surgeries in Blackpool April  2018                                                       21 

Just over half of the patients we spoke to, would consider using a mobile app to book 
appointments. It is clear that people below the age of 55 are more receptive to using a 
mobile app to contact their surgery, than people over the age of 64. Between the ages of 
55-64 almost half of the patients we spoke to would not consider using a mobile app to 
book appointments.  

 
Of the patients who said that they would not consider using a mobile app almost half would 
consider using a mobile app. Of those patients who do, or sometimes use online booking, 
two thirds (67%) would consider using a mobile app to book appointments. 
 

Themes from the comments patients made when asked about online booking can be found 
in the appendix on page 47. The most prominent themes are: 
 

 
"I already use the mobile app.  It works well for booking advance 

appointments and for sorting prescriptions." 
"It would be easier; a lot of apps are more direct." 

"It's easier to speak to someone.  Sometimes you don't know if it’s serious 
until you speak to someone." 

 
 

Of those who said they would not use online 
booking, 48% said they would consider  

using a mobile app 
 

16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+
Yes 80 79 69 71 48 30 37 10
No 20 21 31 29 52 70 40 90
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Trends around access to appointments 
 
Almost half of the patients we spoke to said they had difficulty getting urgent appointments 
on the same day, the remainder said they did not have difficulty or that the question was 
not applicable to them. Half of male patients said that they had difficulty getting urgent 
appointments (50%) whereas just under half of female patients had difficulties getting 
urgent appointments (48%). 
 
The graph below reflects how patients responded by age group. Most prominently, patients 
between the ages of 35-74 said that they had difficulty getting urgent appointments. Of the 
patients we spoke to who were aged between 75-84, marginally more patients told us they 
do not have difficulty getting urgent appointments. Equal numbers of patients under the 
age of 16, and over the age of 85 told us they have difficulty getting appointments on the 
same day as those who said they did not. Between the ages of 16-34, marginally more 
patients told us they did not have difficulty getting urgent appointments.  

 
Themes from comments patients made when asked about booking urgent appointments can 
be found in Appendix 2 on page 49. The most prominent themes were: 
 
 
 
 
 
 
 
 
 
 
 

  
"It's alright - I booked it today". 

"It's impossible to get an appointment." 
 
 

Under
16 16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+

Yes 45 43 47 56 58 49 46 37 45
No 45 50 49 39 30 32 39 40 45
Not Applicable 9 7 3 5 13 18 16 17 9
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Just over half of the patients we spoke to said they did not have difficulty getting routine 
appointments, and less than a third (30%) said they did find it difficult. Of the patients we 
spoke to, marginally more (59%) male patients said they did not have difficulty getting a 
routine appointment, whereas, just over half (53%) of female patients said they did not have 
difficulties.  
 
The graph below shows that younger patients answered, ‘not applicable’ more commonly 
than older patients. Generally, this was because they did not book routine appointments. 
The trend appears to be that the older the patient, the less difficulty they report when 
booking routine appointments. Of the patients we spoke to, more patients (40%) aged 16-
24 experience difficulties booking routine appointments than said they did not have 
difficulties (33%).  
 
Themes from the comments patients made when asked about booking routine appointments 
can be found in Appendix 2 on page 46. The most prominent themes are: 

 
 
 
 
 
 
 
 
 
 
 
 
 

"Ok, if booked in advance." 
"It's a long wait, three weeks to get an appointment." 

 
Overall, patients found the opening hours at their GP services convenient (95% said yes when 
asked “are the opening times convenient for you?”). 96% of female patients found the 
opening times convenient, more than male patients (92%).  
 

Under 16 16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+
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The graph below shows that younger people, particularly those under the age of 24, did not 
find the opening times as convenient as those over the age of 25.  
 

 
 

Themes from comments when asked about how convenient opening times are, can be found 
in Appendix 2 on page 49. The most prominent themes are: 
 
 
 
 
 
 
 
 
 
 
 
 

"Yes, the opening times are fine, it's good that they are open late too on 
certain evenings." 

"More late nights would be good as I work full time." 
 
 
Overall, just over half (52%) of patients rated their experience of booking appointments as 
‘excellent’ with 42% being ‘could be improved’. Marginally more patients (44%) who 
identified as women said that their experience ‘could be improved’ where fewer patients 
(38%) identifying as male said their experience could be improved. 
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The graph above shows that the general trend is that the older the patient the more 
commonly they reported that their overall experience of booking appointments were 
‘excellent’. In contrast to this, over half of the patients between 16-24 years old described 
their experience as being excellent. 
 
Themes from the comments patients made when asked about how convenient opening times 
are can be found in Appendix 2 page 49. The most prominent themes are: 
 
 
 
 
 
 
 
 
 
 
 

 
"It's ten out of ten, I can't fault them." 

"I think they could manage the appointment system a little better.  My son has 
a health condition that requires checking regularly with the GP and often I am 
told to ring back later, and when I do I'm then told to ring back the next day, 
which is too late.  We often now just go to the walk-in centre if it's urgent for 

him." 
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Trends around the quality of care 
 
Over three quarters of the patients we spoke to reported being happy with both medical 
and non-medical staff. There were very few cases where patients told us they were unhappy 
with either medical or non-medical staff, although this was marginally more common when 
speaking about non-medical staff. Overall, marginally more male patients (89% for medical 
staff and 81% for non-medical staff) were ‘happy with staff’ and fewer female patients (81% 
for medical staff and 78% for non-medical staff) were ‘happy with staff’.  
 
The graph below shows that most patients are happy with medical staff. Although this is 
fairly even across the age groups there is a notable difference for patients aged 16-24. While 
it was still most common for patients in this age group to say they were ‘happy with staff’ 
it is markedly fewer than other age groups. More patients in this age group said they were 
‘happy with most staff’ than other age groups.  
 
The graphs show that most patients are happy with non-medical staff. As we found when 
asking about medical staff, patients aged 16-24 less commonly said they were ‘happy with 
non-medical staff’. 
 

 
Generally, patients of all ages and genders (average of 84%) felt listened to, respected and 
understood during their appointments. Patients aged 16-24 said they felt this way less 
commonly than any other age group (64%).  
 

 
 

92% of patients who said they were happy with 
the medical staff, said they felt listened to, 
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Themes from comments patients made when asked about how they find the medical and 
non-medical staff can be found in Appendix 2 on page 50. The most prominent themes are: 

 
 
 
 
 
 
 
 
"Happy with all but two GPs (I think they were locums).  I just stopped short of 

making a complaint about the manner of one of them". 
"Very, very rude. Lie through their back teeth and talk down to me." 

 
Trends about wanting to see the same GP for 
appointments 
Over half of patients we spoke to (55%) said that seeing the same GP at each of their 
appointments was ‘very important’. Just under a quarter of patients (24%) said it was 
‘neither important nor unimportant’, while a fifth (20%) said it was not important at all.  
 
The graph below shows that in every age group, but particularly the youngest and oldest 
age groups, female patients felt it was more important to see the same GP than male 
patients. 
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Themes from the comments patients made when asked about the importance of seeing the 
same GP can be found in Appendix 2 on page 50. The most prominent themes are: 
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"The doctor I see has treated me from the beginning, I wouldn't be here 
without them. I like that I don't have to repeat my long medical history. I 

don't like seeing a new doctor, they try to change my medication." 
"It's hard to see the same GP, you have to wait 3 weeks to get an 

appointment." 
"I used to, but I don't bother now. I wouldn't know who to ask for." 

 
 
Almost half of the patients we spoke to (49%) said they had asked to see a specific GP, and 
they were able to see that person. More male patients had never asked to see a specific GP 
(46%) than those that had and saw that person (44%). Generally, female patients more 
commonly ask to see a specific person (69%) than patients identifying as male (54%). 

 

Trends about overall satisfaction around quality of 
care 
Over half of the patients we spoke to (52%) said that they were ‘very satisfied’ with the 
quality of care provided by their practice. A small number (6%) of patients said they were 
‘unsatisfied’ with the quality of care. 

64% patients we spoke to had requested to see a 
specific GP 

24% said they were not able to see the person they 
wanted 

21% of patients who said it was very important to see 
the same GP had asked to see a specific person but 

were unable to see them 
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The graph on the previous page shows that older patients we spoke with were more 
commonly ‘very satisfied’ with the quality of care provided to them. Younger patients more 
commonly said they were ‘satisfied’ with the quality of care provided to them.  

Themes from the comments patients made when asked about the overall quality of care can 
be found in the appendix on page 44. The most prominent themes are: 

 
 
 
 
 
 
 
"The merger with another practice has not improved the service to patients." 

"I saw the person I'm seeing today last time and they're lovely." 
 

 
 
Trends about the Patient Participation Groups 
 
Over three quarters of patients (84%) had not heard of their practice’s Patient Participation 
Group, and most patients (81%) said they would not be interested in joining. Of the patients 
who said they would be interested in joining, most would want to be involved online only 
(46%). 
 
There was no significant difference in awareness of Patient Participation Groups between 
genders or age groups. 

Of the patients who had heard of their Patient 
Participation Group but were not already members, 

a quarter of them would, or would maybe be 
interested in joining 

 

Of the patients who said they were ‘very satisfied’ by 
the quality of care, 69% of them also said their 

experience of booking appointments was ‘excellent’ 
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The graph below shows the age groups of those who showed interest in joining their Patient 
Participation Group were generally younger patients (under 24) or between the ages of 55-
64.   From the patients we spoke to, older patients were less interested in joining their 
Patient Participation Group. 

The patients who said they would, or maybe would be interested in joining their practice’s 
Patient Participation Group, were asked how they would prefer to be involved. Options 
provided included attending regular meetings which are often held at the practice, online 
only through a closed Facebook group or online forum, or to participate in both.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The graph above shows that the majority of patients under the age of 55 would prefer to be 
involved in their practice’s Patient Participation Group online only. Those aged 55-65 would 
prefer to attend both meetings and be involved online. Patients aged over 65 would prefer 
to attend regular meetings.   
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So What? 
 
For each GP practice visited, an individual report was produced. The report and a response 
template were sent to the Practice Manager. They were asked to check the report for factual 
accuracy with regards to information such as opening times or the number of patients 
registered. They were asked to consider what patients had said about their service and 
consider any actions they felt appropriate and proportionate. Any response received was 
added to the report, published on our website and shared with key stakeholders such as 
Blackpool Clinical Commissioning Group, Care Quality Commission and NHS Improvements.  
 
Of the 12 GP practices that were visited during this programme of Enter and Views, two 
services did not respond to the reports, three replied but did not provide any actions as a 
result of hearing from their patients and seven responded with an action plan highlighting 
improvements to their service.  
 
From the seven practices who responded to our report with an action plan, there were a 
total of 30 actions between all the services. These have been themed to assess where 
improvements plan to be made in each of these service: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Environment 
A third of actions related to changes to the environment. These particularly related to 
repairing broken or damaged items such as carpets, chairs, or technology such as TV screens 
or electronic self-check in systems. Other actions related to improving cleanliness, 
managing noise levels, providing water to patients, and finding an alternative toilet locking 
solution 
 
Information 
Almost a third of actions related to the sharing of information. Most of these related to 
services recognising they need to better communicate certain topics with their patients 
including, campaigns ensuring patients are aware of their named GP or the existence of 
their Patient Participation Group, and recognising a need to reinstate noticeboards. One 
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action related to requesting support from the CCG to encourage patients to use online 
services. Other comments related to services needing to share information within their staff 
team particularly regarding use of intercoms and using correct clinical titles. One action 
related to investigating an error in the texting system to ensure information can be shared 
with patients regularly.  
 
Appointments 
A fifth of actions related to comments that patients had made around appointments. Most 
actions related to practices aiming to increase the number of appointments with GPs, by 
recruiting more GPs or increasing availability of trainee GPs, or increasing appointments 
with nurses. Other actions related to reviewing patients who ‘do not attend’ appointments 
and trialling a text service to try to minimise this. One action was to encourage online 
booking to promote choice.  
 
Staff 
A fifth of actions related to problems that patients had raised around staff. Most actions 
related to supporting staff to improve customer service, particularly by sharing patient 
comments with staff, recognising negative attitudes and reminding GPs to focus on patients 
rather than computers. Actions also included to recruiting more medical staff and training 
reception staff around triage.  
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Whitegate Drive GP Led Walk-in 
Centre 

During our visits to GP services, and from listening to patients, members of the public and 
people who use services across Blackpool, a notable number of people had spoken to 
Healthwatch Blackpool about the walk-in centre at Whitegate Drive.  

We therefore included in this project visits to the GP led walk-in centre and conducted 
three Patient Engagement Days, whereby we sat in the waiting room and surveyed patients 
to ask if they were Blackpool residents, whether they were registered with a GP locally, and 
what had brought them to use the walk-in centre service rather than attend their GP service. 
We then asked about their experience of using the walk-in service, how patients found the 
staff and how satisfied they were with the care they received.  
 
On Saturday 9th (9am – 12noon), Monday 11th (8am – 11am), and Wednesday 13th December 
(5pm – 8pm) Healthwatch Blackpool representatives gathered survey responses from 
patients at the GP led walk-in centre a total of 104 patients provided feedback.  
 
 

Trends and themes about why and how regularly 
patients were attending the walk-in centre 

 

We asked those who said that they were registered at a GP service, why they attended the 
walk-in centre instead of using their own GP service; 

• 34% of patients said they were unable to get an 
appointment, or assumed it would be too late to get 
an appointment at their GP service 

• 20% of patients who chose to attend the walk-in 
centre, indicated it was because they thought it was 
the best place for them with their current illness or 
ailment 

• 18% said their GP service was closed at the time of 
them attending the walk-in centre, this was most 
commonly found during our evening and weekend visits 

• 8% were attending for specific reasons such as blood tests or an appointment that 
had been pre-booked 

• The remaining patients gave reasons including that they’d been advised to attend by 
their GP service, or the patient felt their concern was urgent and wanted to see 
someone quickly, or that they were registered with a GP service outside the area.  

 

97% of the patients we spoke to were registered at a 
GP service and 74% of those were from Blackpool 

 
 

Most patients 
couldn’t or 
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wouldn’t get an 

appointment with 
their GP service 
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Trends and themes about what patients said about the 
quality of care at the walk-in centre 
We asked patients who had attended the service before if they were happy with the medical 
and non-medical staff. We also asked whether patients felt listened to, respected and 
understood. This has been compared with what patients in their own GP practice said when 
asked the same question about the service they were attending: 

 

49% of patients who we spoke with at their GP 
service said it was difficult to get an urgent 

appointment, 34% of patients attended the walk-in 
centre because they could not or assumed they 

could not get an appointment with their GP 
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The charts show that patients we asked at the GP led walk-in centre are generally more 
favourable about both the medical and non-medical staff than those we asked while visiting 
their own practice. In addition to this, patients we spoke to at the GP led walk-in centre 
more commonly feel listened to, respected and understood than when we asked patients at 
their own practice.  

We asked patients who had attended the service before how satisfied they were with the 
care they have received. This was compared with what patients in their own GP practice 
said when asked the same question about the service they were attending: 

 

 These charts show that more patients we spoke with at the GP led walk-in centre were 
‘very satisfied’ with this service than those we spoke to at their own GP service.  

The full report for the Whitegate Drive GP-Led Walk in Centre can be found 
https://healthwatchblackpool.co.uk/reports/read-our-reports/  
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Young People’s Voices 
The age groups of patients spoken with during the Enter and View programme of work in GP 
services across Blackpool during 2017 were mainly adults with 2% of responses from patients 
who were under 16.  
 
Healthwatch Lancashire and Healthwatch Blackpool undertook a three-month project 
seeking to hear the voices of young people across our areas, particularly focusing on health 
and wellbeing.  
 
During this project we took the opportunity to ask young people about their GP services and 
their thoughts and feelings about booking appointments, information provided to them, and 
whether they felt listened to, respected and understood during their appointments.  
 
We held five focus groups in Blackpool where most participants were between 15-18 years 
old. We used a variety of open and closed questions, and images of ‘emojis’ to express 
different feelings in order to better engage with the young people. 
 
We asked young people how they felt when we said “GP” 

 

28% showed us the “happy face” emoji, indicating they were generally happy 
with their GP or GP service 
 

28% showed us the “face with straight mouth” emoji indicating that they 
generally felt indifferent towards their GP or GP service 
 

8% showed us the “sad face” emoji indicating that they were sad, unhappy or 
have negative experiences of their GP or GP services 

 

5% showed us the “angry face” emoji indicating that they were angry about an 
experience or interaction with their GP or GP service 
 

31% showed us the “poo” emoji indicating they were very unhappy with their GP 
or GP service 

 
 
We went on to ask young people about their experience of booking appointments; 
70% of the young people we spoke with said their appointments were booked by other 
people, usually a parent, family member or friend. Generally, young people said that they 
didn’t know how to book or didn’t have the confidence to book an appointment. Of those 
that did book their own appointments most commonly, comments related to challenges in 
phoning up for emergency appointments.  
 

“You’re on the phone for like 20 minutes and you’re still in position two, it 
takes the p*ss.” 

“You ring at five past eight in the morning and all the appointments are 
gone.” 

 
We asked young people about whether they felt listened to during their appointments; 
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Of those that answered, 44% said they did not feel listened to. Comments related to doctors 
prescribing medication rather than listening, looking on their computers too much, having 
an attitude of superiority, and feeling rushed during appointments, or when they are 
attending with a parent.  
42% said that they do feel listened to. They commented that doctors have been friendly and 
solved their issues and that they’ve received the medication they needed.  
The remaining 14% indicated they sometimes feel listened to. 
 
“I go by myself because otherwise they ignore me and just speak to the person 

I’m with.” 
“You get rushed through, feels like you’re on a conveyer belt.” 

“I could be a doctor. All they do is read the computer and tell you to take 
paracetamol.” 

 

 

We asked young people if the information they received during their appointment was good, 
48% said that it was good. 24% said the information was not good but did not elaborate 
further. Of those that did, most commonly, young people said that the doctors did not use 
language that was understandable, or they spoke “too medically” about a problem. They 
also said that they sometimes felt their questions were not answered, that they felt rushed, 
or that the doctors did not tell them much.  

 

“You need to go in with a medical dictionary to understand them.” 
“They don’t use language I understand.” 

 
 
The full report for our Young People’s project will be published in due course and available 
via the Healthwatch Blackpool and the Healthwatch Lancashire website.  

44% of young people said they did not feel listened to 
during their appointments, 2% of patients we spoke 

to while at GP practices did not feel listened to 
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Lessons Learnt 
At the end of the project, key staff and volunteers involved were invited to evaluate the 
project. The group discussed what went well and what could be improved, these comments 
have been summarised below. 
 

                 Worked Well 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our methodology 
brought intelligence 

from different sources 
together 

 

Work was developed 
because the public 
directed us towards 
primary care service 

 

Generic engagement 
to gather information 
from the public as to 
what they thought 

was important 

We were well 
supported by 
Healthwatch 

Lancashire through 
sharing best practice 

 

The CCG supported 
the project and met 
with Healthwatch 

Blackpool prior to the 
project commencing 

Attending at the 
Patient Participation 

Network Group 
allowed us to share 

progress and findings  

Engagements were 
arranged in advance 
giving Healthwatch 
volunteers plenty of 

notice 

Visiting each practice 
twice and at different 
times allowed us to 
access a wider group 

of patients 

 

High numbers of 
patients answering 
questions allows for 

better and more 
accurate 

representation 

Having staff 
dedicated to the 

project with specific 
functions  

Inviting volunteers to 
the evaluation 
process giving a 

different perspective 
on the project 

Rating red, amber 
and green makes the 

reports more 
accessible 
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What we can improve for future projects 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 

Reflective Practice 
  

Comments about the survey –  
• Questionnaires should be shorter 
• All questions we ask about personal characteristics should be used to analyse data 
• Patients were offered three response options e.g. ‘Excellent’, ‘Could be improved’, ‘Poor’ 

and patients often found this difficult. A further middle ground option should be given 
• There should be more space on the survey to capture everything patients shared 
• There should be space to record comments that patients made that did not relate directly to 

the questions asked 
• Terms such as ‘routine appointment’ should be defined in advance 

Comments about staff or volunteers 
• Practice specific information could be provided to representatives prior to engagements e.g. 

number of patients registered at practice, services provided by practice and number of 
patients not attending appointments 

• All comments should be recorded as patients said them, including use of hesitations such as 
‘erm’ and ‘like’ 

• The survey should be shared with representatives prior to engagement to allow them to become 
familiar with the questions 

• The same staff and volunteers attended most engagements and therefore had little capacity 
for other work 

Comments about sharing information about the project 
• Practices and Practice Managers should all receive information about the project before it 

begins 
• Communication with stakeholders can be improved 
• Some practices stated they did not receive the letter and poster that was sent and therefore 

did not know about the visits, they should be contacted in multiple ways to ensure this happens 
• Information was not included in the reports about what information was used to rate practices 

red, amber or green, this can form part of reports going forward 
• Following publication of reports, the practices were not sent a hard copy or information to 

display for patients. This can be done in future projects 

• Future surveys will limit the number of questions and be shared with volunteers for feedback 
before engagement with the public 

• Surveys will include a space for ‘other comments’ patients or members of the public may wish 
to make 

• Services will be better communicated with at the start of a project including information about 
who Healthwatch are, why we are undertaking a project, and what can be expected 

• Staff and volunteers should receive a face to face or written briefing before their first 
engagement on a project to support them and make recording of information more consistent 

• Practices should receive a phone call to make them aware of our visit, then emailed and posted 
information and poster to ensure they are fully aware of visits before engagement 

• Information about how practices were rated red, amber and green have been included in this 
report 

• When the draft report is sent to the provider for their comments, the Service Manager should 
have the option to receive a hard copy/poster to be displayed for patient’s information 
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Responses 
 

Response from Blackpool Clinical Commissioning 
Group Primary Care Commissioning Manager 

 

 

 

 

 

 

 

 

 

“We know that our residents rightly expect high quality, safe and accessible general practice 
services. 

“We’re proud to have a very high standard of general practice across Blackpool, despite the well-
known pressures on NHS services and particularly general practice, we have consistently seen 

good, positive ratings from the Care Quality Commission for the quality of local GP services. We 
have one of the highest proportions of practices rated as ‘outstanding’ when compared with 
other CCGs in the North West and the rest of the country. There is however always room for 

improvement and we are happy to acknowledge the themes raised within this report. 

“During April and May 2018 we have been undertaking our own local engagement with patients 
and carers to better understand their wishes for access to appointments at weekends and 

evenings. This includes assessing new ways of booking appointments and even new types of 
consultations using the advances in technology which we know give us more opportunities to 

increase access and convenience for patients. 

“The findings of this report along with those of our own local engagement activities will be used 
to reassess our currently commissioned extended access service (weekend and evening 

appointments) to make sure we are providing a more accessible service for local people.” 
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Reference Reports 
All data used to create this report is taken from reports into individual 
services, or work done in collaboration with Healthwatch Lancashire 
 
All published reports can be found at: 
https://healthwatchblackpool.co.uk/reports/read-our-
reports/  

https://healthwatchlancashire.co.uk/reports/reports/   
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APPENDICES 
Appendix 1 – Results for Blackpool Patient 

Response Location 

Practice name Number of 
responses 

Percent of 
overall 
responses 

Adelaide Street 
Surgery 

37 6% 

Gorton Street 
Practice 

9 2% 

Abbey Dale Medical 
Centre 

48 8% 

Stoneyhill Medical 
Practice 

33 6% 

Waterloo Medical 
Centre 

53 9% 

St Paul’s Medical 
Centre 

42 7% 

Glenroyd Medical 48 8% 
Leyton Medical 
Centre 

52 9% 

Cleveleys Group 
Practice 

43 8% 

North Shore Surgery 51 9% 
Highfield Surgery 62 11% 
Bloomfield Medical 
Centre 

55 10% 

Elizabeth Street 
Surgery 

38 7% 

Total 571 100% 
 

Patient responses for getting to the practice 
1. We asked: ‘How did you get here today?’  

(570 patients answered) 

Walk Car Bus Train/Tram Other 

26% 61% 6% Less than 1% 7% 
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Other included: 

30 patients - Taxi 
3 patients –  Mobility/Electric Scooter 
3 patients - Bicycle 
1 patient – Motorbike 
1 patient – Community Car 
 

2. To those who did not use public transport, we asked: ‘Would you consider 
using public transport, or if you do how do you find it?’ 

(528 patients answered) 
 

24% said Yes 76% said No 

 

Patient responses for accessing and booking 
appointments  

 

3. We asked: ‘How do you usually book your appointments?’  
(560 patients answered) 

Telephone Online At reception Repeat appointment 

77% 8% 13% 2% 
 

4. We asked: ‘Do you use online booking?’  
(552 patients answered) 
 

14% said Yes 78% said No                9% Said Sometimes 
Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 

 
5. We asked those that answered No or Sometimes to Question 4: ‘why is this?’ 

(411 patients answered) 

Don’t use a 
computer 

Don’t 
want to 

Unaware of 
it 

Don’t have 
log in details 
yet 

Unsuitable 

23% 42% 15% 15% 5% 

Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 

 

6. We asked: ‘Would you consider using a mobile app to communicate with the 
service?’   

(545 patients answered) 
 

52% said Yes  48% said No             
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7. We asked: ‘Did you get a reminder for your appointment today?’   
(529 patients answered) 
 

55% said Yes  28% said No                    17% were Not Applicable 
 

 

8. We asked: ‘Do you find it difficult to get urgent appointments on the same 
day? 

(534 patients answered) 
 

49% said Yes        38% said No                   13% said Not Applicable 

 

9. We asked: ‘Do you find it difficult to get routine appointments?’   
(533 patients answered) 
 

30% said Yes                   54% said No              16% said Not Applicable 

 
10. We asked: ‘Are the opening times here convenient for you?’ 

(530 patients answered) 
 

95% said Yes 3% said No 2% said Mostly 
 
 

11. We asked: ‘Overall, how would you rate your experience of booking 
appointments at this surgery?’ 

(468 patients answered) 
 

52% said Excellent        42% said Could Be Improved      6% said Poor 

 

 

Patient responses for quality of care 
 

12. We asked: ‘How do you find the medical staff e.g. Doctors and Nurses?’ 
(511 patients answered) 
 

84% said happy with medical staff       16% were happy with most medical staff           

Less than 1% were Unhappy with medical staff 
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13. We asked: ‘How do you find the non-medical staff e.g. receptionists, 
administrators, practice management?’ 

(504 patients answered) 
 

79% said Happy with non-medical staff       18% were Happy with most non-medical 

staff           

3% were Unhappy with non-medical staff 

 

14. We asked: ‘Do you tend to feel listened to, respected and understood during 
your appointments?’ 

(469 patients answered) 

84% said Yes   2% said No 14% said Most of the Time 

 
15. We asked, ‘How important is it for you to see the same GP?’:  

(492 patients answered) 

55% said Very Important          20% said Not at all Important            

24% said Neither Important nor Unimportant 

Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 

 
16. We asked: ‘Have you asked to see a specific GP, was this request successful?’ 

(488 patients answered) 

49% said Yes, I saw the GP I wanted to see   

15% said Yes but I was not able to see the GP I wanted                         

 36% said I have never requested a specific GP 

Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 

 
17. We asked: ‘Overall, how satisfied are you with the care provided?’ 

(486 patients answered) 

64% said Very Satisfied        34% said Satisfied      2% said Unsatisfied 
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Patient responses for around Patient Participation 
Groups 
 

18. We asked: ‘Have you heard of the surgery’s Patient Participation Group?’ 
(488 patients answered) 
 

16% said Yes        84% said No      Less than 1% said they were already a member 

 

19. We asked those that answered No to Question 18: ‘Is this something you 
would be interested in?  

(478 patients answered) 
 

8% said Yes  81% said No      11% said Maybe 

 

20. We asked those that answered Yes or Maybe to Question 19, ‘How would you 
like to be involved?’ 

(80 patients answered) 
 

Attend regular meetings 
only 

Online only Attend both meetings and 
online 

28% 46% 26% 

 

 

21. We asked, ‘Have you shared the information you’ve shared with us, with 
anyone else?’ 

(477 patients answered) 
 

10% said Yes  90% said No 
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Appendix 2 – Themes from patients' comments 
Themes from patient’s comments methods of booking 
appointments 

Most of the comments we received from those who used, or sometimes used online 
services of those: 

• 22% were neutral 
• 22% were about poor availability of appointments on the online system  
• 19% were positive comments about booking appointments online 
• 18% were positive comments about online prescription services 
• 7% related to problems or difficulties accessing the online system 
• 6% were negative, these comments related to the speed of the system or that it was 

difficult to use. 
• Other comments relate to patients using the online service for family members but 

not for themselves, or at previous practices but not currently, or that they use the 
service irregularly 

 
Of the patients who did not use online booking: 

• 27% said this was because they prefer their current method of booking appointments 
• 17% said they find their current method of booking appointments easier for them 
• 15% related to patients lack of knowledge of how to use technology computers; these 

predominantly came from older patients 
• 11% had heard about the online system but did not provide a reason why they did 

not use it 
• 6% said they didn’t use online service because they would need more information 

about online services, or that they did not have access to digital technology.  
• Other comments related to patients forgetting there was an online option, that their 

current method of booking quicker, or that they found the online system unsuitable 
for their needs 

 
A number of patients we spoke to had tried to use online booking, but no longer used 
this method to book appointments: 

• 44% said this was because they had experienced problems with the system in the 
past 

• 41% said they don’t use the online services because of problems logging on, usually 
either because they have requested log in details and are yet to receive them, or 
because they have lost or unable to log in with details they have used. 

• 15% told us that they no longer use it because they found it did not meet their needs, 
usually because the appointments available are too far in advance, or because their 
preferred doctor did not appear. 

 
During the later stages of the project, we came across more patients to patients who 
were using the mobile app. Of those patients who were using the app: 

• 55% made positive comments, particularly relating to its ease of use and 
convenience 

• 45% made negative comments, of which 30% had problems accessing the app. 70% 
had problems with the app itself including it being complicated, needing individual 
apps for each child, taking up a lot of phone memory, the app not working once 
downloaded.  
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Of the comments from patients who did not have the app, but said they would consider 
using an app: 

• 60% of comments were generally positive statements, considering this option to be 
a good idea and that they would probably download and use an app 

• 15% (most of which were made by older patients), said they would consider using 
the app but would need support or guidance to download or use it 

• 10% commented on an app being useful for reordering prescriptions 
• Other comments related to patients who would consider an app but prefer their 

current method of booking, or concerns about the cost 
 
Of the comments from patients who did not have the app, and said they would not 
consider using it: 

• 39% said this was because they prefer the method of contact they currently use 
• 37% stated that they do not have access to the technology that would be necessary, 

(smart phone or tablet, or access to the internet) 
• 18% related to patients not wanting to use and being reluctant to use technology 
• Other comments relate to the unreliability of technology, or that this would be 

unsuitable for their needs 
 
 

Themes from patient’s comments about access to 
appointments 
 
From patients who commented after they responded ‘no’ when asked about whether it 
is difficult to get an urgent appointment at their GP practice: 

• 28% said it was ‘okay’ or ‘alright’, indicating that their experience was acceptable 
but not excellent 

• 25% said that their experience was good 
• 13% made reference to their ease of booking appointments for children, sometimes 

stating that this is in contrast to their experience of booking appointments for 
themselves 

• 11% made positive comments about the triage system where patients requesting 
urgent appointments would be phoned back by a clinician to assess their needs 

• 8% related to phoning the practice early or the time left waiting until the call is 
answered. 

The remaining comments related to being able to attend the walk-in centre, that getting 
an urgent appointment was easier due to a long-term health condition, positive 
comments about reception staff, or that it is possible to see a nurse if it’s not possible 
to see a doctor.  

 
From patients who commented after they responded ‘yes’ when asked about whether 
it is difficult to get an urgent appointment at their GP practice: 

• 26% elaborated on how difficult they found getting appointments to be, some stating 
it is ‘very difficult’, a ‘nightmare’ or ‘impossible’ 

• 20% were about the difficulties of getting an urgent appointment over the phone. 
Many negative comments were about how busy the phone lines are, the time it takes 
to speak to someone, and the amount of times they have to try to call 

• 14% related to how long patients were waiting for urgent appointments 
• 8% of patients said that they attend the walk-in centre when they struggle to get an 

urgent appointment at their practice, or attend the walk-in centre because they 
don’t believe they’ll get an urgent appointment at their GP practice 
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• 8% of comments stated that it is easier to get an appointment for their child than for 
themselves 

• 7% suggested that they would like more urgent appointments to be available, so more 
patients could be seen as urgent cases. 

The remaining comments related to it being sometimes difficult to get urgent appointments, 
the triage system which is positive as it results in an appointment but they system not 
particularly convenient, that you can’t get an appointment with your own GP and negative 
comments about receptionists.  
 
From patients who commented after they responded ‘no’ when asked whether it is 
difficult to get routine appointments at their GP practice: 

• 28% said it was ‘okay’ or stated that they had not “had a problem”, indicating that 
their experience was acceptable but not excellent 

• 21% made positive comments saying their experience was good 
• 18% said that booking was not a problem and accepted that there was a wait between 

booking appointments and attending appointments 
• 10% said they did not find it difficult to book routine appointments because either 

they or the doctor made follow up arrangements while at their appointment 
• 6% of comments related to; positive experience of booking online, the practice 

contacting the patient to book routine appointments, and patients recognising there 
is a longer wait for appointments with their preferred GP. 

The remaining comments related to sometimes having difficulty booking routine 
appointments, having less difficulty booking routine appointments with nursing staff, and 
attending the walk-in centre should patients be unable to get appointments at their 
practice.  
 
From patients who commented after they responded ‘yes’ when asked whether they 
find it difficult to get routine appointments at their GP practice: 

• 76% said that they had to wait a long time between booking and the time of their 
appointment, most stating a wait of around two to three weeks, and some saying 
they’ve waited four to six weeks. 12% of those mentioning difficulty waiting, also 
mentioned they wait even longer if requesting to see a preferred GP 

• 7% elaborated on how difficult it is, stating there is “no chance” or that it’s a 
“nightmare” 

• 5% said they struggled to get a routine appointment, especially with their preferred 
GP. 

The remaining comments related to: booking routine appointments being difficult and 
receiving mixed information regarding when and how they should be booked, that they 
sometimes have difficulty booking routine appointments, that they can book to see a nurse 
but not a doctor, and that they find phoning to book an appointment difficult. 
 
From patients who commented when asked whether the opening times were 
convenient: 

• 80% of those who answered ‘yes’ left positive comments, particularly praising the 
evening surgeries of their practice, that opening times were convenient despite the 
patient working, or that opening times were acceptable because of the flexibility 
retirement gave to the patient.  

Other comments from those answering ‘yes’ stated that they didn’t know what the times 
were, but this led them to believe they must be convenient as it had never been a 
problem.  
• 28% of patients made suggestions of how the opening times could be improved; 56% 

said they would like their practice to be open later in the evening, 44% said they 
would like their practice to be open at a weekend, particularly a Saturday morning.  
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The biggest reason patients gave for opening times not being convenient for them 
related to their employment. 60% of patients leaving these comments answered ‘no’ 
when asked if the opening times were convenient.  
Patients who responded their overall experience of booking appointments to be 
excellent: 
Of those who said excellent, 74% left generally positive comments such as ‘very good’, 
and 26% were neutral such as ‘fine’. A small number elaborated, particularly praising 
booking for children, and how nice or helpful the staff are.  
Of those who said it was poor, 27% said this was due to poor availability, 18% were 
generally negative, 18% were about the long waiting time between booking and having 
an appointment, and 18% were about not being able to get an appointment with a 
doctor. Other comments were about being unable to get appointments despite then 
having specific medical conditions and attending the walk in centre due to being unable 
to book appointments with their own practice.  
 

From patients who replied that their experience of booking appointments could be 
improved: 

• 20% of comments suggested that improvements need to be made to the process of 
phoning to book appointments, particularly around the time it takes to get through 
to someone at 8am in the morning 

• 20% of comments implied there is always room for improvement, and some had 
generally positive comments 

• 16% of comments suggested that their experience would be improved if there were 
more available appointments, particularly with a doctor 

• 16% of comments suggested that their experience would be improved if there was a 
shorter wait between booking and their appointment 

• 11% of comments related to a struggle to get urgent appointments, on the same day 
Other comments related to being able to book appointments with nurses online, negative 
comments about the reception staff, and practices needing more staff both clinical and 
non-clinical.  
 

Themes from comments made by patients about staff 
 
From patients who commented when asked how they find about the medical staff at 
their practice: 

• Of those who said they were ‘unhappy with medical staff’, one patient commented 
stating this was because of an error made by the clinical staff.  

• Of those who said they were ‘happy with most staff’, 49% said they were not happy 
with all of the medical staff, most saying this was because of a negative experience 
with one or two staff members. Other comments related to staff being ‘okay’ or 
‘fine’, not being totally satisfied because they felt rushed during appointments, that 
they often see nurses instead of their doctor, or that they were unsatisfied with 
seeing different doctors.  

• Of those who said they were ‘happy with staff’, 98% of comments were generally 
positive statements, some specifically choosing to make positive comments about 
the nursing staff, stating the medical staff were ‘helpful’, ‘friendly’, ‘polite’ or 
‘approachable’. The other 2% of comments related to not being happy with all the 
medical staff, often specifically one doctor, but that the patients request not to see 
that person.   

 
From patients who commented when asked about how they find the non-medical staff 
at their practice: 
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• Of those patients who said they were ‘unhappy with non-medical staff’, 39% said 
they found non-medical staff rude, and a further 22% said they were unhelpful. Other 
comments related to non-medical staff being disorganised, asking too many personal 
questions, and having an attitude.  

• Of those patients who said they were ‘happy with most non-medical staff’, 42% 
indicated their experience was acceptable saying the staff were ‘fine’ or ‘alright’. 
37% made positive comments stating they found the non-medical staff helpful, polite 
or that the patient understood their job role. 9% of comments stated that they have 
found the non-medical staff to have an attitude, and 9% of comments related to 
patients not wishing to share personal information with non-medical staff. Other 
comments related to patients finding staff rude, that they had made errors, and that 
their experience is dependent on the individual staff members.  

• Of those patients who said they were ‘happy with non-medical staff, 62% made 
positive comments, most saying they found the non-medical staff ‘very good’ or 
‘excellent’, others elaborated and said that they found the staff ‘helpful’, ‘polite’, 
‘friendly’ or ‘accommodating’. 20% of comments indicated they found the non-
medical staff acceptable, saying they were ‘fine’ or ‘okay’. 8% of comments were 
negative, where patients had stated they found non-medical staff unhelpful, rude, 
or appearing stressed. 4% of comments related to patients not wishing to share 
personal information with non-medical staff. Other comments related to their 
experience being dependant on the individual member of staff, patients wanting 
more male call handlers, or that they had experienced errors from the non-medical 
staff.  
 

From patients who commented when asked about whether they feel listened to, 
respected and understood during their appointments: 

• Of those who said ‘yes’, 61% of patients made positive comments about feeling 
listened to such as ‘definitely’ or that they ‘never have problems’. 17% of comments 
stated that they don’t feel listened to, respected and understood by all the medical 
staff they’d seen. Other comments indicated the way they’re listened to respected 
and felt understood had improved recently, or that language is sometimes a barrier, 
due to accent or understanding of English 

• Of those who said ‘no’, their comments were mixed. Patients commented on feeling 
rushed, that they didn’t feel listened to, and that the medical staff speak to their 
parent or carers rather than themselves 

• Of those who said, ‘most of the time’, 19% said they feel rushed, and 19% said they 
don’t always feel listened to, respected and understood. 15% of comments indicated 
that whether a patient feels listened to respected and understood was dependant 
on the person their appointment is with. Other comments related to patients feeling 
there had been improvements recently, or that they did not always feel listened to, 
respected and understood.  
 

Themes from comments made by patients about seeing the 
same GP 
From patients who commented when asked how important seeing the same GP for 
appointments is to them: 

Of those who said seeing the same GP is important to them: 
• 93% said they would prefer to see the same GP. Of these, 32% said this is because 

they value continuity in their care many mentioning this would save time during 
appointments as they would not have to repeat themselves and that it would increase 
their confidence. 16% said they would prefer to see the same GP as they have or 
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would develop a relationship and the GP would know their history and develop a 
rapport. 11% said that they would prefer to see the same GP however commented 
that this happens rarely or never 

• Other comments related to the importance of see the same GP being determined by 
the reason they were visiting, particularly if they had a recurring condition. 
 

Of those who said that seeing the GP is neither important nor unimportant: 
• 37% said that they would prefer to see the same person, but that this wasn’t vitally 

important to them 
• 20 % said that it would only be important to see the same GP if they were attending 

a follow up appointment, or if they were attending for a specific condition 
• 15% said that it didn’t matter which doctor they saw, some saying that notes are on 

the computer 
• 11% said that they would prefer to be seen, or prefer to be seen sooner, by having 

an appointment with any GP, rather than waiting for a specific one to be available 
• The remaining comments related to not being able to see the same person even if 

they wanted to, not knowing the GPs or practices having a high staff turnover, or a 
large amount of temporary or locum doctors. 
 

Of those who said that seeing the same GP is not at all important to them: 
• 36% said that they don’t mind seeing any of the doctors at their practice, and that 

they would be ‘happy’ to see anyone 
• 20% said that it didn’t matter who their appointment was with as all the doctors had 

access to online records and information 
• 16% of patients said that it didn’t matter who appointments were with because they 

were happy with all the staff at their practice. The remaining comments related to 
not knowing the doctors, not being able to see the same person and not wishing to 
wait for an appointment. 

 
From patients who commented when asked about whether they had requested to see a 
specific GP, and whether that request was successful: 
 
Of those patients who said that they had requested a specific person and that they were 
able to see them:  

• 62% of comments spoke negatively about the wait between booking an appointment 
and attending the appointment. Most patients commented that this was usually two 
to three weeks, with a few patients saying they wait four weeks, and one patient 
say they waited three months 

• 25% said that they do, or usually do get the see the doctor they request 
• 7% made positive comments about the choice provided by booking appointments 

online. Remaining comments related to patients who said their preferred doctor had 
retired or left the practice, or that their request relates to the gender of the doctor. 

 
Of those patients who said that they have requested to see a specific GP but were unable 
to see that person: 

• 26% of comments related to the wait between booking appointments and 
attending appointments. Most patients stated they would have to wait three to 
four weeks, with some saying they would have to wait as long as six weeks to see 
their preferred GP 

• 23% said that it was not possible to see the GP they had asked for, while 15% said 
it was not always possible to see the GP they preferred. Remaining comments 
were about poor availability to see a preferred doctor, patients being given a 
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choice to wait to see their preferred doctor or be seen sooner, and that one 
patient asked to see a female doctor and was not able to. 

 
Of those patients who said that they have not requested to see a specific GP: 

• 45% of comments related to patients not knowing the doctors at the practice, and 
therefore did not have a preferred doctor 

• 18% said they would only request to see a specific doctor if they required a follow 
up appointment but would otherwise see anyone. The remaining comments related 
to the patients preferred doctor retiring and now not having a preferred doctor, and 
knowing that there would be a long wait. 
 

Themes from comments made by patients about the quality of 
care 
 
From patients who commented when asked about how satisfied they were about the 
quality of care provided at their practice: 
 
Of those patients who said that they were unsatisfied: 

• 60% of comments stated there had been a deterioration in the quality of care 
• The remaining comments related to have repeat problems, or that the quality of 

service could be improved.  
 
Of those patients who said they were satisfied:  

• 46% of comments indicated that patients feel the quality of care was acceptable but 
could be improved. Many comments stated they felt the quality of care was ‘okay’, 
‘fine’ or ‘alright’ 

• 12% said that they thought the quality of care was ‘good’ 
• 12% said that the quality of care depended on which doctor they saw 
• 8% praised the nurses 
• The remaining comments related to difficulties with communication between the 

practice and midwives, that patients will see a nurse instead of a doctor, that 
referrals seemed to be slow, or that patients regularly attend the walk-in centre.  

 
Of those patients who said that they were very satisfied: 

• 90% of comments elaborated on how satisfied patients were, particularly around 
staff being caring, friendly, trustworthy and several comments praising the nurses 

• The remaining comments related to patients saying their current practice is better 
than their previous practice and praised the service for seeing children quickly. 
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Appendix 3 - Demographic 
Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 

 

 

 

23. We asked, “What is your gender?” (499 
patients answered) 
Gender Number of 

responses  
Percentage of overall 
responses 

Male 180 36% 
Female 318 64% 
Trans 1 Less than 1% 
Other 0 0% 
24. We asked, “Is this the same as the gender 
on your original birth certificate?” (452 
patients answered) 
Yes 446 99% 
No 6 1% 

22. We asked, “What is the first part of 
your postcode?” (464 patients 
answered) 
Postcode Number of 

responses 
Percentage of 
overall responses 

FY1 116 25% 
FY2 85 18% 
FY3 73 16% 
FY4 126 27% 
FY5 52 11% 
FY6 4 Less than 1% 
FY7 2 Less than 1% 
FY8 6 1% 

26. We asked, “What is your ethnicity?” (496 patients answered) 
Ethnic Group Number of responses Percentage of overall 

responses 
White – British 467 94% 
White – Irish 4 1% 
White – Other 3 1% 
Mixed – White and Black 
Caribbean 

2 Less than 1% 

Asian/Asian British – Indian 2 Less than 1% 
Asian/Asian British – 
Pakistani 

3 1% 

Asian/Asian British – 
Chinese 

2 Less than 1% 

Asian/Asian British – Other 2 Less than 1% 
Black/Black British 
Caribbean 

1 Less than 1% 

Other ethnic group 10 2% 

25. We asked, “What is your age?” (498 
patients answered) 
Age 
group 

Number of 
responses 

Percentage of 
overall responses 

Under 16 12 2% 
16-24 31 6% 
25-34 64 13% 
35-44 58 12% 
45-54 85 17% 
55-64 80 16% 
65-74 86 17% 
75-84 71 14% 
85+ 11 2% 

Others included 
 
3 patients - Polish 
1 patient – White English 
1 patient – Mixed White British/Israeli 
1 patient – White European 
1 patient – British Mauritian 
1 patient – German 
1 patient – Human 
1 patient – Black/Asian Mixed 
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Appendix 4 – Red, Amber Green Rating 
 

Name of Practice: 
Date and time of Visits: 
Name of Practice Manager:                                                                      

Number of 
Registered 
Patients 

 
 

Names of staff spoken to: 

Number and Roles of staff (e.g. 4 GPs 2 Nurses):  

Number of 
responses Visit 
1: 

Number of 
declining Visit 
1: 

Number of 
Responses Visit 
2: 

Number of 
declining Visit 
2: 

Total number of 
patients responding: 

Environment – External and Internal Green Amber Red 

1. Is the practice close to public transport? 
 

   

2. Is there plenty of parking available? Are there ample disabled 
parking spaces? 

 

   

3. Is the practice accessible? E.g. wheelchair friendly, have a 
hearing loop, have good signage for people with visual 
impairments? 

   

4. Is the practice environment dementia friendly? E.g. is the 
flooring single coloured and not reflective, are the doors a single 
colour different to the walls, are the walls easily distinguished 
from the floor, is there a handrail along any corridor?    

   

5. Does the environment appear clean and tidy? 
 

   

6. Is there ample seating for all patients? 
 

   

7. Are the noticeboards up to date with current information on 
local issues or campaigns? Is the CQC report displayed? Is there 
information on how to make a complaint? Is there information 
displayed about the PPG group?                                                                                                       

   

 
Rating for Area: 

   

Access – (Negative responses – 0%-20% Green, 20% - 60% Amber, 60%-
100% Red) 

   

1. Is it difficult to get an emergency appointment?  
 

   

2. Is it difficult to get routine appointments? 
 

   

3. Overall, how would you rate your experience of booking? (% 
that is ‘could be improved and/or poor) 

   

 
Rating for Area (cannot be Green if any questions are Red): 

   

Quality of Care – (Negative responses – 0%-20% Green, 20% - 60% 
Amber, 60%-100% Red) 

   

1. Are you happy with the medical staff? E.g. GPs and Nurses 
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2. Are you happy with the non-medical staff? E.g. practice 
managers, administrators and receptionists  

   

3. Do you feel listened to? 
 

   

4. Overall how would you rate the quality of care? (% that is 
satisfied or unsatisfied) 

   

 
Rating for Area (cannot be Green if any questions are Red): 

   

 
 

Other Comments: 
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