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GP Access - Executive Summary  

June 2017 
 

Healthwatch Harrow has been hearing from people about their issues relating to NHS GP 
services. These issues ranged from experiencing difficulties making or booking online an 
appointment with a GP, registering with a GP, how to make a complaint. This led us to 
carry out a piece of research from November 2016- March 2017 to help us gain a better 
understanding of local people’s experiences of accessing their GP services. 
 
A full copy of the report is available on our website www.healthwatchharrow.co.uk 

Gathering patient experience information  

We gathered our information on GP patient experience of accessing GP surgeries by 
using various research methods and tools: 

• A standardised online questionnaire  

• GP website audit  

• Mystery shopping exercise GP out hours telephone messaging and access to 
translation services  

• Facilitated 9 community based focus groups from seldom heard groups 

• Review GP texting reminder service  

• Review Care Quality Commission (CQC) Harrow GP inspection reports from 
January 2016 to January 2017.  

 
What did we find 

• Most people reported the customer care received from their GPs and reception 

staff as ‘good’ or ‘excellent’ and the majority were able to see a male or female 

doctor of their choice, whilst some were unaware of this option. 

• The majority of people found it difficult to get an appointment to see their GP 
with an average waiting time of 7-10 days to see their preferred GP.  

• Patients we spoke to with varying levels of disability and language issues reported 
greater difficulties in accessing and making an appointment with their GP 
surgeries linked to poor communication and attitude of surgery staff. 

• Some patients found difficulties cancelling their GP appointment due to phone 
lines being continuously busy. 

• Patients were unaware of how to make a compliant about their GP and people’s 
views and knowledge varied on where and how to access A&E, Walk in Centres, 
Urgent Care Centre and Pharmacies services. 

• The majority of the GP surgeries websites were easy to navigate with clear visible 
information on registering as a new patient and their opening and closing times. 
However, all the GP websites varied considerably with no one consistent website 
standard approach.  

• Most of the GP websites did not give information on translation services, and 
some giving the option to google translator or how to access to Urgent Care, Walk 
in Centres and 999 information. 

http://www.healthwatchharrow.co.uk/
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• The GP websites also had inaccurate and or out of date information on local 
Advocacy and complaints services and on out of hours information e.g. NHS 
Helpline number, Walk-in centre information and online links to NHS England.  

• The GP’s on-line complaints procedures also varied widely with a small number 
of surgeries having no direct links to their complaints procedures.   

• The majority of GP’s out of hours telephone messages gave information on their 
opening and closing times and NHS 111 service but varied greatly in giving 
information on access to Urgent Care and Walk in Centres.  

• Most GP surgeries offered either direct or telephone translation services with a 
waiting times ranging from 1 day to 2 weeks, with urgent translation only offered 
if a staff member was able to translate in the required language 

• Most of the GP surgeries offered a texting appointment reminder service to its 
patients and one surgery offered telephone reminder service.  

• Audit of CQC GP Inspection Reports (from Jan 2016-Jan 2017) found that out of 
the 15 GP Surgeries audited in this timeframe, 1 was rated overall outstanding, 
10 were rated overall good, 2 were rated overall inadequate and 2 were rated 
overall requires improvements. Our CQC audit found those GP surgeries rated as 
‘inadequate’ or ‘requiring improvement’ needed to improve the internal working 
practices e.g. HR, Health and safety, patient audits, complaints procedures, risk 
assessments policies and procedures and have to have better reporting systems 
in place.  
  

Our Recommendations – For GP practices 
 

1. Ensure Harrow GP surgeries are able to put in place more improved, quicker and 
easier accessible phone and online appointment booking systems to reduce 
patient waiting times and cancelling appointments, and to review the 
effectiveness of their GP texting service in reducing missed appointments. 
 

2. Improve GP accessibility particularly for those patients with language, mental 
health and learning disabilities.  
 

3. Provide clearly displayed and easy to understand updated information in their 
surgeries and websites information on translation services, local advocacy 
services, booking an online appointment, registration and how patients can make 
a complaint and Healthwatch Harrow information to explain how people can 
share confidential feedback on their experience, whether good or bad.  
 

4. Create and provide increase public awareness of how to appropriately access and 
use A&E, Urgent Care, Walk in Centres, NHS 111, 999 information, pharmacy and 
Harrow Health Help App Now by advertising and providing clear and consistent 
signposting updated information to patients on GP websites, their out of hours 
telephone messaging, developing public awareness leaflets and through 
community outreach awareness workshops to reach all sectors of the Harrow 
community.  
 

5. Develop and adopt better sharing of good internal standard models of practice 
and policies at both governance, operational and online levels working practices 
to ensure consistent and good standard of practice around accessibility and 
recognising that one size does not fit all, and ensure the services are responsive 
to meet the needs of its different communities of Harrow.  


