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Responsive     Rating: Not rated 
Access to the service 

People were able to access care and treatment in a timely way. 

 Y/N/Partial 

Patients had timely access to appointments/treatment and action was taken to minimize 

the length of time people waited for care, treatment or advice 
Y 

The practice offered a range of appointment types to suit different needs (e.g. face to 

face, telephone, online) 
Y 

Patients were able to make appointments in a way which met their needs  Y 

There were systems in place to support patients who face communication barriers to 

access treatment 
Y 

Patients with most urgent needs had their care and treatment prioritised Y 

There was information available for patients to support them to understand how to 

access services (including on websites and telephone messages) 
Y 

There were enough staff to provide appointments and prevent staff from working 

excessive hours 
Y 

There were systems in place to monitor the quality of access and make improvements Y 

Explanation of any answers and additional evidence: 

• All patients requesting appointments were telephone triaged by a GP by and patients were 

offered face to face appointments when appropriate.  

• The provider informed us that patients could chose to see a particular healthcare professional 

where possible. 

• The provider used an online consultation system where patients were able to submit their 

queries between 7am and 4pm. The patient queries received through this system were 

continually monitored by a GP and appropriately triaged. The provider informed us that they 

received on average 120 consultations and queries through the online consultation system for 

all three New Addington Group Practices.  

• The provider had a central call handling system where patient calls were answered and triaged 

in a central location; they told us this allowed reception staff to spend more time to answer 

patient queries in the surgery. A duty GP continually reviewed the triage list and consultations 

received through the online consultation system to ensure patients were triaged in a timely 

manner. The provider informed us that all patients who submitted an online consultation were 

contacted and triaged within two hours. We saw evidence that the average response time was 



78 minutes for the two weeks preceding the inspection and that some of the patients were 

triaged by the duty GP within five minutes.        

• Routine GP appointments were available the day following the inspection and nurse 

appointments were available in four working days. The provider informed us that patients could 

be seen in any of the three sites and choice of location was offered to patients. 

• The provider regularly monitored access to appointments and telephone access, and we saw 

evidence to support this. The provider informed us that the average call waiting time was 

approximately five minutes.     

• The provider informed us that they had adequate number of staff to answer telephones and 

had no staffing issues.  

• The provider monitored patients who did not attend appointments and took appropriate action. 

• The provider informed us that most of the children and vulnerable people were seen face to 

face. 

• We reviewed responses left by patients on google website for the past two years and the 

practice had received 4.5 out of 5 stars based on 75 reviews for their responsiveness and 

accessibility. 

 

 

 

 

 


