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Responsive     
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: 

 

• The practices opening hours were Monday to Friday 8:30am to 6:30pm and 9:00am to 1:15pm 
alternate Saturdays. Between 8:00am and 8:30am patients could access practice staff for any 
urgent issues by phone although routine calls were not answered. Telephone lines were switched 
off between 1:00pm and 2:30pm for routine phone calls however emergency calls can be made if 
necessary and the reception was open throughout the opening hours for patients to book 
appointments in person. Appointments were available from 9:00am to 6:30pm daily.  
 

• Urgent appointment clinics are held from 9:00am to 12:00pm and 4:00pm to 6:00pm daily. 
 
 



• Extended access is provided locally through the confederation hub from 6:30pm to 8:30pm daily 
and 8:00am to 8:00pm weekends. Out of hours services are provided by practice plus which is 
accessed through NHS 111. 
 

• Staff told us the practice had recently overhauled the appointment system to streamline 

processes. A dedicated team of administrators answered all incoming telephone calls to the 

practice. This allowed for calls to be answered more quickly and freed up reception staff to deal 

with patients face to face at the reception desk. 

  

• Staff told us about 350 calls were answered on Monday and Friday and about 270 calls on less 

busy days. Appointments were available daily with GPs, nurses, healthcare assistants and 

phlebotomists. GP consultations were delivered face to face, by telephone or via video. We 

noted the next available routine appointment with a GP was in five days and with a nurse in four 

days.  

 

• Urgent appointment clinics were provided daily. The details of patients requesting urgent 

appointments or home visits were entered into an e-consult template by the team of 

administrators and uploaded into the practice’s computer system for triage by the duty doctor. 

 

• Access was monitored by the practice using a dashboard. This was useful to monitor busy 

periods, adjust staff rotas when appropriate and ensure staff did not work excessive hours. 

 

• Missed appointments were also monitored and followed up with a letter. 

  

• Staff told us over 70% of appointments were being delivered face to face. This was corroborated 

by dashboard evidence provided by the practice which showed over the previous two months 

9,206 from a total of 11,362 appointments had been provided face to face. 

 

• A dedicated GP carried out weekly ward rounds at care homes that the practice managed. 

 

 

 

 

 


