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1.0 Acknowledgement 
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2.0 Disclaimer 
 

The comments outlined in this report should be taken in the context that they may not be 
representative of all patients/users of GP online services but nevertheless offer a useful 
insight. They are the genuine thoughts, feelings and issues that individuals conveyed to 
HWD. This feedback should be used in conjunction with, and to compliment, other sources 
of data that is available.  
 
 

3.0 Background 

HWD is an independent voice for the people of Derbyshire.  We are here to listen to the 
experiences of Derbyshire residents and give them a stronger say in influencing how local 
health and social care services are provided. 

HWD was set up in April 2013 as a result of the Health and Social Care Act 2012, and is 
part of a network of 148 local Healthwatch organisations covering every local authority 
across England. The Healthwatch network is supported in its work by Healthwatch England 
who build a national picture of the issues that matter most to health and social care users 
and will ensure that this evidence is used to influence those who plan and run services at a 
national level. 

We listen to what people have to say about their experiences of using health and social 
care services and feed this information through to those responsible for providing the 
services.  We also ensure services are held to account for how they use this feedback to 
influence the way services are designed and run. 
 
 

4.0 Rationale for the Report 
 
In 2015, 76% of the adult population in the UK bought goods or services online and 53% 
used internet banking. However, in the same year just 10% of people ordered repeat 
prescriptions online, only 7% booked an appointment with their GP or the nurse online and 
0.6% used online services to access their medical records. 
 
The GP Patient Survey of 2014 shows that 34% of patients said they would prefer to book 
their appointments online1. This being the case, why do only 7% of these actually do so?   
 
Both the 2014/15 and 2015/16 GP contract required GPs to show a commitment to 
expanding and improving the online services for their patients.  

                                                           
1 GP Patient Survey results, July 2014: https://gp-patient.co.uk/surveys-and-reports#july-2014 Note: this 

question has been dropped from the GP Patient Survey as of January 2015.   
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Online services were required to include:  

- online appointment booking 

- online  repeat prescriptions service   

- online updating of general details such as change of address  

- online access some information from patient medical records.  

The aim is not to replace traditional methods of contacting a practice, but offer additional 

ways to make it easier and more convenient.  

Given this information, i.e. the requirement of GPs to offer online services, and the survey 
results around low levels of use in 2015, Healthwatch Derbyshire decided to examine the 
situation in Derbyshire. We looked in detail at public awareness of, and access to, online 
services that are currently being offered. 
 
 

5.0 How we conducted this engagement activity 
 
We approached this in two ways: 
 
1. Survey 

To look at public awareness of online services currently being offered, we used a survey. 

This survey also asked questions about use of online services, and whether their 

experience was positive or negative.  

The survey (Appendix A) was created using Survey Monkey and was also available as a hard 

copy paper form. It was promoted on our website and via social media, through our 

membership, and to our partners, including local Patient Participation Groups. Paper 

copies were distributed by our Engagement Officers and volunteers at events and forums 

across the county and copies were left at various community locations. A Freepost address 

was provided for the return of paper surveys.  

The survey was open for 49 days between 9th May 2016 and 26th June 2016. During this 

time, we had 399 responses with 386 meeting the eligibility criteria of using a GP practice 

in Derbyshire. The remaining 13 were registered in practices located in Derby City, 

Nottinghamshire and in Coventry.  

Of the 386 eligible surveys, 126 were received as paper copies and 260 were received 

online. This means that the data collected could show a bias in favour of respondents who 

are more comfortable using a computer. 

2. Mystery Shop 

To look at access to current online services we used a ‘Mystery Shop’ type activity, 

whereby Healthwatch Derbyshire volunteers visited GP websites across Derbyshire to look 

at what was available for each GP practice online, and ease of access to these services. 

This exercise was aimed primarily at establishing the availability of GP online services, but 

also looked at the accessibility of GP’s online services, i.e. to identify any potential 

barriers or disincentives to people using these services.  
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Six volunteers, including one member of staff, acted as mystery shoppers assessing all 97 

GP surgeries in Derbyshire (excluding Derby city). This took place in April 2016.  

A standardised observational tool was developed to help guide the volunteers as to what 

they needed to look at and ensure a more consistent approach to the activity. Volunteers 

were also prompted to make recommendations about the GP services that they looked at 

in order to improve ease of use.  

It is important to note that our volunteers were unable to log into any of the GP surgeries 
online system, and were asked to assess the availability and accessibility of the services, 
as opposed to the effectiveness of the services. 
 
 

6.0 Summary of Findings 
 
- Findings from the survey show that the majority of patients are unaware of the full 

range of online services that are being offered. 

- The majority of patients found out about online services through promotion within the 

surgery.  

- Findings from the survey show that online repeat prescriptions and booking 

appointment remain the most popular online services used by patients. 

- In April 2016, not all GP surgeries were offering the full range of online services. 

- Most users of online services found them easy to use. 

- 94% of people who used their GP online services would recommend them to family and 

friends. 

- In April 2016, most GP surgery websites were not providing comprehensive information 

addressing online security and privacy concerns. 

In April 2016, most GP websites were not providing adequate information about how to 
register for online services. 
 
 

7.0 Findings 
 
What GP online services were respondents aware of? 

- 58% were aware of their GPs online booking system. 
- 62% were aware of the online repeat prescription service. 
- 22% were aware they could amend their personal details online. 
- 17% were aware they could access their patient records. 
 
 
How did respondents say they found out about GP online services? 
 
- 22% as a result of direct correspondence from GPs. 

- 25% as a result of talking to a member of staff. 

- 27% as a result of other promotion in the surgery, i.e. advertisement on TV screen, 

posters, leaflets and newsletter.  

- 9% as a result of word of mouth from other patients. 

- 7% from the surgery website. 

- 4% from the surgeries Patient Participation Group (PPG). 
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- 6% found out about online services through other means, e.g. Healthwatch Derbyshire, 

information received from their pharmacist, on their prescription, or did not know.  

Information about respondents who didn’t know about GP online services. 

- 42% of respondents did not know that their GP offered online appointment booking or 

believed that this facility was not available. 

- 38% were unaware that their GP offered online repeat prescriptions or believed that 

this facility was not available. 

- 78% were unaware that their GP offered an online facility to change personal details 

or believed that this facility was not available. 

- 83% were unaware that their GP offered online access to patient records or believed 

that this facility was not available. 

“They are certainly not promoting the online services at my surgery. I am fully 

technology competent and switched on to such developments and I have heard nothing 

about it or seen any leaflet in surgery about it and I have had a spell recently of GP visits 

and blood tests since March 2016.” 

“I have never been told or informed by my GP surgery about any online services. If there 

is a website etc there needs to be much better publicity.” 

“I did not know my GPs offered this, why was I not informed?” 

“More direct promotion/encouragement required.” 

“Not been for over 2 years to the doctors.  I did not know about these services.” 

“I rarely visit the GP so have no idea what services are on offer. Perhaps a gathering of 
email addresses and a mail shot would inform us none regulars of new services.” 
 
 
Of those respondents who were aware of GP online services, which services had they 
used? 
 
- 69% had booked an appointment online 

- 82% had ordered a repeat prescription 

- 11% had changed their personal details 

6% had accessed their patient records. 
 
 
How did respondents say they found the online services to use? 
 
- 68% answered ‘easy’ and commented:  

“Self-explanatory - easy to navigate website” 

“Just by clicking on to the website and following the links” 

“Quick and easy to use. I use for bookings and find it saves time.” 
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“Web site has a box on page one which when clicked automatically takes me to my 

prescription message as I have done today to ask for my repeat prescription early as I'm 

going on holiday. This saves me a journey to the medical centre.” 

- 28% answered ‘fairly easy’ and commented:  

“Complicated to set up, but now that's achieved, fairly easy” 

“Couldn't change password to something I can easily remember” 

- 4% of Respondents answered ‘not easy at all’ and commented: 

“Password sometimes doesn't register.” 

“Frequently breaks and there are never any actual appointments to choose from: the 
facility is there but it's pointless.” 
 
 
Would respondents recommend their GP surgery’s online services to family or friends? 
 
- 94% of respondents said that they ‘would recommend’ their surgery’s online services 

to their family or friends and commented: 

“My teenage son has now registered so he can make his own appointments and is less 

dependent on me.” 

“Definitely – I have had no problems … and it saves me a lot of time.” 

“From my good experience I did recommend that service to my daughter.” 

- 6% said they would not and commented: 

“It’s utterly appalling and almost unusable the only thing that works is the repeat meds 

and then the surgery messes it up.” 

“Up to six months ago I would have recommended it but not now as the system is 
erratic.” 
 
 
What GP online services were being offered? 
 
Online appointments: 
 
- 90% offered online appointments 

- 5% did not offer online appointments 

- 5% volunteers said it was unclear.  

Repeat prescriptions: 
 
- 95% offered repeat prescriptions 
- 2% didn’t offer repeat prescriptions 

- 3% volunteers said it was unclear. 

Medical records: 
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- 40% offered access to medical records 

- 41% did not offer access 

- 19% volunteers said it was unclear. 

Updating of personal information: 

- 47% offered online updating of personal information 

- 38% did not offer access to online updating of personal information 

- 15% volunteers said it was unclear. 

From this information it is clear that not all GP surgeries were offering the full range of 

online services in April 2016 (one surgery did say on their website that their future plans 

were to implement these).  

Patients are unable to use services that are not being offered to them.   

However, NHS England reported in July 2016 that over 95% of GP practices were now set 
up to offer online access to detailed GP records. This is up from just 3% of practices in 
January 2016. 2 Figures specific to Derbyshire are not available but it is hoped that some 
of those surgeries who were not offering this facility to patients in April 2016 will now be 
doing so.  
 
 
How easy was it to find online services on the GP surgery websites and were they 
organised in such a way as to make them easy to use? 
 
- All volunteers were able to find websites for GP surgeries easily using a simple online 

search engine.  

- There was vast variation between sites as to the visibility of the online services being 

offered and the ease of navigation.  

- It was frustrating where the links to online services were hidden under different tabs 

instead of them being clearly identified on the homepage.  

- Often sites had online booking services under an “appointments” tab and online 

repeat prescriptions under “prescriptions” tab.  

- Some sites suggested they offered a particular online service in the text, but there 

were no obvious links to this service. For example, one site commented under their 

“Latest News” section that patients could now access their medical records online but 

there were no links from the homepage that would have allowed for this to be done.  

- One volunteer commented, “The website was so difficult to navigate that if I were a 

patient trying to use online services, I would give up.”  

84% of practices have gone further than simply offering online booking using a smartphone 

app. Apps were available for Apple and Android devices which could be downloaded free 

of charge from the relevant app store. The app states it will offer much of the same 

functionality as the online service. There was a consensus that the best websites were 

those that made online services clearly visible from the homepage and/or where they 

were all positioned under one tab/ link. They felt that having one link clearly 

communicated the contents to the user who would then be able to access ALL online 

services in one location. It was felt that this would also promote the use of other online 

                                                           
2 www.enland.nhs.uk/2016/07/gp-records-online 
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services such as access to medical records. An example of this is included below, these 

icons were all clearly displayed together on the Home Page. 

 
 

What information is available for people who want to register for online services? 

- 13 out of the 97 surgery websites offered no instructions as to how patients should 

register for online services. On the whole, the others asked that patients attend their 

GP practice to obtain a password and username with most asking for patients to 

produce photo identification. 

- There was no information provided as to whether people without photo identification 

could apply for online services, which could possibly act as a barrier to application.  

Only one website seemingly allowed for application fully online. The volunteer 
commented that this would make registration easier for those people unable to attend the 
surgery, including those who work on a full time basis. It would also put less pressure upon 
the staff at the surgery themselves. 
 
 
In relation to this, respondents in the survey were asked how easy they had found it to 
register to use online services. 
 
- 59% of respondents said it had been ‘easy’ and commented: 

“Just ask at reception and show two forms of ID, one to include a photograph.” 

“The web site took me through it and explained the components/symbols I need for my 

password - no problem at all.” 

“The surgery gave me a link and a starter password - worked fine, changed password, 

easy.” 

“Filled out a form - no ID needed.” 

- 34% of respondents answered ‘fairly easy’ and commented: 

“I had to take ID to the practice to get a username and password issued.” 

“Just some toing and froing to the surgery.”   

https://www.mysurgerywebsite.co.uk/secure/services.aspx?p=C81096&k=p&w=3
http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=88115&a=C81096
https://www.mysurgerywebsite.co.uk/secure/services.aspx?k=c&p=C81096&w=5
https://www.mysurgerywebsite.co.uk/secure/services.aspx?p=C81096&k=a&w=5
https://www.mysurgerywebsite.co.uk/secure/services.aspx?k=d&w=5&p=C81096
https://systmonline.tpp-uk.com/
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- 7% of respondents answered not easy at all and commented: 

“Needed a visit to the surgery and ID to get a password, and then need to apply at home. 

Seems complicated.” 

“Had multiple problems registering my children and even then they 'disappeared' from 

the system and it took the GP practice months to sort it out.” 

“Repeated problems with the system especially after merger of two practices and several 

periods of downtime with no apologies.” 

“Difficult and inconvenient to visit the GP surgery with ID and consent form when you 
work full time.” 
 
 
What might be the possible barriers to using online GP services? 
 
- It was noted that 48% of the websites visited offered “google translate” allowing the 

website to be translated into more than 90 different languages by clicking a 

“translate” tab link on the web page and selecting the language required. This would 

make online services more accessible for non-English speakers. Volunteers felt that 

this should be adopted by all GP websites. 

- Some groups of patients, for example those with a visual impairment or those with 

learning difficulties, may find that the practice website and online services are not 

fully accessible to them.  

- It was noted that websites often did not provide explanatory notes on how to use a 

specific service, which may impose a challenge to patients that lack IT skills.  

- Most sites referred users to practice staff if they encountered any difficulty in using 

the service which volunteers felt may place pressure upon staff at the practice. The 

best feedback from volunteers was provided from those sites that offered support and 

guidance in using the online services by way of help pages or “commonly asked 

questions” sections that allowed for the user to seek immediate assistance rather than 

having to call the surgery and taking up staff time. 

- In order not to contravene the Data Protection Act 1998 with an unauthorised 

disclosure of personal information, the practice must take steps to ensure that the 

person who is requesting access to a GP record, or other online service(s), is entitled 

to it. It was found that 51% of GP practice websites provided details of their data 

protection policies albeit that these often did not specifically mention their online 

services. Others did not provide any reassurance to patients around data protection, 

or stated that ‘all patient information was safe and secure’ without further 

clarification. This could potential be a barrier – one respondent commented, “I would 

not trust for my details to be stored safety online and be protected from being 

hacked.”  

- There was some suggestion that there needs to be more assistance provided to use 

online services, e.g. demonstration sessions. “It would be beneficial for me if 

someone could show me how to book online because I could use the computer at my 

local library.” 

- Some respondents to the survey commented that there needs to be a commitment 

shown to the continuation of more traditional ways of contacting their GP surgery to 

avoid exclusion. 
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“My main concern would be that many of the ageing population would be 

unwilling/unable to access online facilities and be frightened and confused by the whole 

idea. What would happen to them if the only access to GP services was online?” 

“Great for those who want to, e.g. the young, but oldies, like me, prefer the person to 

person system.” 

“I do not have a computer, online anything is of no interest to me.” 

“The emphasis is that everyone owns a computer. It should be remembered that not all 
do and this puts us at a disadvantage when attempting to make appointments with our 
GP.” 
 
 

8.0 Recommendations 
 

1. Online services should be promoted under one tab/link on the website in order to 

make online services more visible and easier to navigate. 

2. GP websites should provide their Data Protection Policy and provide simple and clear 

information about how patient records will be safeguarded.  

3. GPs should ensure that they are offering the full complement of online services. 

4. Registration – GPs should consider the difficulties for people who do not have photo ID, 

and promote alternatives when registering for online services. 

5. There should be ‘Help Services’ available to offer explanatory notes for ease of use, 

including commonly asked questions and answers. 

6. GPs should continue to promote their online services in particular to those who are 
infrequent users of the service. 

7. GP practice websites should offer google translate allowing for greater access to non-
English speakers. 

8. To reassure patients that online services are not intended to replace traditional ways 
of contacting a GP practice, over the phone or in person but simply offer additional 
ways to interact with them. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

9.0   Appendix A  
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10.0   Response from Service Providers  
 
Adam House Medical Centre 
1) I found this report to be: Useful  

2) Why do you think this?  
 
Very detailed answers from patients on what they would like to see from our 
website and online services, enabling us to update and make more changes. 
 
3) Since reading this report: 

a) We have already made the following changes:- 

-Added data protection policy. 
-Ensured more detail added to practice newsletter via the PPG. 
 
b) We will be making the following changes:- 
 
-Ensuring more information is available for patients regarding benefits of using 
online service. 
-Make it more known on the website that this service is available. 
 
Appletree Medical Practice 
1) I found this report to be: Useful  

2) Why do you think this?  

Gave us the opportunity to review our online patient services. 

3) Since reading this report: 

a) We have already made the following changes:- 

-Your report provided us with reassurance that we are providing a full range of 

online services mentioned therein. 

b) We will be making the following changes:- 

-We will be investigating the use of smart phone apps for appointment booking etc. 

Arthur Medical Centre (The) 
1) I found this report to be: Useful  
 
2) Why do you think this?  

It is useful to understand the perspective of patients in general and certain groups in 

particular.  Knowing that 76% of the population use the internet to shop, and 

particularly over half to bank is surprising.  Banking is an area, like health, where 

people are more concerned about information security.  But clearly a large number 

of people feel confident.  So why not with their health data?  The scare stories of 

information sharing seem to have more impact than e.g. loss of financial data, 
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perhaps because it is more sensitive, perhaps because banks can reimburse monies 

but you can’t take personal information back once it has been released.  

The lack of use of online information even for those that have access may be due to 

the chunkiness of the applications: certainly having to remember a long ID number 

for EMIS isn’t helpful.  And resetting of passwords has taken a long time address 

despite banks having managed to do this for some time.  So perhaps a lack of 

willingness by our software providers.  

From the start, we have actively promoted on line access via our electronic notice 

board, waiting room paper notices, via prescription services, directly to patients 

when they register at the practice and when seeing clinicians.  We try to encourage 

patients to order prescriptions, make appointments, obtain laboratory results and 

enquire about vaccination status to name but a few areas. 

3) Since reading this report:   

a) We have already made the following changes:-  

-Adding clearer information to the electronic notice board 

-More promotion of results being available on-line by putting this on the results line 

-Releasing records more quickly when access is requested, only scrutinising a few 

requests rather than all of them 

-Signposting patients to their record on line which reduces the need to print off 

whole records. 

 b) We will be making the following changes:- 

We are awaiting a new electronic notice board which will allow us to use online 

resources ourselves rather than having to put together our own notices.  We are 

hoping that this will include video streaming. 

 We will continue to take our uptake figures to the PPG and ask for their feedback. 

Ashbourne Medical Practice 
In response to the recommendations:- 
1. Online services  are visible on our website 
2. The practice Policy on Data Protection is accessible, simple and clear for patients 

& carers 
3. The practice offers the full range of online services 
4. At the moment we do require photo ID and would welcome a steer re guidance 

on what else is acceptable to confirm identification against other written/paper 
documentation  

5. The is a ‘search’ facility on the website which offers the same facility as a help 
function  

6. The practice promotes it’s online services  
7. We currently do not have Google translate linked to our practice website but will 

look into how this might fit with the website moving forward  
8. We do not as a practice deter patients from using traditional ways of contacting 

the practice.  
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Avenue House & Hasland Partnership 

After reading the summary of findings in the report I intend to check our website to 
make sure the online services section is clearly visible.  

I agree with the findings in the report that online services could be publicised more 
by practices and I also note a comment from a patient who stated they did not 

regularly come into the practice so therefore had not been made aware of the 
services on offer.  

However, the problem we have as a practice with publicising services is funding and 
time, or lack of it!  Ideally, we could write to all patients making them aware of the 
services on offer however the costs incurred for this would be a few thousand 
pounds for postage, stationery and staff time.  

When the government introduced online services for patients they made this a 
contractual requirement which gave no additional funding for patient 
communications or roll out and we had to accommodate this within existing 
resource.  

We have had to do the best we can to publicise the services at low or minimal costs 
to the business.  

 
Barlborough Medical Practice 
1) I/we found this report to be: Useful in 1 respect 
 
2) Why do you think this? 
 
8.0 Recommendations  
1. Online services should be promoted under one tab/link on the website in order to 
make online services more visible and easier to navigate. Already being done 
 
2. GP websites should provide their Data Protection Policy and provide simple and 
clear information about how patient records will be safeguarded. Already 
referenced 
 
3. GPs should ensure that they are offering the full complement of online services. 
Already doing 
 
4. Registration – GPs should consider the difficulties for people who do not have 
photo ID, and promote alternatives when registering for online services. Already 
doing 
 
5. There should be ‘Help Services’ available to offer explanatory notes for ease of 
use, including commonly asked questions and answers.  Already available 
 
6. GPs should continue to promote their online services in particular to those who 
are infrequent users of the service. Already doing 
 
7. GP practice websites should offer google translate allowing for greater access to 
non-English speakers. Whilst Google translate is already available to anyone who 
knows of its existence, we have added a link on our webpage 
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8. To reassure patients that online services are not intended to replace traditional 
ways of contacting a GP practice, over the phone or in person but simply offer 
additional ways to interact with them. Already have plenty of literature explaining 
this 
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
Whilst Google translate is already available to anyone who knows of its existence, 
we have added a link on our webpage 
 
b) We will be making the following changes:-  
Please see previous comment above 
 
Baslow Health Centre 
1) I/we found this report to be: Not Useful 
 
2) Why do you think this?  Was not useful 
 
3) Since reading this report: 
 
a) We have already made the following changes:- No 
 
b) We will be making the following changes:- No 
 
Blackwell Medical Centre 
1) I/we found this report to be: Useful 
 
2) Why do you think this?   
It reminded me to continue to review how we promote online services at our 
practice, giving me new ideas to take forward. 
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
-Promoted/advertised online services on our quarterly newsletter which is available 
in reception or electronically on our practice website. 
 
b) We will be making the following changes:-  
-To put an access to online services application form in al new patient pack with an 
information leaflet. 
 
Buxton Medical Practice 
A couple of comments in reply: 

 - You can access the patient records, but I admit it is not obvious from the front 
screen so I have asked our developer to make it a bit clearer. 

 - The front screen has buttons for change of address / telephone and updates for 
medical issues. 
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 - I have asked the developer to clarify the situation with regards to disability 
access. 

 Thank you for pointing out these things so they can be improved. 

 
Calow & Brimington Practice (The) 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
Reassurance most of recommendations are in place as the changes listed below, 
therefore feel patient focus is in the right areas.  
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-Online services are under one link 
-Full complement of services are offered 
-Frequently asked questions included 
-Online services regularly promoted 
-Google translate in place. 
 
b) We will be making the following changes:-  
-Will consider a reassurance statement and will review the data protection 
information displayed. 
 
Castle Street Medical Centre 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
It was useful to see what barriers have been identified relating to patients’ use of 
online services. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-The webpage has been updated for accessibility. 
 
b)  We will be making the following changes: - 
-Further promoting the use of online services. 
 
 
 
 
Chatsworth Road Medical Centre 
Our practice has looked at the report and in particular noted the recommendations 
made.  Our practice plans to review our website and ensure that the online facility 

is clear and easy for patients to use. 
 
Chesterfield Medical Partnership 
1) I/we found this report to be: Useful   
 
2) Why do you think this? 
Good ideas and a focus on the subject. 
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3) Since reading this report: 
 
a) We have already made the following changes:-  
-N/A 
 
b) We will be making the following changes:- 
-We note the recommendations and will endeavour to introduce as many of them as 
possible within a timely manner. 
  
Clay Cross Medical Centre  
1) I/we found this report to be: Useful 
 
2) Why do you think this?   
It was useful to find out the results of the survey to know where most practices are, 
and have something to convey to staff of what the outcome of the promotions we 
did around this, and what needed further attention. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-Put our data protection policy on the website 
-Check we are offering the full complement of services. 
 
b) We will be making the following changes: 
-Update the ‘Help Services’ 
-Offer Google translate. 
 
Darley Dales Medical Centre 
1) I/we found this report to be: Useful  
 
2) Why do you think this?  
Gives broader picture of how on-line services are perceived by patients.   
 
3) Since reading this report we will be making the following changes: 
We will further promote online services but we have also been commissioned to trial 
Patient Partner which is a telephone based appointment booking system for patients 
who do not have a computer.  
  
Dronfield Medical Practice 
We found the report very useful and feel we have met all the recommendations. We 
actively encourage our patients to use the online services and feel these have been 
of great benefit. 
 
Eden Surgery 
We found the report very useful and interesting, especially the very low % of 
patients who obtained information from the actual website (7%) in the report.  This 
may suggest that the majority of patients require a different format or icon to 
encourage them to use the website? 

The practice, since reading the report, will share the contents with the Patient 
Group and obtain their feedback during the coming months.  
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The practice will continue to work with the group to ensure that it is a user 
friendly web site, but we will also still encourage staff to offer advice too. 

 
Elmwood Medical Centre 
I have reviewed all eight recommendations and am pleased to confirm that Elmwood 
Medical Centre comply with them all. 
 
Eyam Surgery 
The report was useful and we intend to look into the following because of the 
report’s findings:- 

1. To see if we can make online services more visible on the website 

2. Mention that a "bill" can get you access online if you have no photo ID 

3. Look at getting Google translate 

4. Have an article in the next newsletter. 

 
Friendly Family Surgery (The) 
Thank you for your recent email. I have looked at all your recommendations and we 

are trying hard to ensure all these recommendations are covered as soon as possible. 

Gladstone House Surgery 
1) We found this report to be: Useful  

 
2) Why do you think this? 
It is always great to get patient feedback, as this is where we can make a real 
difference, acting on feedback.  It is great also to see such a lot of positive 
feedback, especially after the news often portrays the negative side more.   
 
This kind of patient focused survey, from not just patients in our surgery, gives us a 
good general feeling of what patients like, want and need from us.  We feel we are 
very aware of our patients needs and cope efficiently with any complaints. People 
with disabilities are catered for but treated the same as everyone.  
 
We also encourage patient feedback in our surgery via Friends & Family forms all 
year round and through our yearly patient surveys, as these give us a good idea on 
how we are doing.  
 
Patients are well aware they can contact us for support, even after seeing us or if 
they have any queries from any consultation they have had. We try and provide a 
calm, relaxed surgery with staff who truly care for our patients.  We provide toys for 
our younger patients whilst having to wait and if our medical staff are running late, 
we inform them at regular intervals.  
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-We have been trying to promote online services to patients much more. It seems to 
be an area that is not recognised by the public 
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b) We will be making the following changes:- 
-We now have a TV screen in the waiting room and will base what we put onto that 
against some of the suggestions made from the public in your report.  We will 
therefore advertise the online services, additional clinics we have or start, i.e. flu 
yearly and wellbeing services, as patients want to be pro-active with the care they 
receive. Obviously we also make all staff aware of the different format information 
is available in and how to obtain this where necessary. 

 
Glossopdale Neighbourhood GP Practices 
Thank you for providing us with a copy of the report entitled ‘GP Online Services: A 

report looking at public awareness of, and access to, GP online services in 

Derbyshire. 

The Glossopdale Neighbourhood GP practices, comprising of: 

 Manor House Surgery Glossop 

 Manor House Surgery Hadfield 

 Lambgates Health Centre 

 Cottage Lane Surgery  

 Howard Street Medical Practice 
All have jointly considered the recommendations highlighted on page 11 of the 

report. 

We would like to confirm that we are all offering the full complement of online 

services and we reassure our patient populations that online services are not 

replacing traditional ways to make contact with the surgery but that they are 

additional options of ways to interact with us. We realise that online services are 

not suitable for everyone and we make it evident of how online services can be 

beneficial to our patients and that if patients require assistance then our 

receptionists are available to help them. Our new patient packs have patient online 

service details contained in them including appointments, prescriptions and medical 

records and so patients have a choice if they want to have access to any of these 

services. 

Each GP practice listed above currently use the website provider ‘My Surgery 

Website.’ On reviewing our websites we would like to confirm that our website 

provider provides us with functions that allow us to comply with recommendations 1 

and 7. 

In relation to registrations, we do consider the difficulties for those people who do 

not have photo ID and we do not discriminate against these patients. If our GP, 

receptionist or a member of our healthcare team knows the patient then we will 

register using personal verification. We also promote alternative forms of ID and will 

accept such. We follow best practice in situations where patients have no forms of 

identification but would like to affirm that not having photo ID does not prevent 

patients from registering for online services. 

Recommendation 5 suggests there should be ‘Help Services’ available to offer 

explanatory notes for ease of use, including commonly asked questions and answers. 

We do have FAQ sheets available provide to us by NHSE which we can hand out to 
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patients in order to assist them. We also have information booklets, EMIS help and 

our staff/PPG members available and happy to assist where necessary. 

All our practices, with the help of our Patient Participation Groups (PPGs), promote 

online services to our patient populations. We use promotional materials in our 

waiting rooms and on our surgery televisions. Other sources of promotion include 

within our practice newsletters, practice website, Facebook, Twitter, patient 

information leaflets, practice registration packs and NHS choices. All GP practices 

are aiming for 10% of their registered population to be signed up to online services 

by 31st March 2017. We have continued support from our PPGs in achieving this 

target and continue to actively promote all online services. 

Finally, there is the function with our websites that allows us to provide a Data 

Protection Policy and simple and clear information about how patient records will be 

safeguarded. The Glossopdale Neighbourhood have jointly devised a Data Protection 

information poster to upload to our websites containing the required information. 

We will ensure that this poster is uploaded by no later than Monday 14th November 

2016. 

We hope that we have been able to address the concerns raised within the report 

but we would be happy to answer any further questions you may have. 

 

 
Golden Brook Practice (The)/Aitune Medical Practice 
1) I/we found this report to be: both Useful / Not Useful 
 
2) Why do you think this? 
Not useful – it is not practice specific. 
 
Useful – food for thought so you can compare what has been said is done well, what 
you may not be doing, what you could do as you are not currently doing it and also 
where you could improve.  
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
-Amended existing information about online services to ensure current and correct. 
-Website address displayed in practice. 
 
b) We will be making the following changes:  
-Providing Online Access details with new patient paperwork. 
-Adding data protection and online security information to the website. 
 
Gresleydale Healthcare Centre 
Our practice has a very active PPG and as such, the Chair and I have reviewed this 

survey together.  Please bear in mind that part of our PPG’s remit for this practice is 

to oversee and encourage patient feedback (positive and less positive); ensure we 

have effective feedback processes; and review complaints investigative. Our 

processes were reviewed recently by the CQC and their comments were: 
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Complaints policies and procedures were in line with recognised guidance and 

contractual obligations for GPs in England.  The practice has a designated 

responsible person for handling all complaints in the practice and there is 

information available to help patients understand the complaints system.  All staff 

are aware of the complaints procedures within the practice.  The practice reviews 

all complaints and it was felt that they were dealt with in a timely manner and 

provided people making complaints with explanations and apologies where 

appropriate as well as informing them about learning outcomes as a result of the 

complaint. 

As such, you may find this feedback different to what might be expected.  My PPG 

Chair and I feel that Healthwatch is just another unnecessary NHS expense and 

noted: 

 The report is not useful 

 We already provide online services which are used to a greater extent than 
your suggested level 

 We were surprised that this report came to the practice manager and did not 
involve PPGs 

 Healthwatch findings are not generally representative of a whole 

 We do not believe that Healthwatch provides any real benefit to patients – 
patients should be encouraged to contact the practice direct to obtain a 
more timely and effective response 

 What the practice currently provides is over and above suggested as a 
minimum. 
  

Thank you for giving us the opportunity to provide feedback. 

Hasland Medical Centre 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
Informed the surgery that not all patients were aware of how to access on-line 
services. 
 
3) Since reading this report: 

 
a) We have already made the following changes:-  
-Clinicians and admin to opportunistically inform patients of online registering 
process for meds, appointments, SCR and detailed records. 
 
b) We will be making the following changes:  
-To continue to promote registering for on-line services at every available 
opportunity. Will promote at our walk-in flu clinic in October with PPG help. 
 
Ilkeston Health Centre – Dr Purnell & Partners 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
It helps practices to identify what patients are unaware of and allows us the 
opportunity to give more focus on promoting these subjects. 
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3) Since reading this report: 

 
a) We have already made the following changes:-  
- Checked our website to see which sections can help patients be more aware of 
online services. 

  
b)  We will be making the following changes:- 
- Promoting online services on our quarterly newsletter again and add additional 
information to our website. 
 
Imperial Road 
As regards our access, we currently offer two evenings and an early morning surgery. 

We also provide on line GP and nurse appointments and are looking to expand these 

as patients register for online services. We have just opened up the detail coded 

records where patients can obtain information regarding immunisations, 

consultations, allergies. We are also looking to work more with neighbouring 

practices to provide longer localised opening but these discussions are only just 

starting.  

Jessop Medical Practice 
1) I/we found this report to be: Useful 

 
2) Why do you think this? 
The report is useful in that it shows some general trends across the region and has 
useful recommendations in response to common limitations raised by patients. This 
is slightly limited by the fact that the comments are not specific to our own 
patients. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-We already provide the full complement of online services to our patients and have 
recently significantly increased the number of appointments bookable online. We 
are also raising the profile of our website with information screen displays in the 
waiting area. Our website has an explanation regarding data control and sharing or 
records. 
 
b) We will be making the following changes:-  
-We will explore further changes in light of the recommendations, including a single 
link to online services via the front page and improving our ‘help services’ to explain 
how services can be set up and accessed. 
 
 
Kelvingrove Medical Centre 

We found the report very interesting and informative. It contained good public 
feedback, both positive and negative, which gives practices an idea of how user 
friendly their facilities are.  

I have discussed the recommendations on page 11 with the GPs and can confirm 
that the practice will look into the suggested recommendations and how we can 
improve ease of access to online services.  



 

28 | v 5 . 2  G P  O n l i n e  S e r v i c e s  R e p o r t  F i n a l  1 1 1 1 2 0 1 6  K R  

We would like to reassure patients that online services are not intended to replace 
traditional ways of contacting the practice over the phone or in person, but are 

simply just an additional facility which patients can use.  

 
Killamarsh Medical Practice 
Since receiving the report we will be making the following changes:- 
-We will be adding a frequently asked questions page and Google translate facility to 
our website. We comply with everything else. 
Lime Grove Medical Centre 
1) I/we found this report to be: Useful 
 
2) Why do you think this? 
It is always good to get feedback on the services we offer. 
 
3) Since reading this report: 
 
a) We have already made the following changes:  
-Looked at our newly changed website to see what improvements we could make. 
 
b) We will be making the following changes:  
-Requesting Google translate. 
-Look at positioning ‘buttons’ for ease of access across the site.  
 
 
Littlewick Medical Centre 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
Good to have stats. 
 
3) Since reading this report: 
 
a) We have already made the following changes:  
-Made the website clearer. 
 
b) We will be making the following changes:  
-Ask patients regarding the number of online appointments they would like available 
to get a fair ratio of online/telephone/over the counter.  
 
Moir Medical Centre 
1) I/we found this report to be: Useful 
 
2) Why do you think this?   
It helped show how many patients we are getting the message out to. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-None, as we already advertise in several places. 
 
Newhall Surgery 
1) I/we found this report to be: Useful / Not Useful – neither 
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2) Why do you think this? 
We have been promoting online since 2010 its nothing new. We are aware of our 
number of patients who access our online services and that we promote these 
services at every opportunity. We accept that due to our age profile not everyone 
will want this service. Online services have been a GP and CCG and PCT (previously) 
target for some while. 
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
-We will continue to keep online services as part of our offer to patients and make 
them aware that we offer this service as part of what we do. We will also reassure 
patient this isn’t the only way. Not all have online services. 
 
b) We will be making the following changes 
-As above 
 
Oakhill Medical Centre 
We have a high uptake of online users, all staff are trained and aware of how to 
grant access and I help the Online Team to promote this using my personal 
experiences. 
 
Old Station Surgery 
1) I/we found this report to be: Useful 
 
2) Why do you think this?   
I believe that the questions asked and the replies gained helps to improve the 
services offered by the surgery and identifies how easy the service is to use. 
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
-Activated the Google translate as we had not identified that this was not showing.  
-Checked to ensure that the Website offers easy access. 
 
b) We will be making the following changes:- 
-Promote online services more within the practice. 
 
Overdale Medical Practice 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
The recommendations are useful. We know we could improve uptake but can be 
difficult to prioritise. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-Made clearer in surgery A3 posters. 
-Reception promoting. 
 
b) We will be making the following changes:  
-Print on prescriptions 
-Make website clearer. 
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Park Surgery (The) 
1) I/we found this report to be: Useful  

 
2) Why do you think this? 
It is always useful to received detailed patient feedback.  The summary of 
recommendations is useful to use as an action plan. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-The majority of the recommendations are already met.  We have made attempts to 
increase awareness of online services by putting a message on the telephone 
queuing system and producing a slip to hand out to patients (all patients attending a 
large flu clinic were provided with this).   
 
b) We will be making the following changes:-  
-We will continue to offer and promote online services. 
 
Parkside Surgery 
Despite promoting online services in the practice and on our website, the uptake 

from patients is very low. New patients are given information about online services 

as part of the new patient pack and we try and encourage them to sign up where 

possible. If we have a complaint from a patient about either appointments or 

prescriptions, we discuss with them the online options. We do not feel that there is 

much more that we can do in the practice. 

Peak & Dales Medical Partnership 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
In helping to ensure we provide the correct services to all prospective users. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-We believe that we are already offering all services which are required per the 
recommendations in this report and which are relevant to our patient population. 
 
b) We will be making the following changes:- 
-We are asking our website providers to look at the ‘one link’ recommendation. 
Shires Health Care 
Thank you for sending your report.  Our patients are well informed about the online 
services either via our website, posters in the surgery and other means. 
 
Somercotes Medical Centre 
I believe Somercotes Medical Centre complies with your recommendations. 

St Lawrence Road Surgery 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
Concise reminder as to how to promote services to patients by giving ideas.  
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3) Since reading this report: 
 
a)   We have already made the following changes:- 
-Information already of website and promoted within the practice. 
 
c) We will be making the following changes:- 
-Plan to devise a FAQ/Help document on the website 
-Review Google translate with website producer. 
 
Swadlincote Surgery 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
It is useful to understand where patients may have difficulties.  
 
3) Since reading this report: 
 
d) We have already made the following changes:- 
-Updated our website to make online services more visible. 
-Contacted our website designer with a copy of the recommendations from the 
report. 
 
e) We will be making the following changes:-  
-Adding our data protection policy to our website. 
  
The Surgery (Ashbourne) 
1) I/we found this report to be: Of limited use 
 
2) Why do you think this? 
 
I believe most, if not all, practices have taken steps to promote online access. 
Whilst we seek to explain our processes, any communication from the practice on 
this subject (info on our TV screen, leaflets, on our website etc) has a naturally 
limited opportunity to connect with a majority of patients. It would seem that 
numerous news items have not been totally successful either. Results will be 
affected by the fact that many of our frequent visitors to practice are not online 
(only 50% in a random waiting survey done by the CCG last year).  
 
Patients in our waiting room may be unwell and less receptive to the information on 
our TV screen. There is a limit to how many patient information leaflets are useful 
in a practice (information overload) etc. 
 
Whilst a general report may be of some use to some practices, since Healthwatch is 
in the position of giving individual feedback to each practice on the experience of 
its ‘mystery shop’ it should do so.  
 
I believe my practice already has all report recommendations in place, prior to 
receipt of this report – so it would be more useful to know that if this isn’t the 
patient experience from visitors to our practice/website (I readily accept people 
often don’t see issues when things are so familiar to them). 
 
I suspect it was being surveyed on this topic that gave some patients an immediate 
cause to be concerned about other routes of communication being side-lined. 
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3) Since reading this report: 
 

Whilst I readily acknowledge we can always (and will always seek to) do more, to 
make sure patients are aware of services as and when appropriate, all 
recommendations made were already standard practice prior to this report.  

 
The Surgery @ Wheatbridge 
We will certainly review our website to incorporate the recommendations you have 

given. 
 
Tideswell Surgery 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
Gives us information that patients don’t tell us. 
 
3) Since reading this report: 
 
a) We have already made the following changes:- 
-To website and changes to available appointments on line 
 
b) We will be making the following changes:-  
-Information will be easier to access re data protection, may be a help sheet. 
 
Valleys Medical Partnership (The) 

Many thanks for sending us your report regarding GP online services. We have found 
the report very useful and would specifically like to respond to the 
recommendations outlined in the report. 

Our sites have recently been involved in a practice merger and this has impacted on 
our ability in the short term to provide online services. As part of the merger, one of 
the two sites changed clinical computer system. These changes led to all patients at 
that site having to re-apply twice for access to online services. Unfortunately, we 
had not been made aware that this would happen. These issues were resolved in 
April 2016 and access is now unaffected, although I suspect that some of the issues 
may have been captured in your report. 

Our practice currently maintains two websites (one for each site) and we will plan to 
merge the websites in due course. As part of this process, we will consider the 
recommendations set out in your report. 

 1. Online services under a single tab on the website 

The practice has enabled the function to show all online services under a single tab 
as a direct result of reading this report. 

 2. Data Protection Policy 

The practice will add this policy to its website. 
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 3. Full complement of online services 

The full complement of services is already available. 

 4. Photo ID 

The practice does not insist that patients provide photo ID. 

 5. Help services 

The practice website does not currently offer this service, but we will consider 
developing this in the future. 

 6. Continuing to promote online services 

The practice promotes the online service through newsletters, the practice 
handbook & waiting room displays. A short message has previously been used as part 
of the automated telephone greeting and reception staff regularly promote the 
service to patients on an opportunistic basis. 

 7. Google Translate 

This service has been enabled on the website as a direct result of reading this 
report. 

 8. Traditional contact methods 

The practice has always maintained equitable access to services irrespective of the 
method of contact. 
 
Village Surgery (The) 
We do offer the online services and actively advertise it all on the website in surgery 
and on prescriptions and we do have quite a lot of people who are signed up for it. 
 
Welbeck Road Health Centre 
Thank you for the report I found it very helpful and I am making some amendments 
to our website/Facebook page as per your suggestions. 
 
 
Wellbrook Medical Centre 
Response to recommendations:- 
 

1. Online services should be promoted under one tab/link on the website in 
order to make online services more visible and easier to navigate. 

Our online services are all under one link and this is the very first link on 
the Quick Links tab on the home page. 

 

2. GP websites should provide their Data Protection Policy and provide simple 
and clear information about how patient records will be safeguarded. 

We have specially created document created for patients to explain about 
the data protection act and how we use and look after all patient 
information. 
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3. GPs should ensure that they are offering the full complement of online 
services. 

We offer all services excluding access to the full clinical record (offer access 
to the detailed coded record). 

 

4. Registration – GPs should consider the difficulties for people who do not have 
photo ID, and promote alternatives when registering for online services. 

We do allow alternative ID to be provided if photo ID is not available. 

 

5. There should be ‘Help Services’ available to offer explanatory notes for ease 
of use, including commonly asked questions and answers. 

Our website does not currently have a ‘Help Services’ section but this is 
something we are looking into to provide quick links for those who may find 
navigating the website difficult. 

 

6. GPs should continue to promote their online services in particular to those 
who are infrequent users of the service. 

We regularly explain the online services options to all patients who contact 
the practice. 

 

7. GP practice websites should offer google translate allowing for greater access 
to non-English speakers.  

The surgery website has a translate page that can translate the website into 
over 100 different languages. 

 

8. To reassure patients that online services are not intended to replace 
traditional ways of contacting a GP practice, over the phone or in person but 
simply offer additional ways to interact with them. 
When offering services to patients we give all options available not simply 
online options. Patients are aware they can access all services online, in 
person in the surgery or via the telephone.  
 
 
 
 
 

 
West Hallam Medical Centre 
1) I/we found this report to be: Useful 
 
2) Why do you think this? 
Confirms some key actions.  
 
3) Since reading this report: 
 
a) We have already made the following changes:-  
-Extended clinical system permissions to all patients  
 
b) We will be making the following changes:- 
-Review website 
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Whitemoor Medical Centre 
1) I/we found this report to be: Useful  
 
2) Why do you think this? 
It is always good to get direct patient comments about services offered. Having said 
that it is probably not addressing the main issue.  We have over 30% of our patients 
registered for online services and it is fairly well used for things like repeat 
prescriptions etc. However – as one commentator said in the report – they do not use 
it because it is still difficult to find a convenient appointment. I think that therefore 
there is a danger that this report addresses the wrong issue. If we had greater 
resources then we could promote online with more confidence and patients would 
use it more. The issue is with our ability to match patients’ expectations on 
appointment availability – whatever channel they use.  
 
3) Since reading this report: 
 
a) We have already made the following changes: 
-No changes made at moment to online – but constantly working on access. 
 
b) We will be making the following changes:  
-Review features of online system that we have not activated – secure online 
messaging plus test results. 
 
 

11.0 Response from Commissioners 
 

Erewash Clinical Commissioning Group 
1) I found this report to be: Useful  

2) Why do you think this?  

The report was easy to read and understand with clear and concise 

recommendations. 

3) Since reading this report: 

b) We will be making the following changes:- 

-Erewash CCG will be looking into details of each recommendation and will 

encourage and work with practices in our area to adopt the recommendations 

wherever feasible. 

Hardwick Clinical Commissioning Group 
We are aware that the use of online services in Hardwick could be significantly 
improved.  The outcome of the IPSOS MORI national patient survey is analysed and 
presented to our Corporate Performance Committee annually.  In August 2016, the 
committee recommended that a communications and engagement plan should be 
developed to support the promotion of online services. 
 
A plan is currently being developed using NHS England GP On-Line Promotion 
Toolkit.  Our Governing Body received the minutes of the Corporate Performance 
Committee as well as a bi-annual report to progress with the digital road map, they 
are therefore aware of this issue. 
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We will review our plan and consider the recommendations within your report. In 
particular, it would appear that some guidance to GP practices around their 
websites and the way they manage registrations may be needed. 
 
It is reassuring to see from your report that our proposed main channel of 
communication, GP surgeries, appear to be the most effective route for patients.  
However, we will also be using our website, social media and other opportunities to 
get the message out to patients. 
 
North Derbyshire Clinical Commissioning Group 
The provision of online services does vary from practice to practice, as do the 
websites themselves. 
 
We discuss access with all of our patients as part of supporting quality improvement. 
We will include a question about online services as part of this in future to ascertain 
if any practices require additional support with this with the aim of improving the 
quality of what is provided, and information in relation to this. 
 
I have copied my colleagues into this reply to ensure this is included within future 
visits. 
 
Southern Derbyshire Clinical Commissioning Group 
1) I found this report to be: Useful  

2) Why do you think this?  

The report prompted a review of the current support being offered to GP practices 

in the Southern Derbyshire CCG area. The recommendations highlighted some areas 

for consideration and possible inclusion in the current support package. 

3) Since reading this report: 

a)  We have already made the following changes:- 
-The CCG is actively monitoring the compliance data for member practices and 
offering support to practices who have yet to meet the target of 10% of registered 
patients signed up to online services. This work continues. 
 
For the 26 SDCCG member practices covered by this report, eight have yet to 
achieve the target of 10% signup. The Primary Care Project Facilitator continues to 
meeting with practices of offer support, advice and practical measures, such as 
posters, to enable the practices to promote the service to their patient population. 
 
c) We will be making the following changes:- 
-Support will continue to be offered to all practices, but particularly to practices 
who have not yet achieved the 10% target.  In addition there is continual updating of 
support documentation, including ‘Hints and Tips’ which are available to all 
practices on the Practice Area of the CCG intranet, and also discussed at practice 
visits and included in the practice report following the Online Services Support 
meetings. 
 
Online Service Support meetings with practices aim to identify local barriers, find 
solutions to them where possible and document the temporary acceptance of local 
barriers where practices are unlikely to overcome them in the near future. 
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Tameside and Glossop Clinical Commissioning Group 

 
 No response provided. 
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12.0 Your Feedback 

Report title: ……………………………………………………………………………………… 
 
Healthwatch Derbyshire is keen to find out how useful this report has been to you, 
and/or your organisation, in further developing your service.  Please provide 
feedback as below, or via email. 
 
1) I/we found this report to be:     Useful / Not Useful 
 
2) Why do you think this? 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
3) Since reading this report: 
 
a) We have already made the following changes: …………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
 
b) We will be making the following changes: ……………………………………………………………. 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
……………………………………………………………………………………………………………………………………… 
 
 
Your name/job title:  …………………………………………………………………………………………………. 
 
Organisation:  ……………………………………………………………………………………………………. 
 
Email:   ……………………………………………………………………………………………………. 
 
Tel No:  ……………………………………………………………………………………………………. 
 
Please email to:  karen@healthwatchderbyshire.co.uk or post to FREEPOST RTEE-
RGYU-EUCK, Healthwatch Derbyshire, Suite 14 Riverside Business Centre, Foundry 
Lane, Milford, Belper, Derbyshire, DE56 0RN 

mailto:karen@healthwatchderbyshire.co.uk

