
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

PCN engagement project 
Improved Access – June 2022 



 

 

 

PCN engagement project - Improved Access 
 

 
About Healthwatch Surrey 
Healthwatch Surrey CIC is an independent community interest company 
that gives the people of Surrey a voice to improve, shape and get the best 
from health and social care services. 

 

Background 
We were asked by GP Health Partners to conduct a series of engagement 
events in the Epsom, Banstead and Leatherhead PCN footprints to engage 
with patients regarding improved access.  
 
The insight gathered will add in-depth experiences to the body of evidence 
already collated by GP Health Partners. The aim was to have immersive 
discussions with patients about their experiences, with a direction to 
uncover more feedback about improved access and what works/doesn’t 
work as well from a patient perspective. 

Methodology 
We held 7 x engagement events in total. (4 at community-based settings 
and 3 at provider locations, providing minimum of 2 events per PCN). We 
gathered 62 in-depth experiences, and these experiences and a summary 
of key themes can be found in this report. 

The findings were captured in first person, experiences and demographic 
data and key themes are provided in this report which sits alongside the raw 
data. 



 

 

 

Activity 
The engagement took place during June 2022 at the following places; 

 

Who we spoke to 
 

 
Respondents by PCN & practices mentioned 

 

 



 

 

 

Extended Access/Location 
• In general people were happy with the option of extended hours but for 

the majority their preference was to be seen at their own GP (during both 
practice and extended hours) 

      St Stephens/Old Moat   

               

 

                
   

            
   

 
 

• For those that had reservations about appointments being offered at 
another location some of the reasons they cited included nervousness 
about travelling to other locations, public transport/fuel costs, and 
ambiguity about parking at other surgeries (particularly the town centre 
location practices). 

              
  

               
  

PCN) 

               
 



 

 

PCN) 
 

 

 

• Some people with complex health conditions/mental health conditions 
expressed concern at not seeing their usual GP for continuity of care and 
that they would have to tell the whole background to a new GP in the 10- 
minute allocated slots. 

Community Hub (Epsom PCN) 

                
      

                
   

• On the whole the preference amongst the people we spoke to was to 
have more appointments at their own practice location, even if that 
meant seeing a different GP at their usual location (during practice hours 
or extended hours.) 

 

Ashley Centre (Epsom PCN) 

                  
   

• A couple of people we spoke to expressed concern about evening/night 
time appointments, as a single older person attending the practice at 
night alone they felt this would make them feel vulnerable. 



 

 

 

Medical / Roots Café (Epsom PCN) 

 
 

• Some people expressed concern about the staffing of the extra hours and 
the additional strain that may put on practice staff having to work the 
extended hours. They were protective of their own GP surgery staff and 
resource. 

 

Face-to-face/remote consultations 
• Overall, the preference was to have face-to-face appointments over 

remote consultations (with the preference to be seen at their own 
practice). 

                 
  

PCN) 

appropriate.” Ashley Centre (Epsom PCN) “ 

              
    

     
           

Gilbert House (Banstead PCN) 



 

 

 
 

• Remote consultations were seen as acceptable for conditions that didn’t 
need to be seen face-to-face. The flexibility of either remote or face-to-
face was appealing to some depending on what the appointment was 
for. 

(Epsom PCN) 

                
   

 
            

    

to.” Shadbolt / The Old Moat (Epsom PCN) 

• When asked about LIVI the overriding response was not favourable. The 
main issues with LIVI cited were; the fact it’s not your GP/continuity of 
care, LIVI often refers back to GP anyway so an extra step in the process, 
and LIVI is not accessible for those without a smart phone. 

 

 

                
   

             
 

               
    

 
• One person we spoke to felt the fact the calls could be scheduled and so 

they could fit in her working day (rather than waiting long periods for a 
GP call). 



 

 

 
 

Access / Digital/Website 
• Some people we spoke to felt that the move to digital was a barrier to 

access. 

(Epsom PCN) 

(Epsom PCN) 

 

                
  

(Leatherhead PCN) 

  

                
 PCN) 

              
               

   



 

 

 

• Some felt that their practices websites were not user-friendly or intuitive. 

(Leatherhead PCN) 

           

                 

 

 

 
 

Communication Preferences 

• The majority of people we spoke to had received the text message from their 
practice regarding extended hours. 

Old Moat (Epsom PCN) 

             
  

          
 

• Of the people we spoke to, people were happy to be contacted by text or 
email. 

                    

 
         

  

                
appointment via a text with a time which is ok as not working.” Derby Medical 

    



 

 

 
 

Raw data 
The quotes in this summary report have been extracted to illustrate the key 
discussion points for this project. As we had in-depth conversations with the people 
we engaged with they told us about other aspects such as staff attitude, 
appointment booking etc. The full experiences can be found in the raw data 
spreadsheet. 

 

Thanks 
Healthwatch Surrey would like to thank everyone who shared their 
experiences with us and the community providers that welcomed us for our 
events. 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Freepost RSYX-ETRE-CXBY, 
Healthwatch Surrey, 
Astolat, 
Coniers Way, 
Burpham, 
Guildford, 
Surrey, 
GU4 7HL 

www.healthwatchsurrey.co.uk 
 0303 303 0023 
 Text/SMS: 07592 787533 

enquiries@healthwatchsurrey.co.uk 
@HW_Surrey 
@healthwatch_surrey 
/healthwatchsurrey 
Healthwatch Surrey 

http://www.healthwatchsurrey.co.uk/
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