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HWES Annual Event – July 2021:  

Access to GPs and Primary Care Workshop – 
Group Two 

Context 
This document provides a summary of the discussion which took place during the workshop 
on Access to GPs and Primary Care held as part of the Healthwatch East Sussex Annual 
Event 2021 held on the 21st July 2021. 

Workshop outline 

Primary Care (Doctor’s, Dentist’s, Opticians, Pharmacists, NHS111 and Emergency 
Services) is the part of the health and care sector that most people use or seek to access 
on a regular basis.  

The COVID-19 pandemic has affected how and when many people have sought to use 
primary care services. Some have been reluctant to raise their concerns and issues for fear 
of putting additional pressure on busy providers, whilst remote access (phone/video) has 
met with a mixed response. Examples of significant delays and barriers in accessing some 
services have also become apparent.  

The easing of the lockdown has seen a marked increase in the numbers of people seeking 
to access primary care services compared to earlier in the pandemic.  

This workshop sought to gather people’s experiences of primary care services and to 
explore how they are meeting expectations and needs.  

The workshop was attended by ten people, consisting of Healthwatch East Sussex staff and 
Board members, volunteers, members of the public and representatives from health and 
care service providers.  

Key points from the discussion: 

Workshop participants were asked for their views and experiences, and these were used to 
generate answers to the three questions below. Under each question is a summary of the 
main discussion points.   

1. What’s currently happening from people’s experiences? 

A straw poll was taken regarding delegates experience of access to GP services during 
Covid “How many people in the workshop have accessed primary care since March 2020?” 
All attendees had accessed a primary care service. Out of the 9 people who had accessed 
primary care services: 

 5 people had positive experiences with needs being met 

 4 people had negative experiences with needs not being met 

 3 people had mixed experiences, with some needs met and some not met 

 
Examples of needs being met via primary care services:  

 Treatment for prostate cancer 
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 Excellent service using a digital platform using telephone and uploaded photo 

Examples of unmet need: 

 Those disadvantaged patients who are unable to contact their GP surgery and feel 
disenfranchised. Advocates have been challenged to support people or unable to find 
the appropriate solution for these groups. 

 Story of initial good access but later access to physio was delayed on numerous 
occasions – eventually the only option was to go private. 

 A number of issues were raised across East Sussex with contacting the GP surgery by 
telephone due to engaged lines and appointment availability once the call was 
answered (this was by far the biggest issue). 

 Problems with appropriateness of triage by non-medical reception staff were raised, 
either in terms of appropriateness of appointment type (unable to access face-to-face 
appointments) or appropriateness of the medical professional chosen for the 
appointment (e.g. continuity of care or unable to make diagnosis). 

 Discussion was held around whether primary care access was actually worse or better 
since March 2020. Mixed reviews included a warning of “trying to get back” to pre-
pandemic access which was imperfect.  

2. What needs to change to develop or improve things? 
 
Feedback from this was very mixed – the main take out is that services and access 
should be tailored to the individual. Patient choice is key. 

 Some patients preferred telephone consultations and some preferred face to face: 
“Understand that not everyone can or has suitable IT to get phone calls”. 

 If you have a medical condition relating to Covid you should be able to speak to an 
appropriately medically qualified person. 

 More use of video appointments – however issues with timings – clear guidance to 
patients around the time of the video appointment. 

 The use of the NHS App to book appointments (some surgeries don’t accept these):  

 “I used to be able to book an appointment via Patient Access this stopped and now I 
have to use the NHS App and my practice does not 'allow' on-line appointment 
booking”“… GPs need to make sure that if they merge that their IT/phone is in place 
and can cope before they merge, i.e. learn from those that have done well, and those 
that have had issues.” 

3. What can Healthwatch East Sussex do to help? 
 

 Representatives from Sussex NHS Commissioners suggested that some patients do not 
accept being referred to other practitioners (in place of GPs) or do not accept a 
diagnosis. They the go to A&E where they receive the same diagnosis. Can Healthwatch 
support the ICS/CCG to support patients to reduce the pressure this places on other 
services? 

Next steps 
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The anonymised feedback from this workshop will be shared with workshop participants, 
and with health and care commissioners and providers, and other partners. 

Healthwatch East Sussex will use the information to guide its own work, including 
prioritising its annual workplan.  

Contact Us 
Healthwatch East Sussex 
Freepost RTTT-BYBX-KCEY 
Healthwatch East Sussex 
Greencoat House 
32 St Leonards Road 
Eastbourne 
East Sussex 
BN21 3UT 

Telephone: 0333 101 4007 

Email: enquiries@healthwatcheastsussex.co.uk 

 


