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Introduction 
Since 2017 in Barnet, there has been 48,000 extra GP appointments available in Barnet. Despite 
this, Healthwatch Barnet has consistently had feedback from members of the public that they are 
unable to access an appointment at alternative times and that the public are unaware about the 
extra appointments available throughout the borough. 
 
In May 2018, Healthwatch Barnet examined the availability and accuracy of information about GP 
Enhanced Access Services (EAS) on GP websites1. The EAS is provided through various practices in 
Barnet, providing 48000 additional appointments a year, 7 days a week2. This initial review 
explored the information provided on all GP practice websites to identify the accuracy of the 
information provided and where on the website it was located. The report in 2018 recommended 
that EAS information is made consistent, made available on the website’s homepage, and 
practices use the materials designed by Barnet CCG to promote the service online along with 
further recommendations related to accuracy. The report and its recommendations were 
welcomed by Barnet CCG and Barnet Federation.  
 

     
 
Through the engagement work that Healthwatch Barnet have been doing with the Primary Care 
Group about access to appointments in 2019 and through feedback received by our staff and 
volunteers that we have received face to face at community events and through the information 
and signposting service: it is apparent that many Barnet residents are not aware of these 
appointments. In September 2019, Healthwatch Barnet conducted a further review of the GP 
websites to find out if there had been an improvement in clarity for patients, the quality of 
                                                             
1 https://www.healthwatchbarnet.co.uk/report/2018-09-10/gp-enhanced-access-service-eas-website-information-patients 
2 Barnet Federated GPs https://barnetfederatedgps.org.uk/  



   
information on Barnet GP websites generally and whether any of our previous recommendations 
have been acted upon. 
 

Methodology 
Healthwatch Barnet once again reviewed all 52 GP websites to see if the information on EAS 
appointments is consistent across all GP websites. All practices are required to have a website 
although the quality, consistency and maintenance of each GP practice in Barnet varies to a large 
extent. To do so, we examined whether the information was displayed on the home page, whether 
Barnet CCG’s poster was clearly displayed and whether the website provided details of the times 
and days of the EAS. On average we spent from two to ten minutes searching each website to see 
what information was displayed. We used the same metrics as the previous research to allow a 
like for like comparison. 
 
Our staff checked for the following: 
 

- How easy is to find the information- how many clicks to find it 
- Is the information on the homepage 
- Does the website have the CCG/Federation poster 
- Does it give further details about days/times/contact details 
- Any further comments about quality and accessibility of website 

 
 

Findings  
The data was compiled into a table with additional comments and we can compare the findings 
from the 2018 review in order to see what sort of change or improvement has occurred to this. 
 
Availability of information 
The 2019 review found that 37 practices provided information about EAS on their website.  

• Compared to the findings of 2018, this is an increase of 6% (2 additional practices).  
• 15 practices still do not provide information about EAS on their websites. 

 

 
 
EAS appointment information  
86% of practice websites (32) provided information about both days and time of EAS appointments 
and how to contact the service. The EAS operates 7 days a week.  
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Information for 2019 

Websites that 
advertised the 
operating days for the 
EAS appointments 

Websites advertised 
the operating hours of 
EAS 

Websites provided the 
contact number for 
EAS 

YES 35 32 32 

NO 2 4 5 

 
Ease of access to information  
 
In 2019, there has been a slight improvement in ease of access to information about EAS since 
2018: 
 

• In 2018, information was considered ‘very easy’ to find on 40% of websites. This has risen 
to 51% of websites in 2019. 

• In 2019, information was considered ‘difficult’ to find on 20% of websites. This has 
decreased to 11% in 2019.  

• 17 websites provided no information in 2018 which decreased to 15 in 2019.  
 

 
 
 
 
 
 
 

 
 
Barnet CCG poster 
 

• The 2019 review found that 17 websites have a copy of the Barnet CCG EAS poster. 
• 3 practice websites provided a variation of the poster, with less information or is in a 

different format.  
 
Consistency of terminology  
 
One of the concerns Healthwatch Barnet previously identified was consistency of terminology. In 
the 2018 report, the first recommendation was to ensure that the service name of ‘Enhanced 
Access Service’ was explained and used consistently. This recommendation has not been followed 
through. It does not help matters that behind the scenes and not shared publicly, there are a 
variety of different services that provides appointments to patients out with ‘normal’ day time 
hours that now work alongside each other and which even professionals at the federation and the 
CCG and beyond often use interchangeably. In Barnet, there is an ‘Extended Hours Service’ that 
is also called the Out of Hours service (OOH). The Enhanced Access Service which is run by the 

Ease of access 2018 2019 
Very easy  14 19 
Easy  6 10 

Fairly easy  8 4 

Difficult  7 4 
No information  17 15 

Key: 
Very easy: homepage  
 

Easy: 1 click 
 

Fairly easy: 2 click  
  

Difficult: 2+ clicks  



   
federation runs alongside and with these other appointments and the federation help manage 
some of the appointment from both services. This is an incredibly confusing set of arrangements 
that patients do not need to understand although it does explain some of the mish mash of 
different names and descriptions for the availability of extra appointments in Barnet. 
Nevertheless, it makes it even more important to have one description and one set of 
communications for patients when explaining their options and the service to the general public. 
This has been discussed by commissioners and providers in the past which is one of the reasons 
that the poster produced by the CCG and federation talks about ‘Evening and Weekend 
appointment’. This is the other sensible solution there is still no prominent use of either option. 
 
 

• The 2019 review found that 16% promoted the service as ‘Enhanced Access Service’ (6 
websites).  

• Other terms, such as ‘Evening and weekend appointments’ (stated by 11 websites), ‘Hub’ 
appointments, and ‘out of hours’ appointments were used frequently by the websites 
promoting the service.  

 

 

 

GP websites 

While reviewing all of the GP websites in Barnet looking for this particular information; one of 
the wider findings that became clear from this work was how unclear and unhelpful many of the 
GP websites are. Some GP websites are just one page while some are over complicated, difficult 
to navigate and many have a great deal of out of date information. All GP practices are expected 
to have a website at the minimum and NHS England guidance is to offer as many services as 
possible online which should help both patients and practices in terms of time and accessibility. 
This includes allowing patients the opportunity to book, check or cancel appointments with a GP, 
nurse or other healthcare professional; order repeat prescriptions; see parts of their health 
record, including information about medicines, vaccinations and test results and see 
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Name of the service on websites

Promoted as 'Enhanced Access Service' on website

Promoted as 'Evening and weekend appointments'

Used various other terminology including 'Hub appointments', 'Out of hours', 'New evening and weekend
appointments' etc



   
communications between GP surgery and other services, such as hospitals. Many of these websites 
were difficult to navigate and use when just looking for one small set of information and it was 
clear than many had little or no online accessibility for patients. This finding was not one of the 
original aims of the review, but it became such a strong theme in our research that it is important 
to share it.  

We will share our more detailed findings with the GP federation for to help practices identify 
where they can improve. 

Conclusion and Recommendations 
The 2019 review of EAS information on GP practice websites has revealed that some small 
improvements have been made since Healthwatch Barnet’s 2018 report. While there are more 
practices promoting the Enhanced Access Service, some practices have yet to provide this 
information to their patients. It is encouraging that those websites that are providing EAS 
information, the ease of access and appointment information is improving. However, it is essential 
that all Barnet patients are provided with clear and consistent information about EAS to avoid 
confusion and to provide equal access across the borough. What is important to patient is a clear, 
consistent message with all the necessary information and details provided. 

There is clearly still more than can be done to alert patients to the extra appointments available 
to them and the plethora of other options available to them. Healthwatch Barnet has been 
working on other research about patient information and access to appointments in the past and 
this year.3 We have also identified that many GP practices could do with much improved websites. 
There is national NHS guidance around this. Healthwatch Barnet have also produced some reports 
around this.4 Is this something that the practices can be supported to improve by the CCG or the 
Federation? For smaller practices, maintaining an active website will feel like an onerous level of 
activity. Perhaps, going forward, practices could be supported to create clear, simple and 
accessible websites relevant to their practice while information relevant at PCN level or Barnet 
level could be managed at another level to prevent duplication.  

Healthwatch Barnet makes the following recommendations: 

• Ensure that all practice websites refer to the extra appointments available to patients as 
one specific named offer whether this is as ‘Enhanced Access Service’ or simply as ‘Evening 
and Weekend appointments’. 

• Ensure all information relating to these appointments, such as the operating hours and 
days, and contact number are clear and consistent across all websites. 

• Encourage GPs to have a copy of the Barnet CCG poster on their homepage so the 
information is easy to find and consistent throughout the borough. 

• Review all GP websites to ensure they are up to date, have as much useful and necessary 
information on them as possible and that practices are supported to improve, update and 
simplify their websites to align with industry good practice. 

 
 
                                                             
3 https://www.healthwatchbarnet.co.uk/news-and-reports 
4 GP Website Essentials and Good Practice with your patients (as above) https://www.healthwatchbarnet.co.uk/ 



   
 
 
Primary Care group contacts: 
Contact for the Co-chairs of the Primary Care Group: 

Sue Blain: sueblain@gmail.com 

Stewart Block: stewartblock42@gmail.com 

primarycaregroup@communitybarnet.org.uk 

 

  


