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PART 1 INTRODUCTION 
 
As a first part of their community grant funded project, South Reading Patient Voice have carried 
out a survey of older patients’ views on digital access to their GP surgeries.  We are grateful to 
Reading Voluntary Action and Berkshire Community Foundation for supporting this work, for a 
private donation supporting some of the prizes in our prize draw attraction, and to Balmore Park 
and University surgeries for assistance in publicising the survey. 
 
The survey was designed by Tom Lake with help from Monica Morris and Francis Brown.  James 
Penn, Francis Brown and Tom Lake worked on publicity.  Tom Lake prepared the translations of the 
survey with assistance from Shaheen Kausar and Helena Turner. The analysis of results is due to 
Francis Brown. 
 
Process 
 
The survey took place between the 19th November and the 18th December 2020. Unfortunately, 
the prevalence of the SARS-COV2 virus meant that face-to-face interviewing could not be used 
and indeed, many fewer patients were visiting GP surgeries in person. We were strongly 
committed to reaching people who were not familiar with digital access, but, despite considerable 
effort, we were not successful in this, and the great bulk of our responses came over the Internet 
directly to our Google questionnaire. We also made considerable efforts to overcome language 
difficulties, providing the questionnaire online in Urdu and Polish, but despite considerable 
publicity, this gained only a couple of responses. 
 
To provide for responses from those not familiar with digital communication we advertised 
telephone numbers – we used cheap digital phones, one donated and one purchased.  The 
approach was for volunteers to answer the phones and take the caller through the questionnaire, 
entering the results online. We advertised a prize draw for the 18th December, surely a good date 
to receive a cash prize, with 2 £50 and 2 £30 prizes.  About 100 posters were placed in shops and 
on community notice boards around Reading, particular in Tilehurst, town centre shops in Reading 
and Caversham, Emmer Green, pharmacies, shops on the Oxford Road, at Cemetery Junction, at 
Coronation Square and the Wokingham Road area. Using digital methods we publicised the survey 
via the Balmore Park surgery PPG list – a very successful exercise.  The survey was mentioned in 
the Caversham & District Residents’ Association News.  We also used some community Facebook 
pages to advertise our survey. 
 
We regard our relative failure to reach those unfamiliar with digital access as a significant result in 
itself. Despite wide advertising and the attractions of a draw for cash prizes we only drew 2 
telephone responses. The conclusion seems to be that only face-to-face interviewing can reach 
this part of the population. 
 
In the course of publicising the survey, we made another significant discovery.  Staff at a couple of 
pharmacies told us that patients were having extreme difficulty in renewing prescriptions under 
the difficult conditions of access in the pandemic.  One pharmacist told us of patients who had 
not been able to receive medicine for many months. Another person told us that some patients 
had abandoned their medications.   The key issue seemed to be out of date phone systems, 
inadequate phone capacity or answering resource at some surgeries under the conditions of the 
pandemic. We surmised that clinicians were making much more use of the phone in outward calls 
and the extent to which the inward capacity was overwhelmed was not appreciated. This did not 
seem to be universal but involved a couple of surgeries.  We informed Berkshire West CCG of our 
findings. 
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Summary of Results 
 
We recorded 137 responses and excluded – 2 from under 50s, 9 registered at surgeries not in the 
Reading area, one with invalid age range, giving 125 responses included. We had a good spread of 

ages from 50 to 89 see Table 1, but in terms of educational attainment our sample is highly skewed 
with 67% holding a university degree, something which was achieved by only 5-10% when the 
current 75-89 year-olds were being educated.  Such was the effect of carrying out the survey 

during the pandemic.  See Table 2 and Table 3. 
 
Phone Communication With Surgeries 
 
We asked how comfortable respondents were talking to a clinician by phone. 7% of the non-
university educated were not comfortable, 54% were comfortable. Among the university-

educated the corresponding figures were 1% and 75%.  See Table 5.  We should bear in mind that 
even this familiar mode of communication is not satisfactory for everyone: including the hard of 
hearing.  Of the 6 whose first language was not English only half knew that translation was 
available. In the free comment the advantages of face-to-face communication were cited. See 

Table 6. 
 
Paper Prescriptions and Home deliveries 
 
We were surprised to find that 21 out of 125 were still using paper prescriptions.  It is possible 
that some misunderstood the question and were thinking of the paper requests for a prescription 

rather than the actual light green paper prescriptions.  See Table 12.  24 out of 125 received home 

deliveries of medicines.  See Table 11. 
 
Use of “up to” in our report 
 
Almost exactly 2/3 of participants answered the remaining questions because they had first-hand 
experience of at least one of the following systems: accessing a GP surgery website, using EMIS or 
Vision software or the NHS App.  We don’t know for certain that they could not send messages to 
medical staff, take photos of skin conditions, attach files to messages, download and install new 
programs or Apps but the probability is that this was outside their skill set.  Therefore, where 
findings are in a range we have given the “up to” value as it is probably the more helpful.  The 
Tables in the Analysis Section do include the range details. 
 
Use of an Electronic Device to Contact the Surgery or to Look Up Medical Records 
 

In the age group 50-64 74% had done so.  Among the 75+ year-olds this dropped to 67%, see Table 
15.  In the free comment Section some stressed the importance to them of face-to-face contact.  

See feedback in Table 17.  Of the 84 who named devices for communication: 23 used iPhones and 
10 used Android phones such as Samsung and Sony.  A further 32 used Windows laptops or desk 

top PCs.  See Table 20. 
 
Use of an electronic device to send a message, take a photo or attach a photo to an email 
 

Up to 66% have never sent a message or email to their surgery, see Table 22. 

Up to 29% did not know how to take a photo of for example a skin condition, see Table 23. 

Up to 37% did not know how to attach a photo to an email, see Table 25.  The Apple uses all knew. 
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Up to 40% did not know how to install a new App, see Table 27. 
 
Use of Surgery Website from Footfall@siliconpractice, My Surgery and Virgincare 
All the surgeries in this survey except the Walk-in Centre and University Medical Group subscribe 
to “Footfall@siliconpractice”.  A few surgeries in the CCG subscribe to the predecessor product 
“My Surgery Website”.  These include the University Medical Practice and Mortimer Surgery.  The 
Walk in Centre uses a service provided by Virgincare.   
 
Footfall does not have obvious buttons on the Home Page to link to Appointments or Repeat 

Prescriptions in EMIS or vision.  A serious design fault.  For user feedback see Table 38 
 

About 60% (see Table 29) of those doing any electronic access to the GP surgery had looked at 
the practice’s website. 
 
EMIS Patient Access and Vision Patient Services websites. 
 
These both have similar functionality.  The former is used by all surgeries in Reading except South 
Reading and Shinfield Group Partnership and Pembroke Surgery. 
 
The functionality includes the patients’ detailed medical record, appointment systems and a 

repeat prescription request facility.  For user feedback see Table 39. 
 

Around 40% (see Table 31) had made or checked an appointment using one of these websites.  

Something over 40% (see Table 33) had requested repeat prescription.  Around 25% (see Table 
35) had looked at test results – probably this was less easy for those using a smartphone then for 
those with larger screen devices. Free comments included statements on the lack of user 
friendliness or ease of use of the websites or access to records and appointments. 
 
Video Calls 
 
As yet little used but patients seemed quite keen on this as an alternative in certain circumstances, 

see Table 42. 
 
NHS App 
 

Awareness dropped with age from 75% to 50% (see Table 44).  28% of the patients who had heard 
of it had used it for booking or checking an appointment, overall 10% of patients had used this 

functionality (see Table 45).  A similar proportion to order medicines and fewer to check test 

results (see Table 47 and Table 49).   Of those who had used it just over 3/4 preferred it to the 

EMIS or Vision websites (see Table 51). 
 
Our reviewer felt it was easier for registered patients who had not yet set up access to the GP 
online services (appointments, repeat prescriptions and medical records) to use the NHS App 
rather than the facilities in EMIS Patient Access or Vision Patient Services. 
 
The NHS App assesses all the data which can be accessed via the EMIS or Vision products.  This 
includes immunisations dates and details.  It is one way of displaying one’s Covid vaccination 
status.  It has the potential to be developed to facilitate a view of hospital appointments.  The 
bonus is that this App is free of advertising. 
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Final Remarks 
 
Overall we are clearly still in transition as regards communication.   It would seem that the next 
generation of phone systems which display the number of callers waiting and the number of 
abandoned calls would be beneficial to both patients and GP practices.  We can also see that video 
calls would be seen as an additional advantage if a clear offer were available.  Beyond that there 
is a somewhat confusing offer for patients, with many national NHS websites, individual GP 
surgery websites, and the NHS app together with EMIS or Vision.  
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PART 2 SUMMARY OF FINDINGS AND 
RECOMMENDATIONS 
 
In this Section we look at 

 The evidence, if any, that there are barriers to the widespread adoption by older people 

of “Digital First” practices in Primary care. 

 The possible causes. 

 Suggested solutions. 

The evidence that older Reading based Internet users are reluctant to adopt “Digital First” 
practices is considerable.  Many in this group will be needing to use the following services more 
frequently than younger folk. 
 

Up to HAVE NOT See  

Table 

41% Have not viewed their GP surgery website Table 29 

59% Have not made or checked an appointment using the online facilities in 

EMIS Patient Access or Vision Patient Services 

Table 31 

58% Have not used the repeat prescription request facilities in EMIS or Vi-

sion 

Table 33 

75% Have not looked at test results held by EMIS or Vision Table 35 

96% Have not participated in a video call with their GP surgery Table 40 

62% Have not heard of the NHS App (not same as NHS Covid-19 App) Table 43 

90% Have not used the NHS App to make an appointment Table 45 

91% Have not used the NHS App for a repeat prescription request Table 47 

94% Have not used the NHS App to view test results Table 49 
 
Across all 3 age groups, 50-64, 65-75 & 75+ and also across registered and unregistered users of 
EMIS or Vision most who responded had reservations about the new ways of connecting to their 
GP surgery by phone, tablet or computer.   This is a risk to the viability of the NHS Long Term Plan.  

See Table 17. 
 

The “Digital First” Barriers 
 
The target percentage of appointments bookable online is low 

As of April 2019 the target was 25% Link.  In Reading, it unlikely that the target was met.  
A year before, when the Peppard Road Surgery partners retired, we know that an 
associated statistic, the percentage of patients signed up to use EMIS or Vision was in 
single figures for 6 of the 11 practices south of river to which these patients could transfer.  
The range was from 1% to 61% at the Melrose Surgery. 

 
The support for existing Internet users is limited 

Contributing factors include 
1. A lack of information regarding how the various products fit together. 

2. No central help systems 

3. Help systems are of variable quality and responsiveness 

4. It is not clear who is responsible for the system as a whole 

https://www.england.nhs.uk/wp-content/uploads/2020/01/practice-guidance-5-minutes-guide-offering-25-appointments-online-v2.pdf
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5. GP receptionists are dismissive of patients’ “Digital First” problems.  In 

any case their skill sets are unlikely to include a deep enough IT 

knowledge, even if they had the time. 

6. The number of different “platforms” in common use: Android, Apple and 

Microsoft 

7. This is not seen as within the ambit of social prescribing 

Patient confusion around EPS: the Electronic Prescribing Service 
Contributing factors include 

None of the GP websites (Footfall or My Surgery) explain or link to an explanation 
of the facilities.  None mention the availability of the EPS token which can be 
presented at any community pharmacy. 
The EMIS system is in the same camp.  Vision status is probably similar. 

See Table 11 for example of difficulties arising from a lack of information. 
 
Patient confusion and concerns around the Footfall GP Website 

Contributing factors include 

 A fundamental design flaw: two of the most common actions (make an 

appointment and request a repeat prescription) are not accessible from 

the Home or first screen.  They are grouped under the technical heading 

Online Requests.  The button has no highlight and is easily missed. 

 The 8 “room” model is not intuitive.  Which room deals with blood tests?  

The layout at the University Medical Group is far easier to work with.  

They are using the My Surgery rather than Footfall@siliconpractice. 

 Some GP websites are clearly months out of date.  One way of encourag-

ing usage and reducing the telephone load is to be up to date. 

 See Table 38 

 Default cookie handling is clumsy.  The handling by University Medical 

Group is much less intrusive. 

Walk-in Centre website unlikely to attract many visitors 
Contributing factors include 

 Very limited content 

o Does not identify any staff 

 Out of date 

o Last update appears to have been October 2020 

o Refers to long since departed South Reading CCG and 2014-15 

budget 

On the plus side 
 Good integration with EMIS 

Local configuration of EMIS websites 
Each practice can switch off facilities in EMIS both at a surgery level and at an individual level.  The 
latter might be appropriate for patients who are disturbed by medical terminology.  However, 
there is a case for switching on the Documents option.  These section includes all the letters sent 
from other parts of the NHS and are part of the shared process of care between the patient and 
GP. 
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Recommendations 
1. Promote the NHS App 

Unlikely to leak information about searches on medical matters 

No advertising for of non-NHS services 

Video link test started in 2019.  Consider the case for being in the vanguard. 

May be used as a Covid-19 passport. 

2. Promote a Reading based help Centre for EMIS, Vision, Silicon Footfall and the  NHS App 

Phone in to CCG or RVA for Android, IPad, iPhone, Windows support. 

Windows Quick Assist Internet based help 

Website with links to the suppliers’ videos and on line help. 

Illustrated guide showing exactly how to report problems. 

Graphics to show how the high level data flows between the above websites and 

the NHS App  

Include this information on all surgery websites and CCG website. 

Promote via the surgery information screens. 

Start with the fact that the older patients are heavy users of primary care and 

build on the evidence that part of the older community is using the Internet but 

is not good at setting up apps or web favourites. 

3. Promote the principle that a patient with a problem with any of the 3 websites can expect 

first level support from their surgery as part of the local support for the NHS “Digital First” 

strategy.  Second level support from CCG or possibly RVA. 

  



Oldies Online Too 

V03   Page 12 of 48 

PART 3 PROTOTYPE MATERIAL 
 
 

A diagram showing how it all fits together 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

How to book an appointment or request medication 
 
Here are 3 methods, these details are for the Microsoft PC. 
 

 Use your browser (e.g. Edge, Google or Safari) to access www.patientaccess.com tip set 

this up as a Favourite. 

 Go via your surgery website (all surgeries in Reading use footfall@siliconpractice)  

o and click on Prescriptions and Medicines Centre 

o Scroll down 

o Click Request medication online 

o Click Yes 

o Sign into EMIS Patient Access 

o Select your next action (e.g. request repeat prescription, view immunisation his-

tory) 

SURGERY WEBSITE 

Description of onsite site services.  

Facilities to send messages to, 

Reception, Doctors and other medical 

staff. 

 

 

 

Provided by Footfall@Silicon Services 

GP ONLINE SERVICES WEBSITE 

Facilities to see part of your medical 

record, make appointments, request 

repeat prescriptions,  

 

 

 

 

Provided by EMIS or Vision 

 

NHS App 

PATIENT 

Options to connect to 

NHS App or 

Connect direct to 

Surgery website or  

GP online services 

website 

 

 

Using a Smart Phone, 

Computer, iPad or 

other device. 

One way link 

http://www.patientaccess.com/
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 Use the NHS App, via your browser (e.g. Edge, Google or Safari) to access 

www.nhsapp.service.nhs.uk/login.  There is no NHS App in the Microsoft store.  Tip set 

this up as a Favourite. 

o Scroll down 

o Click button Continue with NHS login (this is an alternative to the EMIS login) 

o Sign in 

o Select your next action (e.g. request repeat prescription, view immunisation his-

tory) 

o BONUS: free of advertisements 

 

Here are 3 methods, these details are for an iPad 
 Use your browser (e.g. Edge, Google or Safari) to access www.patientaccess.com tip set 

this up as a Favourite. 

o Scroll down & touch Sign in 

o Enter email Address and Password 

o Touch Sign in 

o Input characters from a memorable word and touch Continue 

o Scroll down as necessary to select your next action (e.g. Order a repeat prescrip-

tion, or View your GP health record and then Immunisations to see history) 

o  

 Go via your surgery website (all surgeries in Reading use footfall@siliconpractice)  

o and touch Prescriptions and Medicines Centre 

o Scroll down 

o Touch Request medication online 

o Touch Yes and scroll down 

o Touch Sign in 

o Input characters from a memorable word and touch Continue 

o Scroll down as necessary to select your next action (e.g. Order a repeat prescrip-

tion, or View your GP health record and then Immunisations to see history) 

 Assume that the  NHS App has been installed 

o Open the NHS App 

o Touch Continue with NHS login (this is an alternative to the  EMIS login) 

o Enter email address & touch Continue again 

o Enter your password & touch Continue again 

o Enter security code sent to your mobile phone and touch Continue again 

o Scroll down as necessary to select your next action (e.g. Order a repeat prescrip-

tion, or View your GP health record and then Immunisations to see history) 

o BONUS: free of advertisements 

Here are 3 methods, these details are for an Android device e.g. Samsung or Sony smart 

phone 
 

Generally similar to an iPhone.    

 

Tips: Contacting your surgery by phone especially for patients without Internet access 
 

http://www.nhsapp.service.nhs.uk/login
http://www.patientaccess.com/
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· Once in a telephone queue, stick with it, until disconnected.  At least some systems 

will then go round the loop again. 

· If the system is one that gives you a place in the queue do not hang up and try again.  

You will not get a better place and you might subsequently get the engaged tone.  

· Consider calling 111.  They also have access to your surgery booking systems.  If they 

are concerned they will arrange for an ambulance.  But they don’t know you and don’t 

have access to your medical records so they do ask a lot of questions.  If you are 

subsequently seen by someone at your surgery they will also have access to these 

notes, which can save time in the long run. 

· Most of the time a 111 call will be answered within a minute.  Sometimes it is longer. 

· After taking brief details 111 may say they will call you back, as can happen if you call 

your own surgery. 

 

The NHS App (not the NHS Covid-19 App) 
 
60 second positioning video see NHS App - Apps on Google Play 

For a brief introduction see link. 
 
Although promoted as being available from the Apple Store and the Google Store the full 
functionality is also available to all Microsoft users via any of the browsers, but not the Microsoft 
Store. 
 
To use this app a patient must be a registered at a GP surgery and be registered by their surgery 
as an EMIS or Vision user. 
 
In addition a patient will have to prove who they are.  Typically this includes photographic evidence 
from a UK passport or UK driving licence.  This allows the user to use to set up a NHS log in account.  
Easy to do on any type of smart phone.  If using a PC the patient will need to be competent at (or 
have a competent helper) scanning and attaching the scanned image to an email. 
  
Speculation that the NHS App could be the vehicle for a vaccine passport link 28 Feb 2021 source 
BBC. 
 
Depending on developments at RBH the NHS App could also access hospital appointments. 
 
 

Getting help 
NHS App link to send a message.  Recent experience.  Constructive response within 24 hours. 
 
EMIS Patient Access link to send a message to Technical support (see button top right).  This page 
has links to other help topic and 7 orientation videos. 
 
Footfall@siliconpractice  
The Get Help button on top of screen menu bar leads to a page of topics but no links.  I could not 
find a way of contacting the supplier to resolve a technical query. 
 
  

https://play.google.com/store/apps/details?id=com.nhs.online.nhsonline
https://www.nhs.uk/nhs-services/online-services/nhs-app/about-the-nhs-app/
https://www.bbc.co.uk/news/technology-56198552
https://www.nhs.uk/contact-us/nhs-app-contact-us
https://support.patientaccess.com/
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PART 4 DATA ANALYSIS 
 
RECORDS RECONCILIATION 

Number of records 137 
Excluded under 50     2 records 
Excluded not in SR or NWR areas   9 records 
Excluded invalid age range    1 record 
Number of records analysed further  125 
Total      137 

 
Presentation style in the Data Analysis part of this report 
Where free text has been captured the responses have been grouped for example 
positive, neutral or negative as an aid to understanding patients’ views.  Each view is 
presented as a cell of a Table. 

Positive views 

Positive view 1 

Positive view 2 

Table XYZ 

Important notes 
Each Table with free txt is followed by a text box 
The presence or absence of characteristics of the feedback are noted. 

The box is then followed by questions raised by the patients’ feedback. 
Cross references in earlier parts of the Report link back to the evidence in these Tables 
and notes 
The non-free text data is presented in tabular form and followed by an Important notes 
box. 
 

ANALYSIS BY AGE   Column B 

The ranges were 50-64 (15 years). 65-74 (10 years), 75-89 (15 years) 
In some of the following tables, results are shown as percentages to compensate for the 
unequal intervals. 

Age range Number of participants Percentage No. & % from 
Balmore Park 

% split non 
Balmore Park 

50-64 38 30% 6         11% 32      47% 

65-74 34 27% 20       35% 14      21% 

75-89 53 42% 31       54% 22      32% 

Check total 125  
Includes 2 who phoned in 

99% 57       101% 68      100%  

Table 1 

Important to note 
Older age groups visit GP surgeries to a greater extent than younger adults see this 
link. 
GP visits per year for men 30 to 39 about 3 times a year,  60 to 69 about 7 times a 
year and 70 to 80 about 12 a year.  The data is from 2008.  
If these groups are encountering specific difficulties in accessing GP services this 
would be a significant finding. 

https://files.digital.nhs.uk/publicationimport/pub01xxx/pub01077/tren-cons-rate-gene-prac-95-09-95-08-rep.pdf
https://files.digital.nhs.uk/publicationimport/pub01xxx/pub01077/tren-cons-rate-gene-prac-95-09-95-08-rep.pdf
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The age profile of Balmore Park participants is different from other surgeries. 

 

ANALYSIS BY SURGERY AND HIGHEST QUALIFICATION   Columns C and D 

Serving a deprived 
area? 

Surgery Number of replies No of participants with 
a degree or  similar 

No  Balmore 57   45% 40 

No Melrose & Eldon 2 0 

No  Emmer Green 11   9% 7 

No  Grovelands 1 1 

No  Kennet 1 0 

Yes Longbarn 2    2% 2 

Yes Milman 7    6% 4 

No Pembroke 6 5 

Yes South Reading 4    3% 2 

No Tilehurst Village 2 0 

No University 26   20% 20 

Yes Walk in Centre 2    2% 1 

Yes Western Elms 
(&Circuit Lane) 

4    3% 2 

Check totals  127 84    (67%) 

Table 2 

Important to note 
The survey was widely advertised on public notice boards in the deprived areas 
of Reading.  It was anticipated the cash prizes in the run up to Christmas would 
attract considerable interest especially in the deprived areas of Reading.  In fact 
just 15% of the responses were from these areas.  However, some data relating 
to the non-deprived areas may well be relevant to all areas of Reading including 
the deprived areas.   The GP surgeries with a significant number of patients from 
deprived areas are shown with a yellow highlight. 
It was hoped that the survey would attract participants from many of the GP 
surgeries in Reading.  In reality, 74% of responses came from patients at just 3 
surgeries: Balmore, Emmer Green and University.  They are shown with a green 
highlight. 
It was also thought that the cash prizes would attract interest from patients with 
a spread of education achievements.  This was not the case.  Over 67% had degree 
level qualifications and these would have been gained about 50 years ago, when 
less than 10% of the population attended such courses.  They are shown with a 
grey highlight. 

 

ANALYSIS BY AGE & EDUCATIONAL ACHIEVEMENT   Column D 
Age group Education Number Percentage 

50-64 Not O, A level or Uni 4 11% 

O level 10 29% 

A level 2 5% 

Uni 22 58% 

65-74 Not O, A level or Uni 1 3% 

O level 4 12% 
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Age group Education Number Percentage 

A level 3 9% 

Uni 26 77% 

75-89 Not O, A level or Uni 5 9% 

O level 5 9% 

A level 7 13.% 

Uni 36 68% 

50+ ALL 3 age groups Not O, A level or Uni 10 8% 

O level 19 15% 

A level 12 10% 

Uni 84 67% 

Table 3 

 

Important to note 
50 or more years ago between 5 and 10% of the population obtained a degree or 
similar qualification.  This sample includes a higher number of well qualified 
participants than in the general population in England.  In general they will be 
both better off and better able to adapt to new circumstances.  If these groups 
are encountering specific difficulties then the same issues may be even more 
challenging for other less fortunate groups of a similar age. 
In other words these findings are biased towards patients with degree level 
qualifications.  They should not be written off as non-representative but rather 
recognised as a significant pointer to the difficulties probably experienced by all 
patients who are retired. 

 
Column E 
Ignored: no heading.  Has values 1 to 7 and blank 

ARE YOU COMFORTABLE TALKING TO THE DOCTOR, NURSE OR RECEPTIONIST BY 
PHONE?   Column F 

Age group Yes/Sometimes/No Number % Comfortable 
talking to…on phone 

50-64 Y 24 63% 

S 11 29% 

N 3 8% 

65-74 Y 23 68% 

S 11 32% 

N 0 0% 

75-89 Y 38 72% 

S 14 26% 

N 1 2% 

Check total  125  

50+ ALL 3 age groups 
 
 
Check total 

Y 85 68% 

S 36 29% 

N 4 3% 

 125 100% 

Table 4 
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Important note 
The degree of comfort increases slightly with age.  This may reflect convenience 
too. 

 
Highest educational 
qualification 

Yes/Sometimes/No Number of patients % Comfortable 
talking to…on phone 

Not University Y 22 54% 

S 16 39% 

N 3 7% 

University Y 63 75% 

S 20 24% 

N 1 1% 

Check total  125  

Table 5 

Important to note 
The non-degree educated patients were not so comfortable talking to GP medical 
staff over the phone. 
Whether they would be more comfortable using one of the video links is not 
known. 

 

IF YOU LIKE, PLEASE TELL US MORE ABOUT TALKING TO THE GP SURGERY BY 
TELEPHONE   Column G 

To help identify themes the replies have been gathered into 6 groups.  The patient’s 
degree of satisfaction is shown in the left column. 

Feedback: talking to the GP Surgery by telephone 

Talking to the GP surgery by telephone: the nature of the experience 

Yes 
On the rare occasions I have needed advice it has been forthcoming in an 
efficient and professional manner, from the reception to the Medical staff. 

Yes Very helpful. 

Yes Very good service. 

Yes Practical and convenient is my experience so far. 

Sometimes 
When you are talking on the phone to someone you don't know, it feels very 
anonymous 

Yes {Redacted} generally very good to talk to - friendly, unhurried, polite. 

Yes Fine 

Yes The doctor was briefed beforehand. 

Yes 
In view of the current restrictions due to Covid19 and the rarity of face to 
face contact with my GP which I regard as paramount, I accept this as the 
only solution. 

Yes I've phoned the surgery twice in the last 8 weeks.  No problem either time. 

Yes A good doctor who is easy and understanding. 

Sometimes 
Unlike a face to face session, there are no visual clues or reactions.  I feel 
rushed. 
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Sometimes I don't find it very satisfactory. 

Yes Contact made through reception.  Doctor returns call by appointment. 

Yes If you ring after 10.30 a.m., queues on the phone are shorter. 

Yes New system has worked well for me. 

Yes 
It is important that the caller identifies themselves properly by name. I was 
once called by "the doctor". I had no idea who he was.  That did not make it 
easy to talk.  

Yes Easy 

Sometimes 
A little remote.  OK if with your usual GP, more difficult with someone who 
doesn't know you. 

Talking to the GP surgery by telephone: continuity of care 

Sometimes 
At present I have spoken three times to a doctor for myself and husband, 
unfortunately never our own doctor!  

Yes 
Very happy talking to my own GP, may not be as happy with some of the 
others at the practice as I don't know them. 
 

Talking to the GP surgery by telephone: suitable / unsuitable topics 

Yes It's okay for a general, first point evaluation. 

Yes It's very good for minor things  

Yes 
I was happy talking to my GP on the phone, but wouldn't necessarily be all 
the time. If it was a new condition or new physical indications I would 
probably want a face to face appointment. 

Sometimes Appropriate for some conversations but not for all. 

Sometimes It depends on what medical issue is being addressed. 

Sometimes 
OK when the problem can be sorted by Prescription e.g. Antibiotics or Skin 
Creams but not for any diagnosis of more serious illness.  

Talking to the GP surgery by telephone: preferred alternatives 

Yes Better to have face to face. 

Yes 
I find it's enough and if the GP thinks it's necessary for a visit they arrange 
one.  It’s definitely better than visiting the surgery for routine visits.  

Sometimes It depends on the subject but I’d rather discuss personal matters face to face. 

Sometimes I prefer to see the reaction of who I am talking to. 

Sometimes 

Have not yet had a phone consultation but I feel at a disadvantage as I have 
only been at this surgery for a few years, since the collapse of Priory Ave, 
and  none of the doctors have met me so do not know my "history" over and 
above the records.  

Sometimes 
I appreciate the much more rapid response which telephone allows. It 
doesn't deal with everything.  Video calls would sometimes help. 

Yes It is not ideal, sometimes a face to face consultation is needed. 

Sometimes Telephone OK when caller is familiar. Otherwise e-mail makes a better start. 

Yes 

It is much more difficult to speak on the phone than it is face to face. The 
body language and nuances of personal contact can make quite a difference. 
Also, in a face to face situation, it is more likely that supplementary questions 
may lead to a wider picture of the problem. 

Yes I prefer face to face with doctor. 
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Talking to the GP surgery by telephone: surgery resource limitations 

Yes 
They take a long time to answer and there is a long recorded message before 
you can connect to a human. You may have to dial many times at 0800 hours. 

Sometimes Takes an age to get through. 

Yes It can take a long time to actually get through to speak to anyone  

Yes Hard to get an answer 

Talking to the GP surgery by telephone: patient perception of receptionist 

Yes 
They seem impatient and sometimes dismissive.  So I keep call short and 
respond equally impatiently and directly. 

Sometimes 
I often feel like I'm putting the receptionist under pressure by taking up their 
time 

Yes Some of the receptionists can be quite curt. 

Sometimes They seem impatient. 

Sometimes 
One receptionist is particularly unhelpful. If the only contact is by phone, the 
situation can become quite distressing as there is no immediate recourse. 

Talking to the GP surgery by telephone: callers concerns 

Sometimes I don't really like talking on the phone but am OK doing it. 

Sometimes 
It's ok in emergency but the drawback relies heavily on you being able to 
describe symptoms correctly and sometimes it's like you have to have the 
knowledge of a doctor yourself. 

Yes My medium deafness sometimes makes it difficult. 

Sometimes 
Prefer to have face to face contact as it is easier to understand what is being 
said. 

Sometimes I have depression and anxiety so it is sometimes hard to talk on the phone. 

Yes I Have a slight hearing difficulty so he has to repeat himself sometimes. 

Table 6 

Question arising from the feedback on: Talking to GP surgeries by telephone see Table 6 
1. The greater use of the phone as the initial and for some surgeries the only point of contact 

is putting the hard of hearing at a disadvantage.  How can this be addressed? 

2. Are the many aging GP phone systems still fit for purpose? The long waits listening to 

music are in part because the surgery has no idea of the number of callers on hold or the 

number of dropped calls.  Primary Care must be one of the very few service providers who 

have so little real time information.  Insurance companies, holiday companies and road 

side assistance providers are all long time user of sophisticated real time demand tracking 

systems.  As a result they are better at balancing supply and demand. 

3. What can be done to ensure that all staff taking phone calls start with their name and 

role?  

4. What can be done to assure patients that their “allocated doctor” is being kept in the 

picture even when the contact is with a colleague? 

5. What can be done to popularise video consultations? 

6. Is the style of call handling effectively monitored by the PCCC/CCG? 

 



Oldies Online Too 

V03   Page 21 of 48 

IS YOUR FIRST LANGUAGE ENGLISH Column H and WHAT IS YOUR FIRST 
LANGUAGE   Column I 

Response Number of responses 

English 119 

French 1 

Malay 1 

Punjabi 1 

Sinhalese 1 

Urdu 2 

Check total 125 

Table 7 

With only 6 non-English responses, there is insufficient data for further meaningful 
analysis. 

 

DID YOU KNOW THAT YOU CAN ARRANGE TO HAVE LANGUAGE TRANSLATION 
WHEN YOU TALK TO YOUR GP SURGERY?  (ASK THE RECEPTIONIST)   Column J 

English is not first language Number 
of responses 

Degree or similar? 

Yes I did know that language trans-
lation was possible 

3 Yes all 3 

No I did not know that language 
translation was possible 

3 Only 1 

Total 8  

Table 8 

An interesting result, but far more data would be needed to establish its 
significance and the extent to which it is a problem for either the service provider 
or the individual. 

 

IF YOU TALK TO THE GP SURGERY IN A LANGUAGE WHICH IS NOT YOUR FIRST 
LANGUAGE PLEASE TELL US ABOUT IT.   Column K 

Comment 

I am perfectly bilingual. No problem except if the interlocutor has a very strong accent and 
speaks very fast. Not the case at surgery. 

I speak in English. 

Punjabi 

Urdu 

Table 9 

An important topic but insufficient data to explore in this survey. 

 

HAVE YOU EVER BEEN PRESCRIBED MEDICINE AT YOUR GP SURGERY? Column L 
Responses Number of responses 

Yes 123 

No 2 

Check total 125 
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Table 10 

Note: it is possible that that the 2 negative responses took the question to mean 
actually dispensed at the surgery.  It is also possible that they were newly 
registered patients who, so far, had not needed a prescription.  

 

DO YOU HAVE MEDICINES DELIVERED DIRECTLY TO YOU HOME?   Column M 
Analysis by age group 

Age group Yes/No Number Percentage 

50-64 Yes 6 16% 

     No      30           84% 

Blank 1  

65-74 
   

Yes 5 15% 

     No      29           85% 

Blank 0  

75-89 Yes 13 25% 

     No      39            75% 

Blank 1  

50+ ALL 3 age groups Yes 24 20% 

     No      99            80% 

Blank 2  

Check totals 125 100% 

Table 11 

Important to note 
75+ group use the home delivery services to a greater extent than younger age 
groups.  Probably associated with reduced mobility and a more frequent 
reordering.  

 

DO YOU GET A PAPER PRESCRIPTION FOR YOUR MEDICINES OR DO YOU JUST GIVE 
YOUR NAME WHEN COLLECTING MEDICINES AT THE CHEMIST OR PHARMACY?   
Column N 

Number of responses Categorisation 

78 Give name at chemist or pharmacy 

21 Paper prescription, 12 out of the 57 Balmore Park participants. 
The most from any other surgery was 2. 

26 Blank 

125 Check total 

Table 12 

Important to note 
An odd result from Balmore Park, with 21% of prescriptions printed rather than 
sent electronically via EPS to the nominated pharmacy. 

 
The use of paper prescriptions in now rare.  They may still be used in hospitals for 
outpatients.  Currently, very nearly all prescriptions are sent from GP surgeries via the EPS 
system.  They are then either pulled down by the nominated pharmacy or the patient is 
give an EPS “token” number.  This number may be sent to the patient electronically or 
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given over the phone.  The token can be presented to any community pharmacy in England 
and is useful for patients on the move, away from home or who are using a postal service 
which could not respond quickly enough. 
There has been little publicity regarding this useful EPS development. 

IF YOU LIKE PLEASE TELL US MORE ABOUT GETTING YOUR MEDICINES   Column O 
The responses have been grouped. 

Feedback regarding the getting of medicines 

No problems 

I use patient access portal to request repeat prescriptions and then have them 
automatically sent to my designated pharmacy. 

Electronic  

It's easy and very efficient. 

Prescription request made online. 

Easy to do. 

I tell my surgery which pharmacy to send the PX (prescription) to each time I order a 
repeat PX. The systems where repeat PXs are always automatically sent to the same 
pharmacy wouldn't be convenient for me. 

Very convenient being able to pick up my repeat prescriptions directly from the chemist 
rather than having to go to the surgery first. 

I use the patient access app to order. 

Order online 

Every 3 months have to renew prescriptions. EPS OK when it first.  OK 80% of time. 

Ordered by internet connection Patient Access. 

I'm not on any repeat prescriptions.  I collected two separate courses of antibiotic from 
the pharmacy next to the surgery 

It is very easy. 

Electronic Patient Access. 

GP electronically sends prescription to ***** for collection. 

I have a repeat prescription which my chemist prepares for me each month. 

Order on line. 

Repeat prescription service works well and collecting from pharmacy. 

Repeat prescription online and collect at local pharmacy 

New pharmacy, so far so good 

Collected from *****. 

Order on website, plan ahead. 

I request my 2 prescriptions online & collect from Boots 

No problems. 

Order repeat prescription online, collect from chemist  

My doctor e-mails my prescription to my local pharmacy and I collect from there. I order 
repeats online, via Patient Access. 

Order on line. 

Not much experience of it, but my GP emails my regular pharmacist and I collect. 

On the rare occasions (twice in three years!) they have been emailed to my nearest 
chemist and I have collected them. 



Oldies Online Too 

V03   Page 24 of 48 

Feedback regarding the getting of medicines 

Give paper repeat prescription {request} to Pembroke and collect from Pharmacy. 

Repeat prescriptions ordered on line. 

Electronically sent. 

I order them online 

Collect from the local chemist. 

Repeat prescription every two months. 

Use patient access online) at practice website. 

Difficulties with deliveries 

I would like my medication delivered but only managed this during the first lockdown, 
by Berks COVID group. 

As I live alone with no relatives in Reading now if I am ill I find I'm stuck about getting 
medication same problem with repeat prescriptions. During shielding have found it 
extremely hard. My local chemist ***** says they can't deliver. I'm in my 70s and 
disabled so how is that helping the vulnerable elderly. 

Limited functionality of EMIS Patient Access or Vision Patient Services Software 

Surgery now only sends prescription to a chosen chemist, so do not have choice of paper 
prescription to take to a chemist where you may be going shopping on that day. 

Difficulties with EMIS Patient Access or Vision Patient Services Software 

I signed up to Patient Access for me and my children years ago, but not long after under 
16's were not allowed to use this method and, since, my youngest and I  require similar 
prescriptions I have been making one trip to submit 2x paper prescriptions and this has 
worked satisfactorily. 

The surgeries repeat prescription software doesn't seem to work for me.  I gave up using 
it. 

Pharmacy Performance Issues 

System works well apart from occasional delays at ***** end of the process. But I have 
a Jext Epipen and would like to know what to do with the unused pens when they reach 
their expiry date. This information could be supplied either on the practice website or 
by ***** when they supply the prescription. 

This is very unsatisfactory. Service is poor, requiring long wait in a queue and then 
prescriptions aren't ready for collection even after allowing several days for their 
dispensing. My medications aren't 'stable' so am reluctant to change to on-line service 
until these settle down. 

***** pharmacy is inefficient.  I wish to transfer to *****. 

Poor turn round. 

Prescription sent to **** chemist who rarely have the full prescription order. 

Patient tips 

It is important to order repeat prescriptions in good time. Getting a prescription signed 
can take 48 hours. The transfer of the prescription to the pharmacy can take time and 
occasionally goes awry. The drugs may need to be ordered and may not be immediately 
available from the supplier. It takes time to assemble and check prescriptions. I usually 
order repeat prescriptions two weeks in advance of needing them and longer if there is 
a public holiday in the intervening period. 
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Feedback regarding the getting of medicines 

Pretty straightforward might be better to telephone ahead for immediate pick up rather 
than queue {added comment: some pharmacies slow to answer}. 

Other feedback 

I need medications occasionally, don't have any long term health conditions.  

Neither of the above, but the system forced me to choose one of them. 

I very rarely have medicines. 

Medication currently being delivered by NHS volunteer. 

Pharmacy performance in Caversham has been very variable over the last 12 months, 
but seems to be improving. 

Table 13 

Questions raised by feedback on: getting medicines Table 13 
 Are the Dept. of Health letters to extremely the clinically vulnerable effective?  Are they being 

read?  Why is someone who appears to be “extremely clinically vulnerable” having difficulty 

getting medication delivered? 

 Are the services of the One Reading Community Hub Support for Coronavirus for the Clinically 

Extremely Vulnerable (CEV) being adequately advertised?  Their phone number is 0808 189 

4325. 

 Prescribers can send by text or email the new EPS “tokens” for prescribed items.  This allows 

the patient to present the token at any convenient community pharmacy.  When will this func-

tionality be added to EMIS and Vision? 

 How can GP Surgeries lean towards patients and help when they have difficulties setting up 

EMIS and Vision? 

 Why is there no publicly available information on the average time a pharmacy takes to pre-

pare a prescription?   Some seem to be consistently slower than others. 

 

HAVE YOU EVER USED A SMARTPHONE, IPAD, TABLET OR OTHER COMPUTER FOR 
ANY OF THE FOLLOWING (Please tick all that apply)   Column P 
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Chart 1 
The above chart includes 11 people who live outside of the Reading area or were under 
50. 
Note: many participants used several of these facilities, in particular 90% used email. 
Note: 15 responded “None of these” and were probably just using web browsers. 
 

Description Number Explanation 

Number using one or more of 
the above Apps and Programs 

112  

Number who responded “None 
of the above” 

13  

Number of the above who then 
went on to give details of the 
devices that they use 

9 Their input in columns U on-
wards has been used. 

Number who did not have Inter-
net Access and used the phone 
to complete this survey 

4 It was intended that there 
would be a very much larger 
representation of this group. 
Thus the option to complete 
the survey on the phone. 

Table 14 

Important note 
I can’t get much information from Column P or the associated Google chart, 
beyond noting that about 50% of the over 50 age group have used online video 
software.   
I have not been able to link the comments of such users to the software they used. 
Telemedicine has a growing band of supporters.  It is clear that GPs and other 
medical staff cannot be expected to have and be familiar with more than one or 
two video packages. 
Has the NHS issued a telemedicine Road Map? 
I am not convinced that it will be productive to publish the data in Chart 1 above. 

HAVE YOU USED A SMARTPHONE, AN IPAD OR TABLET OR OTHER KIND OF 
COMPUTER TO CONTACT YOUR GP SURGERY OR LOOK UP YOUR MEDICAL 
RECORDS?   Column Q 
The access to these services would be via EMIS, Vision or the NHS App. 
Analysis by age group 

Age group Yes/No Number Percentage 

50-64 Yes 28 74% using to contact/look up 

No 10 26% not using 

65-74 Yes 26 76% using to contact/look up 

No 8 24% not using 

75-89 Yes 30 57% using to contact/look up 

No 23 43% not using 

50+  ALL 3 
age  groups 
Totals 

Yes 84 67% using to contact/look up 

No 41 33% not using 

 125 100% 

Table 15 
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Important to note: The marked reduction in 75+ age group. 
25% in the age group 50 to 74 are not using surgery website, EMIS, Vision or the 
NHS APP. 33% in the age group over 75+ are not using surgery website, EMIS, 
Vision or the NHS APP. 
It could be that part of the 75+ age group are comfortable using the Internet but 
need more help setting up new facilities. 

 
Analysis by educational achievement of those NOT using surgery website and so on. 

Age group Responses Number Percentage 

50-64 Non-university 9 90% 

University 1 10% 

65-74 Non-university 0 0% 

University 8 100% 

75-89 Non-university 9 39% 

University 14 61% 

50+ ALL 3 age 
groups 

Non-university 18 44% 

University 23 57% 

 Check total 41  

Table 16 

Important to note 
Educational achievement is not clearly linked to the non-use of the surgery website 
& so on. 

 

IF YOU LIKE, TELL US WHAT YOU THOUGHT ABOUT THE NEW WAYS OF 
CONNECTING WITH YOUR GP SURGERY, BY PHONE, TABLET OR COMPUTER   Column 

R 
The responses have been grouped by themes.  Age band is noted. 
Those who have connected (data from Column Q) are highlighted in green 

Age 
Group 

What participants thought about the new ways of connecting with their GP 
surgery by phone, tablet or computer 

See benefits of a wider use of digital technology 

65-74 Might save a journey to the practice? 

65-74 Video call where physical appointment not possible would add something to 
just phone 

65-74 Fine - If there is not too long a queue. 

75-89 Phone / Computer OK but used to face to face 

75-89 Generally good and often saves time travelling etc. but face to face should 
always be an option. 

Do not see any or much benefit to a wider use of digital technology 

50-64 Very impersonal way of connecting with GP surgery and often takes time for 
reply and sometimes then need other questions answered.  This could have 
been less time consuming if spoken on phone. 

50-64 My concern is that Health professionals are harder to access on a personal level. 
Difficult to get an appointment without these.  Is hard to get through on phone. 
Fall into telephonic abyss.  

50-64 Not for everyone as wasn't brought up with it. 
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Age 
Group 

What participants thought about the new ways of connecting with their GP 
surgery by phone, tablet or computer 

50-64 Surely part of seeing a patient in person is an important requirement to make 
a correct diagnosis. Observation is the key to all correct diagnosis, without this 
visual experience will be lost.  What are we paying our GPs for? 

65-74 I miss seeing GP face to face 

65-74 Loss of feeling of direct contact and nuances. 

65-74 Talking to GP and physiotherapists by phone over the last few months has not 
been very satisfactory.  I now see the physiotherapist in person.  My last phone 
call with the GP had a lot of interference which made hearing what I was being 
told very difficult and therefore hard to ensure I had all the necessary 
information to decide on the next steps (I may need a {redacted} replacement 
op). 

75-89 I would always prefer to see my GP when talking to him. 

75-89 I don't mind phone contact but they don't really listen to what you're saying. 

75-89 I prefer to speak to someone face to face. 

75-89 I must admit, that at my age of {redacted}, with multiple conditions related to 
health and well-being and having been accustomed and extremely 
appreciative of regular and easy access to consultations at my local GP 
surgery, I am finding it difficult and at times distinctly distressing, not to be 
able to be granted this essential facility without having to expend 
considerable time and energy. 
 
Hence, my sincere hope is, that once this Covid19 situation is resolved, the 
former choice of a face to face relationship between doctor and patient will 
come into force. 
 
For me personally I find the telephone a poor substitute and any other 'digital' 
communication is out of the question, as my capacity in this area is very 
limited.  Furthermore, my recent experience of this type of communication 
has shown me how dependent my well-being is at this stage in my life, on the 
life-enhancing and healing qualities of a tried and trusted relationship which 
can only be established and sustained by true human contact and not 
remotely. 

Other observations 

50-64 Use phone 

65-74 No comment other than earlier comment about occasional need for face to face 
consultation 

65-74 I know nothing about these methods yet. 

75-89 Telephone only 

75-89 I have not contacted the surgery for several years and hope will not have to. 

Table 17 

The feedback from patients with experience of connecting to GP surgery systems 
is indicated by a green highlight.  They do not seem to any more keen on new ways 
than those who have not yet tried to connect. 
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Question raised by feedback on: new ways of connecting with GP surgery by phone, 
tablet or computer.  Table 17 

Most participants do not see the considerable advantages that are seen by the 
authors of the NHS Long Term Plan. Why is this?  Can this be influenced locally?  
Insufficient buy-in would hobble the anticipated cost savings needed to meet rising 
costs in Berkshire West. 

WOULD YOU LIKE US TO SEND YOU INFORMATION ABOUT THE NEW WAYS OF 
CONNECTING WITH YOUR GP SURGERY BY PHONE?   Column S 

Response Send information about new ways of connecting with GP surgery % 

Yes 18 46% 

No 21 54% 

Total 39  

Table 18 

See also Column AN, Table 53 

WOULD YOU LIKE US TO E-MAIL YOU NEWS ABOUT CHANGES IN THE HEALTH 
SERVICE IN READING AND OUR GROUP ACTIVITIES?  Column T 

Response E-mail news % of responses 

Yes 24 63% 

No 14 37% 

Total 38  

Table 19 

See also: Column AO, Table 54 with 58 similar requests 

 

All the following sections are to do with patients who have used a device to 
connect to at least one of the following services or Apps 

 View Surgery website or use to message staff 

 EMIS or Vision to view part of their medical record 

 EMIS or Vision to order or check repeat medication 

 EMIS or Vision to view test results or immunisation history 

 The NHS App 

 

PLEASE TELL US WHAT SORT OF DEVICE YOU HAVE USED MOST TO 
COMMUNICATE WITH YOUR GP SURGERY?   Column U and its Operating System   
Column V 

Device type Number of Operating System Number of 

Apple Mac 7 10 El Capitain+Catalina 3 

11 Big Sur 3 

Not stated 1 

Apple iPad 7 iOS 13.3 1 

iOS 14.1 1 

iOS 14.2 2 
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Device type Number of Operating System Number of 

iOS version not stated 3 

Apple iPhone 23 iOS 14.2 13 

iOS 14.4 2 

iOS version not stated 8 

Microsoft 32 Windows 10 18 

Windows 10 probably 14 

Android inc. 
Chromebook 
Linux 

13 Version 7 1 

Version 9 1 

Version 10 4 

Version not stated 5 

Chromebook v86.0 1 

Linux version not stated 2 

Not stated 2 Not stated 2 

Sub total 84   

Blanks  41 No hardware detail but submitted data online! 

Grand total  125  

Table 20 

 
Smartphone Analysis 

Smartphone type Number Percentage this survey Percentage in UK 

Android Smartphones 
e.g. Samsung  
Not Chromebooks 

10 30% 49% 

Apple Smartphones 
i.e. iPhone  
Not iPad, not Mac 

23 70% 51% 

Totals 33 100% 100% 

Table 21 

The ratio of Android Smartphones to Apple Smartphones in this survey is very 
different to the national ratio. 
UK Mobile Phone market share December 2020 link is iOS 50.9% and Android 
49.0% 

 

HAVE YOU EVER SENT EMAIL TO A DOCTOR, OR OTHER CLINICIAN OR A 
RECEPTIONIST AT YOUR SURGERY?   Column W 

Responses ALL age 
groups 

%   All 
ages 

 
50-64 

%  
50-64 

 
65-74 

%  
65-74 

 
75+ 

%75+ 

Yes 42 34% 12 32% 13 38% 17 32% 

No 42  
66% 

12  
68% 

8  
62% 

22  
68% Presumed No 41 14 13 14 

Total 125  38  34  53  

Table 22 

Important to note 
Can’t send for sure: 42/84=50%   May not be able to send up to 83/125=66% 
Not age related. 

https://gs.statcounter.com/os-market-share/mobile/united-kingdom
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NB this and following questions were only answered by patients who have used a 
surgery website, EMIS, Vision or the NHS App.  41 others have not used the facility 
It is possible that this includes all forms of messaging as well as emails. 
Believed to be mainly the Silicon Footfall surgery website message rather than 
emails. 

 

DO YOU KNOW HOW TO TAKE A PHOTO WITH A SMARTPHONE, TABLET OR 
OTHER COMPUTER?  (FOR EXAMPLE TO ILLUSTRATE A SKIN PROBLEM.)   Column X 

Device type Number who know how 
to take a photo 

% who know how to 
take a photo 

Android and Linux 12 of 13 92% 

Apple 34 of 37 92% 

Microsoft 28 of 32 88% 

Not stated   2 of   2 100% 

ALL device types 76 of 84  90% 
   

If ASSUMED those 
not using GP web-
site etc. also cannot 
take photo 

 0 of 41   0% 

Consolidated 76 of 125 61% 

Table 23 

Important to note 
Similar result for all device types. 
Can take photo 90%, but taking all participants into account may fall to 61%. 
Between 10% and 29% have not. 

 
Age range Number who know how to take 

a photo 
% know how to take a photo 

50-64 22 of 24 patients 92% 

65-74 20 of 21 patients 95% 

75+ 34 of 39 patients 87% 

50+ ALL 3 age groups 76 of 84 patients 90% 

Table 24 

Important to note 
This is not age related. 

 
 
DO YOU KNOW HOW TO SEND A PHOTO AS AN ATTACHMENT TO AN EMAIL?   Column Y 

Device type Know how to send a 
photo as an attachment 

% know how to send a 
photo as an attachment 

Android and Linux 12 of 13 patients 92% 

Apple 37 of 37 patients 100% 
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Device type Know how to send a 
photo as an attachment 

% know how to send a 
photo as an attachment 

Microsoft 29 of 32 patients 91% 

Not stated   1 of    2 patients  50% 

All device types 79 of 84 patients 94% 
   

If ASSUMED those 
not using GP website 
etc. also cannot send 
a photo as an attach-
ment 

 0% of 41 patients   0% 

Consolidated 79 of 127 patients 63% 

Table 25 

Important to note 
Similar result for all device types 
Can send photo as an attachment 94%, but taking all participants into account may 
fall to 63%. 
Between 6% and 37% have not. 

 
Age range Know how to send a 

photo as an attachment 
% know how to send a 
photo as an attachment 

50-64 23 of 24 100% 

65-75 19 of 21 90% 

75+ 37 of 39 97% 

50+ ALL 3 age groups 79 of 84 94% 

Table 26 

Important to note 
This is not age related. 

 

ARE YOU ABLE TO DOWNLOAD AND USE A NEW APP OR SOFTWARE TO YOUR 
DEVICE?   Column Z 

Device type Know how to download & 
use new app or software 

% know how to download & 
use new app or software 

Android and Linux 11 of 13 87% 

Apple 35 of 37 95% 

Microsoft 27 of 32 84% 

Not stated   2 of   2 100% 

ALL device types 75 of 84 89% 
   

If ASSUMED those not 
using GP website etc. 
also cannot download 
an use a new App 

  0 of 42 0% 

Consolidated 75 of 125 60% 

Table 27 
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Important to note 
Download and install slightly easier on Apple. 
Can download and install 89%, but taking all participants into account may fall to 
60%. 
Can’t download and install is between 11% and 40%. 

 
Age range Know how to download & use 

new app or software 
% know how to download 
& use new app or software 

50-64 22 of 24 92% 

65-74 20 of 21 95% 

75+ 33 of 39 85% 

50+ ALL 3 age groups 75 of 84 89% 

Table 28 

Important to note 
Slightly lower level of experience in group aged 75+ 

 

HAVE YOU EVER VIEWED YOUR GP SURGERY'S WEBSITE?   Column AA 
Device type Number who have viewed 

GP Surgery’s website? 
% have you viewed GP 
Surgery’s website? 

Android and Linux 10 of 13 77% 

Apple 33 of 37 89% 

Microsoft 29 of 32 90% 

Not stated   2 of   2 100% 

ALL Device types 74 of 84 88% 
   

If ASSUMED those 
not using GP web-
site etc. also cannot 
set up Favourites 

  0 of 41 0% 

Consolidated 74 of 125 59% 

Table 29 

Important to note 
This action is not device type related. 
Between 59% and 88% of patients have viewed their surgery website. 
Between 12% and 41% have not viewed their surgery website. 

 
Age Range Yes have you viewed  

 GP Surgery’s website? 
% have you viewed GP Sur-
gery’s website? 

50-64 20 of 24 83% 

65-74 20 of 21 95% 

75+ 34 of 39 87% 

50+ ALL 3 age groups 74 of 84 88% 

Table 30 

Important to note 
This action not age related. 
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HAVE YOU EVER MADE OR CHECKED AN APPOINTMENT ON YOUR GP SURGERY'S 
WEBSITE?   Column AB 
NOTE - YOU MAY HAVE USED OR BEEN TRANSFERRED TO A RELATED WEBSITE WHICH 
HAD THE INFORMATION YOU SOUGHT 

Device type Have you ever made or 
checked an appointment? 

% who have made or checked 
an appointment? 

Android and Linux   8 of 10 80% 

Apple 23 of 33 70% 

Microsoft 19 of 27 70% 

Not stated   1 of  2 50% 

ALL Device types 51 of 72 71% 
   

If ASSUMED those 
not using GP web-
site etc. also can-
not set up or check 
an appointment in 
EMIS or Vision 

   0 of 53   0% 

Consolidated 51 of 125  41% 

Table 31 

Important to note 
Too few Android users to be conclusive but seems this procedure is independent 
of device type. 
Between 41% and 71% of patients could set up or check an appointment in EMIS 
or Vision.  Between 29% and 59% have not. 

 
Age Range Number of responses % who have made or 

checked an appointment? 

50-64 12 of 19 63% 

65-74 11 of 19 58% 

75+ 28 of 34 82% 

50+ ALL 3 age groups 51 of 72 71% 

Table 32 

Important to note 
This procedure is used by the 75+ age group to a greater extent than younger 
groups. 

 

HAVE YOU USED YOUR GP SURGERY'S WEBSITE TO ORDER MEDICINES OR REPEAT 
MEDICINES? Column AC    

(NOTE – YOU MAY HAVE USED OR BEEN TRANSFERRED TO A RELATED 

WEBSITE WHICH HAD THE INFORMATION YOU SOUGHT) 
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Device type Have you used your GP Surgery 
Website to order Medicines or 
repeat medicines? 

% who have used your GP Surgery 
Website to order Medicines or re-
peat medicines? 

Android and Linux 7 of 10 70% 

Apple 21 of 33 63% 

Microsoft 24 of 29 83% 

Not Stated    1 of   2 50% 

ALL Device types 53 of 74 71% 
   

If ASSUMED those 
not using GP website 
etc. also cannot set 
up request repeat 
medication in EMIS 
or Vision 

  0 of 51   0% 

Consolidated 53 of 125 42% 

Table 33 

Important to note 
Too few Android users to be conclusive. 
Between 42% and 71% of patients could set up or check repeat medication in EMIS 
or Vision. 
Between 29% and 58% have not. 

 
Age Range Have you used your GP Surgery 

Website to order Medicines or re-
peat medicines? 

% who have used GP Surgery Web-
site to order Medicines or repeat 
medicines? 

50-64 12 of 20 60% 

65-74 14 of 20 70% 

75+ 27 of 34 79% 

50+ ALL 3 age groups 53 of 74 72% 

Table 34 

Important to note   Total answering Yes or No is 74 
Those over 75 use the facility more than other groups.  Possibly because more 
dependent on repeats. 

 

HAVE YOU EVER LOOKED AT YOUR TEST RESULTS ON YOUR GP SURGERY'S 
WEBSITE?  
 
 - NOTE - YOU MAY HAVE USED OR BEEN TRANSFERRED TO A RELATED WEBSITE WHICH 
HAD THE INFORMATION YOU SOUGHT.   Column AD 
 

Device type Have you looked 
at test results 

% who  looked 
at test results 

Android and Linux   4 of 10 40% 

Apple 10 of 33 30% 
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Device type Have you looked 
at test results 

% who  looked 
at test results 

Microsoft 17 of 29 59% 

Not stated    0 of  2   0% 

ALL Device types 31 of 74 42% 

   

If ASSUMED those not using GP 
website etc. also cannot set up to 
see test results in EMIS or Vision 

  0 of 51   0% 

Consolidated 31 of 125 25% 

Table 35 

Important to note 
Too few Android users to be conclusive.  Sample size rather small. 
Between 25% and 42% of patients are able to look up test results in EMIS or Vision. 
Between 58% and 75% have not. 
Windows users seem to be making more use of the facilities in EMIS, Vision and 
the NHS App.  This might be related to the much larger PC screens.  However, the 
EMIS design which used to show a meaningful amount of data has been 
redesigned for the smallest of mobile phone and now only serves up information 
by the teaspoon full. 

 
Age Range Have you looked at 

test results 
% who have looked 
at test results 

50-64 10 of 20 50% 

65-74 10 of 20 50% 

75+ 11 of 34 32% 

50+ ALL 3 age groups 31 of 74 42% 

Table 36 

Important to note  
It is quite possible that patients have not looked because they did not know.  The 
publicity around EMIS and Vision is poor. 
Lower rate for over 75 age group 

 
Highest educational 
achievement  

Have you looked at test 
results 

% who have looked at 
test results 

Non-university 8 of 18 44% 

University 23 of 56 41% 

Overall 31 of 74 42% 

Table 37 

Important to note 
This is not related to the highest educational achievement. 
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IF YOU LIKE, PLEASE TELL US WHAT YOU THINK ABOUT YOUR GP'S WEBSITE   
Column AE 
NB all surgery websites in the Reading area use a platform from Silicon Footfall.  The 
Mortimer Surgery is one of the few in Berkshire West to stick with the previous and more 
intuitive platform from My Surgery Website. 
The responses suggests some patients are viewing the GP’s website as incorporating 
rather than just linking to the EMIS or Vision websites.  Therefore, feedback has been 
separated into two tables.  The first relates to the GP websites and the second to the EMIS 
or Vision website.  The Vision website is used by the Pembroke and South Reading 
surgeries. 

 
Green /yellow /red /white highlight for positive /neutral /negative /null views 

FEEDBACK ABOUT SURGERY WEBSITE (FOOTFALL) 

Balmore Works well 

Balmore Good & clear 

Balmore Good 

Balmore Reasonably easy to navigate but not very well structured - not always 
obvious where to find info. 

Balmore OK 

Balmore It is easy to use, but took me a little while to figure it out at first. 

Balmore OK 

Balmore It changes too often.  Often think the people writing the software make 
things too complicated, too clever and then not user friendly 

Balmore Not as easy as it should be.  Have to go via Patient Access to Balmore 
Park.   Now new "memorable word" feature and automatic transfer to 
Balmore Park. Improved, very helpful. 

Balmore Stuffed with boiler plate text, out of date but with an attractive colour 
scheme.  Not intuitive.  The pre-Footfall was a better design at least on 
a large screen. 

Balmore I'm not keen on Footfall.  Website is not kept up to date. 

Balmore It is not intuitive and users don't know what will be in each of the five 
sections. Also I have tested its Search function and found it wanting. 

Balmore Very poor 

Balmore Don't find it easy to use. Confused about how it overlaps with or is 
related to EMIS app? 

Balmore Difficult to navigate. 

Balmore  Not viewed recently.   

Emmer It's easy to use 

Emmer I haven't used it much but it seems well structured and easily navigable. 

Emmer The website is clear and easy to use. 

Emmer Can't do a lot on the website.  Always do all of this through Patient 
Access. 

  
Milman Not easy enough to navigate; does not list staff; concentrates on 

Practice, not patient. 
  
Tilehurst V Pretty basic and they seem to use other sites for appointments etc. 
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FEEDBACK ABOUT SURGERY WEBSITE (FOOTFALL) 
  
University Excellent  

University Brilliant 

University OK 

University Easy to use 

University Very good 

University Not bad. Room for improvement. 

University Not very user friendly! 

Table 38 

Questions raised by feedback about websites 
Why is the feedback for the University and Emmer Green websites so much more 
positive than that for other websites? 

Green /yellow /red /white highlight for positive /neutral /negative /null views 

FEEDBACK ABOUT EMIS PATIENT ACCESS OR VISION PATIENT SERVICES                                    
Rather than the surgery website  

Balmore But I do use Patient Access website and app for all the above. 

Balmore Does not have history. 

  
 

Milman I don't use GP website, I use Patient Access site. Both are not very up to date 
as they do not contain most of my medical conditions, do not keep up to 
date with results or consultations in fact only the barest info on there. No 
allergies even mentioned.   

South Rea Disappointed that I cannot access notes/history. 

    

University It's brilliant but not easy to make GP appointment on it. 

University Not easy to navigate. Cannot always book appointments as they only put up 
a few at a time.  I only learned this because when I said to receptionist by 
telephone that I could not see how to book an appointment online, she told 
me to try at different times. Difficult to send test results to relative. 

University Would be great to be able to view test results and medical history. But you 
can't. 

University Test results never available online. 

University Does a lot of useful things but off-putting to use. 

University Has no records on it. 

University Limited availability of my personal information. 

University I use Patient Access app for all of the above   

Western E I use the app instead. 

Table 39 

Questions raised about EMIS and Vision 
Has the University site configured EMIS to show test results? 
 

HAVE YOU EVER HAD A VIDEO CALL WITH YOUR GP SURGERY?   Column AF 
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Device type Number of video calls with surgery % by device type 

Android and Linux 1 of 13 patients 8% 

Apple 5 of 37 patients 14% 

Microsoft 0 of 32 patients 0% 

Not Stated 0 of   2 patients 0% 

ALL device types 6 of 84 7% 

   

If ASSUMED those not 
using GP website etc. 
also cannot make a 
video call 

0 of 41 patients 0% 

Consolidated 5 of 125 4% 

Table 40 

Important to note 
6 people with first-hand experience of a video call with their surgery, 
2 from University, 2 from Balmore Park, 1 from Pembroke and 1 from Western Elms 
4 with iPhones, 1 with an Android phone and one with an Apple Mac. 
Their observations were: 

OK in the present COVID time but no replacement for normal consultation. 
It was OK, but much less satisfying than seeing someone face to face. 
I like this way of dealing with the GP as an initial contact or for minor issues. 

Android sample size small. Between 4% and 7% of patients had have a video call. 
Between 93% and 96% have not participated in a video call with their GP surgery. 

 
Age Range Number of video calls with surgery % by age range 

50-64 2 of 24 patients 8% 

65-74 0 of 21 patients 0% 

75+ 4 of 39 patients 10% 

50+ ALL 3 age groups 6 of 84 patients 7% 

Table 41 

Important to note 
Sample size small.  Probably not age related. 

 

IF YOU LIKE, PLEASE TELL ME WHAT YOU THINK ABOUT DIGITAL ACCESS AND 
VIDEO CALLS, WITH YOUR GP SURGERY   Column AG 

All 48 responses have been grouped. 
 Positive views 31 

 Reservations 2 

 Negative views 8 

 Observations about existing systems rather than new ways of working 4 

 Other observations 3 

o The age group has been separated.  The middle age group is highlighted. 

Age 
group 

If you like, please tell me what you think about digital access and video 
calls, with your GP surgery 

Positive views 
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50-64 Would like to see it done more often 
50-64 I have no problem with the idea.  I would need Micky mouse instructions. 
50-64 I have had a telephone appointment.  It was fine. 
50-64 The Patient Access app is superb.  Easy to use and navigate. 
50-64 Good idea 
50-64 Good idea 
50-64 Good 
50-64 It is a great idea 
50-64 Where appropriate, I hope this will become a standard method.  Better use 

of my time and hopefully of the medical personnel too. 
50-64 No experience. Telephone is good at present but video might be useful for 

certain conditions. 
50-64 I would be OK with that. 
50-64 Perfect for the modern age.  Would much prefer it to having to sit around in 

a waiting room full of ill people on a cold, wet day after trying to park the car 
or catch a bus. 

65-74 No objection, but I haven't found it necessary.  I have plenty of experience 
of Zoom and Facetime with family and friends. 

65-74 I am familiar with this method for work and happy to use it for a GP 
consultation. 

65-74 Good for triage and non-urgent situations. 
65-74 I would prefer. At the moment any contact is by phone only. 
65-74 Good idea. 
75-89 Would prefer a video call to phone call where I can see the GP and they can 

see me.  So much nonverbal communication gets lost on phone calls. 
75-89 It is useful to see results and medical history. 
75-89 I'd like to be able to conduct appointments by video call but, so far, have only 

been offered telephone consultations. 
75-89 Good idea 
75-89 I've had referral to online video physio consultations, they are excellent. 
75-89 Have not used yet but could be useful. 
75-89 It's a good idea, why don't surgeries do more telemedicine? 
75-89 Suitable for certain conditions, but not all. 
75-89 It would be worth having the opportunity to learn, but good written advice 

would be necessary.  
75-89 Would be prepared to try it, but not for some problems where hands-on 

might be needed 
75-89 Video preferable to audio phone call but face to face still better.  Website has 

improved a lot. 
75-89 I like this way of dealing with the GP as an initial contact for minor issues 
75-89 Good for triage and non-urgent situations. 
75-89 I've had phone calls, which are fine. I would be happy with a video call if it 

were necessary. 
Reservations 
50-64 OK in the present COVID time but no replacement for normal consultation. 
65-74 OK if with you have a regular GP. 
Negative views 
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65-74 OK if you are connected to the net all the time but most of us are not.  Plus 
a lot of people don't have access at all.  How can a doctor tell say if you've 
got a lump in your breast say or blocked bowel by looking only?  How can a 
doctor tell you are having a heart attack etc. by just looking? 

65-74 Privacy can't always be assured so would be reluctant to use this. 
65-74 Whilst in the Covid environment these options were brilliant in overcoming 

the specific challenges caused by Covid, I think the big push for these is part 
of a much longer running trend which has seen GPs being "reluctant" to visit 
patients in their own homes. The key driver is money, not patient 
satisfaction. Those of us with longer memories can remember when the later 
part of the morning was when the doctor routinely did their rounds, visiting 
those who found it difficult to get to the surgery. This also applies to nurses 
and is an increasing trend. We are aware of an elderly lady who is forced to  
try and get friends to take her to the surgery as doctors won't come to the 
house and she is forced to try and dress her own legs on a daily basis, as after 
a couple of weeks of nurses visiting this has been stopped. Whilst the video 
call option may help address some of this need to leave the house to visit 
the surgery, for many of the very elderly having to deal with this technology 
causes real stress and indeed because of it they may just not make contact. 
Over the Lockdown periods we have had experience of helping the elderly 
members of our church use smart phones and tablets to view zoom services. 
It's clear that with age our dexterity decreases and they have real problems 
jabbing at touch screens with their fingers and then getting worried and 
frustrated when something goes wrong, which is a feature of all technology. 
 
Even setting aside the technological issues, much has been spoken of in 
recent months about the importance of face to face contact, rather than 
zoomed conversations. This is a further example of a trend to a more 
impersonal service. Please don't try and force everyone into the same 
"square hole" for your financial and personal convenience. By all means 
make good use of the technological options available but please really 
consider not just preserving, but extending your face to face options, both in 
surgery and at home. 

75-89 Not advisable as vital signs of a serious condition can be missed, and the 
patient will have no confidence in a diagnosis over the phone or video calls. 

75-89 Poor 
75-89 Not what I am used to and obviously not my favourite way to discuss very 

personal matters. Having had great GPs in the past (Dr Monica Latto and Dr 
Conrad Latto) and for many years, I find that now I have become a number.  
Too anonymous and too impersonal. 

75-89 It was OK, but much less satisfying than seeing someone face to face. 
75-89 As mentioned before I would be happier with these if I felt my named doctor 

knew me but this is the second named doctor I have been allocated. I had 
been at my previous surgery since 1966 and had therefore built up a 
relationship with the staff at the practice. I feel this is lacking now. 

Observations about existing systems rather than new ways of working 
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65-74 Emails go centrally to Practice, then filtered to clinician on duty, not 
necessarily to GP specified. More than one email address for different uses 
but this is not clear on website. Can be a battle to make contact with the 
desired clinician.  

65-74 I prefer face to face contact. 
75-89 Limited! No email contact. Never been offered a video call. Limited access to 

Patient Access - no copies of referral letters or consultant letters. Not able to 
book a slot for telephone consultation online. 

75-89 Annoyed one can no longer make appointments for flu jabs etc. using Patient 
Access. This seems to be a backward step without any explanation. 

Other observations 
50-64 NA 
75-89 N/a 
75-89 I have not needed to use this service. 

Table 42 

Important to note 

 Excluding the 2 groups of observations, 76% of the replies were positive. 

 The positive replies were not age related. 

 No negative feedback from the youngest age group. 

 Feedback also included dissatisfaction with the current systems implementations. 

 Given a choice there is a preference for video over audio. 

 
Questions raised by feedback regarding digital access and video calls with your 
GP surgery 

1. Are the EMIS, Vision and NHS App being presented in ways that suit an older audience?  

What evidence is there that educational material is easy to find, comprehensive and easy 

to follow?  Some relate well to printable instructions that can be re-read and marked up 

others are put off by the razzmatazz of YouTube. 

2. Many of this survey’s enthusiasts have experience of video call via a combination of 

FaceTime, WhatsApp, Skype and Zoom.  Is there a NHS Digital Road Map of which soft-

ware to support?  It is unreasonable for GPs to have to be familiar with all the popular 

apps and programs.   Will the NHS App provide a universal video interface between pa-

tients and medical staff? 

3. Is the greater use of the video interface likely to be associated with a higher probability 

of a consultation with one’s nominated doctor and thus better continuity of care? 

4. Should video be seen as an aid to management of existing conditions rather than an aid 

to diagnosis? 

5. Is video seen by patients and medical staff as an aid to timely triage? 

6. Is there a Digital Road Map for telemedicine in primary care? 

 

HAVE YOU EVER HEARD OF THE NHS APP?   Column AH 

Device type Have heard of the 
NHS App 

% have heard of the 
NHS App by device 

Android and Linux 7  yes of 13 yes + no 54% 

Apple 21 yes of 37 yes + no 56% 
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Device type Have heard of the 
NHS App 

% have heard of the 
NHS App by device 

Windows 18 yes of  32 yes + no 56% 

Not stated   2  yes of    2 yes + no 100% 

All device types 48 yes of 84 yes + no 57% 
   

If ASSUMED those not using GP website etc. also 
have not heard of the NHS App 

  0             41   0% 

Consolidated 48 of 125 38% 

Table 43 

Important to note 
Percentage of users who had heard about NHS App is (48*100)/84=57% 
Probably not device related.  Android sample size small. 
Between 38% and 57% of patients have heard of the NHS App. 
Between 42% and 62% have not heard of the NHS App. 

 
Age Range Have heard of the NHS App % have heard of the NHS App 

by age group 

50-64 18 of 24 patients 75% 

65-74 10 of 21 patients 47% 

75+ 20 of 39 patients 51% 

50+ ALL 3 age groups 48 of 84 patients 57% 

Table 44 

Important to note 
Probably age related. 

 

HAVE YOU EVER USED THE NHS APP TO BOOK OR CHECK AN APPOINTMENT AT 
YOUR GP SURGERY? …Column AI 

Device type Have used app to 
book or check an 
appointment 

% have used app 
to book or check 
an appointment 

Android and Linux 5 of 7 patients 71% 

Apple 4 of 21 patients 19% 

Microsoft 3 of 17 patients 18% 

Not stated 1  of  2 patients 50% 

ALL device types 13 of 47 patients 28% 
   

If ASSUMED those not using GP website etc. also 
have not used the NHS App to book an appointment. 

   0 of 78 patients     0% 

Consolidated 13 of 125 patients 10% 

Table 45 

Important to note 
All sample sizes too small for further analysis. 
Between 10% and 28% of patients have used the NHS App. to book an 
appointment. 



Oldies Online Too 

V03   Page 44 of 48 

Between 72% and 90% of patients have not used the NHS App. to book 
appointments. 

 
Age Range Have used app to book or 

check an appointment 
% have used app to book or 
check an appointment 

50-64 8 of 18 patients 44% 

65-74 0 of 9 patients 0% 

75+ 5 of 20 patients 25% 

50+ ALL 3 age groups 13 of 47 patients 28% 

Table 46 

Important to note 
Probably not age related.  Sample sizes too small for further analysis.  Only 13 
people have used the NHS App to book or check an appointment. 

 

HAVE YOU EVER USED THE NHS APP TO ORDER MEDICINES OR REPEAT 
MEDICATIONS? …Column AJ 

 
Device type Number who used the 

NHS App to order repeat 
medicines  

% used who used the 
NHS App to order re-
peat medicines 

Android and Linux 3  of 7 patients 43% 

Apple 5 of 21 patients 24% 

Microsoft 2 of 18 patients 11% 

Not stated 1 of   2 patients 50% 

ALL device types 11 of 48 patients 23% 

   

If ASSUMED those not using GP website 
etc. also have not used the NHS App for 
repeat medications. 

  0 of   77 patients   0% 

Consolidated 11 of 125 patients 9% 

Table 47 

Important to note 
Sample sizes too small for further analysis.  Only 13 people have used the NHS App 
to order repeat medication. 
Between 9% and 23% of patients have used the NHS App. for repeat medications. 
Between 77% and 91% of patients have not used the NHS App for repeat 
prescriptions. 

 
Age Range Number who used the NHS App 

to order repeat medicines  
% used the NHS App to 
order repeat medicines 

50-64 5 of 18 patients 28% 

65-74 0 of  10 patients 0% 

75+ 6 of 20 patients 30% 

50+ ALL 3 age groups 11 of 48 patients 23% 

Table 48 
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Important to note 
Sample sizes too small for further analysis. 

 

HAVE YOU EVER USED THE NHS APP TO CHECK YOUR TEST RESULTS?   Column AK 
Device type Number who used the 

NHS App to check test 
results 

% who used the NHS 
App to check test  re-
sults 

Android and Linux 1 of 7 patients 14% 

Apple 4 of 21 patients 19% 

Microsoft 3 of 18 patients 17% 

Not stated 0 of   2 patients 0% 

ALL device types 8 of 48 patients 17% 

   

If ASSUMED those not using GP website etc. also 
have not used the NHS App test results. 

0 of 47 patients 0% 

Consolidated 7 of 125 patients 6% 

Table 49 

Important to note 
Sample sizes too small for further analysis.  Only 8 people have used the NHS App 
to check their test results. 
Between 6% and 17% of patients have used the NHS App. to view test results. 
Between 83% and 94% of patients have not used the NHS App to view test 
results. 

 
Age Range Number who used the NHS 

App to check test results 
% who used the NHS App 
to check test results 

50-64 4 of 18 patients 50% 

65-74 2 of 10 patients 25% 

75+ 2 of 20 patients 25%% 

50+ ALL 3 age groups 8 of 48 patients 100% 

Table 50 

Important to note Sample sizes too small for further analysis.  Only 8 people have used 
the NHS App to check their test results. 

 

WHICH DO YOU PREFER – NHS APP OR YOUR SURGERY'S WEBSITE FOR 
CONTACTING YOUR SURGERY?   Column AL 
For “Surgery’s website” read EMIS/Vision 

Responses Number of responses As a percentage 

NHS App 13 patients 76% 

EMIS/Vision    4 patients 24% 

Total 17 patients 100% 

Table 51 

Important to note    
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The question should have included the option “Have not tried the NHS App.”  23 results 
have been excluded it the answers to the previous three questions were all negative. 
Only 17 patients had experience of the NHS App.  Possibly very recent experience.  The 
76% preference for the NHS App. is indicative of an interest in an alternative way of 
accessing data held within EMIS and Vision systems. 
In Table 52. Below, there are 5 favourable NHS App comments and 2 unfavourable ones. 

 

IF YOU LIKE, PLEASE LET US KNOW YOUR VIEWS ON THE NHS APP.   Column AM 

Views about the NHS APP 

Positive views about the NHS App 

Good 

Very good  

I use the Evergreen app but am thinking of switching to the NHS app 

Good 

I think this is useful. 

Negative views about the NHS App 

On a laptop, too much scrolling. 

It's difficult to use.  Patient Access is better 

Neutral views about the NHS App 

I have used surgery website and have had no experience of NHS app. 

I haven't tried it.  I would definitely prefer one method.  The surgery website would be best. 

I use Patient Access to book appointments and order prescriptions 

Insufficient experience of the NHS app  yet to have a view or a preference 

Never used other than to just browse for information/advice 

Cannot answer 

Don't know - have heard of NHS app but not aware of how to access it or anything much 
about it.  

I will try it.  Always used Patient Access for all of these before. 

Will need convincing that anything but seeing the Doctor in person is a good thing 

Have not used it. 

Have no needed to use this service 

Other comments 

Have tried to book but it states it requires further details from the GP surgery. 

Can't tell which best is as haven't tried NHS app as don't know if you can down load to 
laptop. Not all of us can afford or own a smart phone. 

I am assuming this is Patient Access. I find it very easy to use from my iPad. 

Not tried.  I have no smartphone. 

Does this replace Patient Access or yet another point of contact? 

Table 52 

QUESTIONS RAISED BY THE FEEDBACK REGARDING THE NHS APP 
Question raised by the feedback regarding the NHS App. 
Review of responses 
The 5 positive response lacked reasons 
Corrections to misconceptions about the NHS App 



Oldies Online Too 

V03   Page 47 of 48 

The NHS App download information directs users to the Apple App Store or the 
Google Play Download Centre.  The App is not available in the Microsoft Store.  In 
the small print there is an option to run via a browser in Windows. 
The NHS app is not exclusive to Smart phones, Android Phones or iPhones.  It will 
also run on iPads and Windows PCs, laptops and Apple Macs. 
The NHS App is an optional alternative to way of accessing data held within the GP 
online systems from EMIS Patient Access and Vision Patient Services. 
The NHS App is advertisement free.  Search information within the NHS App is not 
shared with other parties. 

 

WOULD YOU LIKE US TO SEND YOU INFORMATION ABOUT THESE NEW WAYS OF 
CONTACTING YOUR GP SURGERY?   Column AN 

Responses Number of 
responses 

As a percent-
age 

BP re-
sponses 

BP as 
a % 

Non BP 
responses 

Non BP 
as a % 

Yes 55 65% 26 66% 29 64% 

No 29 35% 13 33% 16 36% 

Sub-total 84 100% 39 100% 45 100% 

Blank 39  18  23  

Total 125  57  68  

Table 53  

Important to note 
The percentage of Balmore Park responses requesting information is very similar 
to that for all the other GP surgeries. 

NB see Column S: a further 18 requests, the total is 73 
 

WOULD YOU LIKE US TO E-MAIL YOU NEWS ABOUT CHANGES IN THE HEALTH 
SERVICE IN READING AND OUR GROUP ACTIVITIES (BY EMAIL)?   Column AO 

Responses Number of responses As a percentage 

Yes 58 70% 

No 25 30% 

Seb-total 83 100% 

Blank 52  

Total 125  

Table 54 

See also Column T: 24 similar requests.  Total is 83 
 

FUNDING ACKNOWLEDGEMENT 
South Reading Patient Voice thanks Reading Voluntary Action for support and assistance in this 
work and Berkshire Community Foundation for funding this work through the RVA Community 
Grants scheme. 
 

 
TECHNICAL NOTE: Linux has been counted in with Android systems unless specifically 
mentioned.  There were 2 Linux participants. 
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APPENDIX A   Reading Community Grants Application Extract 
 
Title: Oldies Online Too 
Project description maximum 250 words 

 
Digital access to healthcare is becoming increasingly enabling. Patients already request 
prescriptions, book appointments, view their test results history, and their medical 
records.  They email photographs of skin conditions to their GPS, join video consultations 
with GPs and hospital doctors.  This a route to becoming a true partner in their healthcare 
with their doctors. 
 
But those who are unfamiliar or without access to digital technology risk losing out. This 
is especially true for part of the older population. A digital gap will only increases our 
health inequalities which are already severe across Reading. 
 
We propose to explore the difficulties people are having with digital access to healthcare, 
and create, test and distribute materials which help overcome the barriers. We will do this 
with volunteers from amongst our members.  We would aim to progress to offering face-
to-face advice on digital access in willing GP surgeries – however the current pandemic 
means that this must be put off indefinitely.  
Steps we will take will be: 
    Workshop with members and patient representatives on the barriers at present. 
    Prototype printed and online material to support engagement. 
    Review and test our material. 
    Discuss with GP practice managers and distribute. 
 
On successful completion of the first steps we would consider translation and 
specialisation for other groups well represented in Reading and would hope to discuss this 
as part of the extension. 
 
July 2020 


