
REPORT ON HEALTHWATCH CITY OF LONDON GP SURVEY 
 

  

This survey was carried out in November 2013 and the results will be fed back to the 
Neaman practice and appropriate borough Healthwatch organisations.  
 

 30% of responses were from workers in the City of London  
 

 60% of responses were from residents in the City of London  
 

 10% of responses were from parents who did not indicate that they were either 
workers or residents in the City.  

 
With regards to the location of the GP practices under discussion, 63% were in the City of 
London and 37% were located outside the City of London.  
 
Key Findings  
 

 The overall level of satisfaction was far higher for the practice within the City of 
London rather than for those located outside the City with 90% of City 
residents/workers commenting that their practice was either Very Good or Good. 
Practices outside the City received no Very Good results but a third of respondents 
commented that their practice was Good. This is a good indication of satisfaction of 
the services provided within the City of London.  

  

 The 111 service is being greatly underused with none of the City practice 
respondents saying they had used it for the health conditions featured in the survey 
and only 10% of respondents from practices outside the City said they had used it 
for ‘choking, chest pain or blacking out’ with 40% for that question still calling 999.  

 

 Those registered at practices outside the City were more likely to use the 111 
service with 40% having used it at some point compared to 20% from those 
registered within the City.  

 

 People registered at the City practice use their practice much more with 80% having 
visited their GP in the last 6 months compared to 66% outside the City. This is 
reflected in the generally higher levels of satisfaction for the City practice which 
means that people are more likely to visit the surgery.  
 

 Appointments at the City practice were booked using a variety of methods such as 
on the phone, in person or online whilst 100% of those booking at practices outside 
the City used the phone. Again, this is a positive sign that the City practice is finding 
a variety of ways to encourage bookings which is resulting on greater use of the 
services and higher levels of satisfaction. 70% of those booking at the City practices 
said they found it either Very Easy or Easy to get an appointment compared with 
only 16.5% of those outside the City saying it was Easy to book and no respondents 
saying it was Very Easy.  



General Comments  
 

 Reception staff often encourage patients to call on the day to book an urgent 
appointment rather than waiting for a particular doctor to be available. Some 
doctors are very popular and difficult to see.  

 

 The Neaman practice is described as outstanding by one respondent.  
 

 One City resident described their GP, team and reception staff as understanding, 
professional and dedicated. Another said that the City GP practice had excellent 
doctors, staff and receptionists.  
 

 There were requests for more slots outside working hours from some City residents 
and a request that doors should not be shut during the lunch break. It was also 
mentioned that reminders about flu jabs would be useful. Evening and weekend 
clinics were described as insufficient.  

 

 The Hoxton surgery was described as satisfactory with a personal and reassuring 
service and trustworthy relationship between patients and doctors. Interaction 
between patients who attend PPG meetings indicates equal levels of satisfaction.  

   

 A complaint was made from a resident outside the City that reception staff were 
unhelpful to those with English as a second language and could offer better advice 
on the services rather than referring patients to A&E or the walk in centre.  

 
 Conclusion  
 
This survey indicates the high satisfaction of patients for the Neaman Practice based in the 
City and the high attendance could be due to the fact that the practice is the main source of 
services for the City. Further investigation is required to identify the GP practices outside 
the City boundary and to work with the appropriate borough Healthwatch in raising the 
satisfaction level for patients using those facilities.  
 
The 111 service is still not being accessed to its full extent but this is not a problem just 
within the City of London. This is a problem throughout the London Boroughs and the 
country.  
 
Future work will include Community Services – what is available, who uses them and what 
are the gaps to ensure that patients in the City have an accessible and seamless service in 
spite of many services being based outside the City boundaries.  
 
 
 
 

 



Overall rating of GP service in the last six months  

Very good  Good  Satisfactory  Unsatisfactory  Not contacted in last 

6 months  

Registered within the 

City of London  

60%  30%  10%  

Outside the City of 

London  

33%  33%  33%  

                

 


