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Patient and Public Engagement Feedback Report 
 

I HEART Barnsley - Improving access to GP 
services in Barnsley 

 
How are local GP services changing? 
 
NHS Barnsley Clinical Commissioning Group (CCG) is made up of 36 GP practices and 
represents over 230,000 patients. The CCG is responsible for planning and buying 
healthcare services, ensuring that the people who live across our borough have access to 
high quality healthcare when needed.   
 
A group of those 36 GP practices have been working together to share resources and make 
stronger links with other local health and social care partner organisations. They are looking 
at ways of making GP services better for everyone across the borough. 
 
Working in partnership with the CCG to develop the proposals, these GPs have been 
successful in bidding for some extra money from the government to change the way GP 
services are offered in Barnsley. 
 
Why are they changing? 
 
Nine out of ten appointments in the NHS are with family doctors and nurses and easy 
access to these services is one of the top things that people tell us they would like to see 
improved. 
 
There are lots of ways that is happening already but to make a real difference, we need to 
do something on a larger scale. These new plans for Barnsley will be different to anything 
we have seen before in the area. They will see changes in when, where and how you can 
see or speak to a family GP and nurse. 
 
The new services will run alongside the usual GP ones and will be piloted over the next 
year. The name is I HEART Barnsley, which stands for Improving Health, Equality, Access, 
Responsiveness and Treatment in Barnsley. This is a pilot because we need to see what 
elements work best for patients and how these services can be made sustainable in the 
future. 
 
What is changing? 
 
The plans were developed using feedback from patients telling us what mattered to them 
most. We also looked at the differing health needs of local people, combined with the 
Barnsley Health and Wellbeing Board and NHS Barnsley CCG priorities.   
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Based on all this feedback and information, the proposals are to create both new physical 
and virtual GP and nurse services, which will improve when and how appointments are 
accessed. 
 
There will be a range of services from 8am – 10pm on Monday to Friday and for a dedicated 
amount of time across the weekend. The virtual services will work over the phone, via email 
and over video. This opens up lots of benefits for patients who want to manage some 
elements of their healthcare in this way. 
 
There will still be times when you’ll want, or need, to see someone and, as well doing this at 
your own GPs; the proposal is to offer appointments from two hubs across the borough. 
 
The hubs will be based in existing GP surgery buildings but will be run by a dedicated team. 
Appointments will still need to be booked ahead. 
 
Understanding what matters to you 
 
Understanding patient’s, carer’s and other key stakeholder group’s views of these proposals 
formed a crucial part of the overall project. It has helped inform and ensure that future 
development of this service is based around what you say matters to you. 
 
A five-week engagement period was undertaken with local people and other key local 
stakeholders running from 18 May to 21 June 2015.   
 
Over 165 people feedback either via the survey or at events. We used this feedback to help 
inform the decision making process on the two hub locations and to help shape the ways in 
which the service is offered. 
 
The decision was made to locate the two hubs in the Chapelfield Practice in Wombwell and 
at Woodland Drive Medical Centre in the Kingston/Pogmoor area. 
 
This report details the summary feedback we received during May and June 2015. 
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How people could have their say  

 

We embarked upon the engagement period in mid-May and circulated a survey which 

provided an overview as to why the engagement was taking place, details regarding the 

ways in which people could respond and the relevant contact details for any queries/ 

concerns that they may have.   

 

Patients and other local partners were invited to have their say as part of the engagement 
process in one of the following ways;  
 

 Fill in the survey online  

 Download or request a paper copy of the survey and return via the freepost address 
provided; 

 Visit one of three drop-in sessions and ask a member of the Service Development 
Team to complete it with them; or 

 Call a member of the Service Development Team (between 9am and 5pm) and they 
would fill in the survey for them over the phone. 

 Email any comments and feedback to the NHS Barnsley CCG Communications Inbox  

 Provide any comments and feedback via the NHS Barnsley CCG Social Media 
Channels (Facebook and Twitter)  

 

Batches of hard copies of the survey were distributed to all of the 36 GP practices who 
make up the membership of the CCG.  They were also circulated to the Patient Council and 
members of OPEN (Our Public Engagement Network). Hard copy surveys were also kindly 
distributed on our behalf by Barnsley Metropolitan Borough Council (BMBC) during their 
National Carers Week Activities.  
 
The survey link was circulated via email at the beginning of the engagement period by 
members of the Communications and Engagement Team to all local partners with a request 
for their feedback as well as their assistance to help distribute this information via their local 
networks to their staff and also their patients/ service users.  Within this we also invited their 
feedback on behalf of their organisation as well as inviting them to contact us if any group 
meetings were taking place within the engagement period where they felt that it would be 
appropriate for a member of the Service Development Team to attend in order to discuss 
this work with their group.  
    
Three drop in sessions were also help by the Service Development Team during the 
engagement period to answer any questions or queries in person that people may have had 
in relation to the engagement process, the proposals or around the survey. The dates and 
venues were promoted again within the survey, on the CCG website, via social media and 
within the local press. Posters were also sent out to the venues for them to display prior to 
the drop in sessions.  Three people made use of these sessions. 

 
These took place as follows; 

 

Date  Venue  

Mon 1 June 2015  St John’s Community Centre, Church Street, Penistone. S36 6AR  
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Wed 3 June 2015 The Core, County Way, Barnsley, S70 2JW 

Thurs 11 June 
2015 

New Options Community Fitness Centre, Saint. Lukes Road, 
Grimethorpe. S72 7FN 

 
The information was promoted on an ongoing basis via the CCG website 
(www.barnsleyccg.nhs.uk) and social media platforms (Facebook and Twitter) and this was 
kindly shared and retweeted throughout the engagement period by local partners. This was 
also circulated via the local media particularly the Barnsley Chronicle who helped promote 
this in their print version as well as online and via their social media channels along with the 
‘We are Barnsley’ site.  
 
A presentation was also delivered by James Barker, Lead Service Development Manager to 
the 32 attendees at the Barnsley Patient Reference Group/ I HEART Barnsley engagement 
event that took place on Wednesday 3rd June during the annual National Patient 
Participation Group week.  Attendees took part in a workshop discussion session during the 
afternoon and provided additional general comments/ questions and feedback as well as 
having the opportunity to provide individual feedback via hard copies of the patient survey  
 
Following distribution of the surveys to local partner organisations we were contacted on 
behalf of the Vision Strategy Patient Group and invited to conduct surveys over the 
telephone with four members of their group.    
 
We would like to take this opportunity to express our gratitude and to sincerely thank all of 
the people who have taken the time to speak to us and provide their views and feedback as 
part of this process and also to those who have helped us to spread the message across 
the borough relating to this work.   
 

The feedback we received  
 

We received 165 responses to the survey, as well as a number of comments from 

engagement events and in the local media following publication of a number of news 

articles highlighting the survey and on social media. 
 

People were asked to nominate their preference of hub locations from the four available. 
They were also asked to feedback on a whole range of areas relating to how they would, or 
wouldn’t, like to use the proposed services. 
 

Four GP practices applied to be considered as host to one of two hub locations.  
 

 In terms of the hub location, the overall preference scoring from the survey was as 
follows;  
 

Overall Preference Scoring  % Answer 

Woodland Drive Medical Centre, Barnsley 31% 

Ashville Medical Practice, Kendray 29% 

Royston Group Practice, Royston 21% 

Chapelfield Medical Centre, Wombwell 19% 

Total 100% 

http://www.barnsleyccg.nhs.uk/
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 Overwhelmingly the majority of respondents highlighted the reason for their choices in 
terms of hub location as being due to this being the closest for them to get to from their 
home address (95/165).  This was followed by ease of access for all local people to get 
to from across the borough for the four options given (54/165).  Several people 
highlighted that they felt that none of the four options would be useful for them due to 
their locations and potential lack of accessibility via public transport (11).  
 

 63% of respondents highlighted they had no major concerns in relation to the hub 
locations. 
 

 37% of respondents highlighted concerns relating to a number of themes including 
equality of access for all, requiring further information to make a more informed choice, 
access to medical records, and a lack of familiarity (not their own practice).   
 

 Respondents were asked to highlight more than one option in terms of how they usually 
travel to attend appointments currently.  46% stated that they travel to appointments via 
car and this was followed by 25% who stated that they walk to appointments.  13% 
highlighted that they use the bus.   
 

 Over 90% of respondents stated that they had seen a GP or Practice Nurse over the 
past year with 62% of those booking their appointments over the telephone.  29% 
highlighted that they book their appointments online with 9% visiting the surgery to book 
in person.  
 

 In terms of the most popular options of how people would like to access their 
appointments, respondents highlighted the following;  

 
 Face to Face – Most of the time (38%)  
 Over the Telephone – Some of the time (59%)  
 Email – Some of the time (54%)  
 Online – Some of the time (41%)  

 

 In relation to the question as to how useful would online or email appointments be for 
respondents personally, over three quarters of respondents (76%) highlighted either 
very useful or sometimes useful as their answer to this.   
 

 Respondents were asked to highlight more than one option in terms of which additional 
opening hours would be beneficial for them personally.  32% highlighted Saturday 
mornings, 29% stated after 6:30pm, 22% chose Sunday mornings and this was followed 
by 17% before 8:00am.  
 

 45% of respondents highlighted that they had not visited A&E within the past year and 
of the 55% that had, 39% of these had attended due to this being an emergency or the 
severity of their illness/ condition.   
 

 46 people provided additional comments and questions for responding to relating to a 
number of themes including current services, support services, accessibility, 
communication, funding and previous services.    
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 A significant number of respondents felt that this type of service in addition to their 
existing GP services would be beneficial for local people to be able to access.   They 
felt that it was a positive step to be able to offer a wider variety of options for people to 
be able to access appointments in the best way to suit them.  
 

 A number of people highlighted concerns relating to the accessibility of face to face 
appointments at the hub for people reliant on public transport particularly older people 
and especially during the evening time. Concerns were also expressed for those who 
are not IT users or do not have the equipment to access online appointments.     
 

 73 people provided their contact details and their consent to join the CCG OPEN 
network.  
 

 All age categories were represented within the responses with the majority of people 
identifying as being between the ages of 45 - 60 (33%), this was followed by the Over 
60’s (29%) and then 25 - 44 (26%) 
 

 Over 70% of the responses were provided by women and 95% of respondents identified 
themselves to be White British with 92% identifying their sexual orientation as 
Heterosexual.  55% stated their religion or belief as Christianity   
 

 36% of respondents stated they considered themselves to be living with some form of 
disability with 13% of those highlighting a long term condition or illness.  
 

 18% of respondents identified as an unpaid carer for a family member or friend.  
 
Additional feedback we received  
 
As previously highlighted we received a total of 165 responses to the survey by the closing 
date of midnight on Sunday 21 June 2015.   
 
In addition to this, 32 people attended the I HEART Barnsley Afternoon Workshop Session 
held at the Patient Reference Group Event that took place on Wednesday 3rd June 2015 at 
The Core, Barnsley and a number of questions/ comments were provided which were 
themed into the following categories;  
 

 Existing services  

 Access to potential hub locations  

 Plans for beyond the initial one year pilot phase  

 Type of services provided  

 Implementing the service  

 Engagement process  
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Readers of the Barnsley Chronicle were also asked - Would you like to be able to have 
GP appointments after work and in the evening?  
 
A number of the comments provided from the Barnsley Chronicle ‘Online Chat’ section were 
published in the Friday 19 June 2015 print edition.  Again the comments were themed into 
the following categories;  
 

 Existing services  

 Support for extended access to appointments particularly online for people who work 
and for parents  

 Type of services provided  
 
Decision Making Process  
 
There were two elements to this work; Firstly we used the information and feedback 
provided by admittedly a very small percentage of the overall local population to inform our 
wider decision making process in choosing the locations for the two hubs. Secondly the 
feedback and information provided is to help us to shape how the service will work in 
practice and how we can communicate and promote the service across the borough once it 
is up and running.  
 
Following the end of the public engagement period, a panel of senior managers from 
Barnsley CCG along with support from the Barnsley CCG Lay Member for Patient and 
Public Engagement, CCG Equality Lead, Estates Lead from South West Yorkshire 
Partnership Foundation Trust (SWYPFT) and a representative from Healthwatch Barnsley 
were able to access all of the feedback received.  No GPs were involved in the overall 
scoring and decision making process.  This was in order to ensure that no conflicts of 
interest could occur and the process used when viewed could be seen as both open and 
transparent.   
 
The panel were able to consider the pubic feedback alongside a number of other key 
qualifying weighted criteria relating to factors such as geographical location, facilities, 
access, finance, and equality when making their decision regarding the location of the two 
hubs as part of the application process that has been carried out.   
 
An interview process for all four hub applicants was also carried out to aid the overall 
scoring process. During interview, applicants were invited to answer key questions and 
clarify points from their initial written applications.  
 
Out of the four applicants; two of the practices applied to act as the main hub location and 
the other two practices applied to act a satellite hub.  Due to this they were evaluated and 
scored against each other rather than overall.    
 
All of the scoring was carried out individually by the panel members and then added 
together to provide an overall score. 
 
The outcome of the decision making process was that new primary care services will 
operate out of the Woodland Drive Medical Centre near the Kingstone, Pogmoor area and 
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the Chapelfield Medical Centre in Wombwell.  The services will be open to anyone who is 
registered with a GP in Barnsley. 
 
Next steps  
 
It is anticipated that the new services will commence at the end of September 2015 with 
face to face appointments being available at the two locations and over the telephone. The 
email and video services will follow later on into the autumn.  
 
The services will be additional GP and nurse time for Barnsley patients and people will not 
need to or be able to register with these new services.   
 
The services will be run by a new team of GPs and Nurses who have been recruited and 
will operate separately to the practices who occupy the buildings. 
 
They will be open to anybody registered with a Barnsley GP. However, all appointments will 
still need to be booked, just as they would be with your own GP or practice nurse. 
 
These services will initially be a 12 month scheme and will be evaluated to make sure they 
are making the best use of resources and improve services for Barnsley people. 
 
 
 
If you would like further information about any of the details contained in this report, please 
email barnccg.comms@nhs.net or call us on 01226 730000. 
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