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Dear Richard, 
  
As requested please see attached report with practice response. Should you need any further information 
please do not hesitate to contact us.  
  
Thank you  
  
Regards,  
Dimple Patel 
Asst. Practice Manager 
Abbey Medical Centre 
1 Harpour Road 
Barking 
Essex 
IG11 8RJ 
Tel: 020 8090 8106 

Patient’s waiting a long time for their appointment time to see the GP doctor. 

 We acknowledge that there are delays.  

Sharing information with patients about the out of hours’ services  

Telephone lines not being answered quickly enough or patient’s not being able to get through. Very 

frustrating! 

In one of the waiting area toilets, facilities were not hygienic- there was no hand wash and no paper towels. 

 We value your feedback. It was especially helpful that the review was unannounced and ensures that 

we received an unbiased feedback. Please note the following points:  

 Opening hours: Our opening hours on Mon, Tue, Wed are 8am to 8pm; Thurs 8 am to 6.30 pm;  

Fri 8 am – 7pm  

 We will explore how to change the font on the screen display for GP hub information; meantime we 

will change our display for patient waiting area and display this information more clearly. 

 We regularly send our front staff for customer services training and will continue to do so. 

 We are in the process of reconfiguring the reception area and soon we will have two receptionists and 

one manager in the reception area during peak times. We have recently changed our telephone 

provider service so that call waiting is less onerous for the patients. We also regularly check our phone 

answering time data and feed this back to our receptionists.GP National Survey 2019 shows 68% of 

respondents find it easy to get through to this GP practice by phone. This is higher than Local (CCG) 

average: 64%. We will continue to try and improve on this based on HW survey. Our current online 

user patient population is 18% and we are trying to increase it.  



 National GP survey 2019 also shows that 68% waited 15 minutes or less after their appointment time 

to be seen at their last general practice appointment, which is better than Local (CCG) average: 61%. 

However, we will continue to try and improve on this based on HW survey. 

 We apologize unreservedly regarding the toilet facilities on the day. It is most unfortunate that we had 

to remove the blue disposable towel roll from patient toilets because this was being repeatedly 

disposed of in the toilet causing blockages, despite polite requests. We will be looking to install an air 

dryer. 



 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 




