[image: C:\Users\su001508\Desktop\New logos Swansea Bay\Abertawe_Swansea NHS Health Board.jpg] Bwrdd Iechyd Prifysgol Bae Abertawe
Swansea Bay University Health Board
Gwasanaethau Corfforaethol | Corporate Services
Un Porthfa Talbot | One Talbot Gateway
Parc Ynni, Baglan | Baglan Energy Park
Port Talbot SA12 7BR
Ffôn Phone: 01639 684 363

	
Cais Rhyddid Gwybodaeth / Freedom of Information request
Ein Cyf / Our Ref: 25-I-049






You asked:

1. Booking options:
For GP practices in your area, please indicate the total number of practices in your area and the percentage that offer each of the following booking options to patients: 
There are 44 GP practices within the Swansea Bay University Health Board area.
1. Online booking 
The Health Board does not routinely collect data on the use of online booking systems. However, practices are contractually required to offer digital contact options for non-urgent requests, which may include online booking depending on local implementation.
1. Telephone booking 
100% of practices offer this option, in line with contractual requirements.
1. In-person booking 
100% of practices provide this at the reception desk, also as a contractual requirement.
In addition, the Access Commitment requires GP practices to adopt a blended model of access, offering a mix of remote, face-to-face, urgent, on-the-day and pre-bookable appointments.  In Swansea Bay 44 Practices were assessed as achieving this standard at the end of March 2025. 

1. Digital by default:
The NHS England 10 year plan outlines a shift toward services being “digital by default”. Is this sentiment reflected in your area? If so, how does your area plan to make healthcare more digital?
Please see attached Digital Strategy (appendix 1).

1. Mitigation measures in your area: 
Please outline the steps your area has taken to ensure that older adults (particularly those without internet access) are not disadvantaged by the shift to "digital by default".
To ensure older adults, particularly those without internet access, are not disadvantaged by the shift to digital by default, the following measures are in place:
· Contractual requirements: The GMS contract mandates telephone and in-person booking options, ensuring non-digital routes remain available.
· Monitoring and assurance: The Health Board monitors compliance with the GMS contract and Access Standards, which include equitable access considerations.
· Promotion of the All-Wales Accessible Communication and Information Standards: Practices are expected to apply these standards, which include provisions for older adults and those with sensory or cognitive impairments.

1. Examples of good practice: 
Please provide examples of good practice from GP surgeries in your area that specifically support access for older people, including initiatives to maintain or enhance face-to-face access and ensure they are not adversely affected by the move towards "digital by default".
At present, the Health Board has not formally identified specific examples of good practice from GP surgeries in relation to supporting access for older people in the context of digital by default. However, we recognise the importance of capturing and sharing such initiatives and as part of the Access Standards GP practices within Swansea Bay are required to engage in their Professional Collaboratives to discuss performance against the Standards. This includes:
· Completing an annual Reflective Report, which includes feedback from the National Patient Experience Survey. 
· Sharing and discussing these reports collaboratively to promote peer learning and identify areas for improvement.
These collaborative discussions provide a valuable platform for identifying and sharing good practice, particularly around equitable access for older adults and those who may be digitally excluded. The health board is currently reviewing the themes from the recent reflective reports which will be discussed at the HBs Access and Sustainability Forum. 

1. Complaints: 
Data on the number of complaints submitted in relation to difficulties booking appointments in your area between 1st April 2024 and the 31st March 2025?
A total of 19 complaints were received between 1st April 2024 and 31st March 2025.

When submitting your response it would be helpful if you could also provide details of the service providers/surgeries/practices covered in your area, and if you know of a GP practice in your area that you believe exemplifies outstanding involvement of older people, we would be grateful if you could share their contact details so we may get in touch with them.
Please find attached list of GP practices in Swansea Bay University Health Board (appendix 2).
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