Improvements to our Appointment System
Background

We have tried a number of different appointment systems to meet the ever increasing demand to see a doctor.  The telephone triage system was favoured by a number of patients as it allowed them to speak with a doctor either at home or work.  Others preferred the more traditional choice of being able to make an appointment to come to the surgery.  

Present System

In response to your comments in our recent patient satisfaction survey and our ongoing monitoring of the demand for doctor appointments, we will be increasing the number of appointments bookable on the day with a named doctor and reducing the number of telephone triage consultations.

The option for a telephone consultation will still be retained for problems which do not require you to come into the surgery.

We have had an external review of our demand and capacity to meet the daily requests for appointments which resulted in a business case for extra staffing being submitted to the Primary Care Trust but this was unsuccessful.

The daily requests to see a doctor is still very high and to meet that demand we intend to introduce a blocked period each day for emergency appointments for those urgent cases which need to be seen that day.  This may involve you having to come to surgery and sit and wait to be seen.  These extra appointments are for urgent cases and the doctor may therefore be unable to deal with sick notes, routine repeat prescriptions and non-urgent conditions.   Please note this is NOT a drop-in service, please telephone reception first.

We will continue to provide pre-bookable appointments each day as well as during our extended hours on a weekday evening at the Colliery Surgery site at Harworth/Bircotes and at weekends alternating between Tickhill and Colliery surgeries for non-urgent conditions etc.

All requests for a home visit will be initially passed to the doctor to call back to assess and prioritise the request.

The daily requests to see a doctor is still very high and to meet that demand we intend to introduce a blocked period each day for emergency appointments for those urgent cases which need to be seen that day.  This may involve you having to come to surgery and sit and wait but you will be seen that day.  These extra appointments are for urgent cases and the doctor may therefore be unable to deal with sick notes, routine repeat prescriptions and non-urgent conditions.   Please note this is NOT a drop-in service, please telephone reception first.

We will continue to provide pre-bookable appointments each day as well as during our extended hours on a weekday evening at the Colliery Surgery site at Harworth/Bircotes and at weekends alternating between Tickhill and Colliery surgeries for non-urgent conditions etc.

All requests for a home visit will be initially passed to the doctor to call back to assess and prioritise the request.

Appointment Times

Appointment times are scheduled at 10 minute intervals as, nationally, most consultations are dealt with in this time.  However some patients have more complex problems that may cause some over running.  We will endeavour to advise you if you are waiting past your appointment time because the doctor is running late, and hope you will understand if it happens.  

Why not more appointments?  

Almost all consultations with a doctor results in additional time away from direct patient contact, i.e. if a diagnostic test or referral to a hospital consultant is suggested, the documentation for that test etc, referral letter with past medical history, current medication etc has to be completed and sent off.  When the outcome is returned by the hospital it has to be reviewed and appropriate action taken, medication changed, patient recalled etc which all takes time.   This is in addition to resolving medication issues, reviewing hospital admissions and discharges and checking and signing the hundreds of repeat prescriptions we handle every day.

Limitations

We try to book external locum doctors for periods of high demand when doctors are away on holiday etc, but doctors sometimes fall ill themselves and it is not always possible to get a replacement at short notice.  In these instances we will let you know if we are making temporary arrangements such as emergencies only for a limited period etc.

We hope this helps you understand our procedures a little better and the steps we have taken to respond to you, the patient.










