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PATIENT NEWSLETTER JANUARY 2017 

We would like to wish all our patients a Happy and Healthy 2017. 

Introduction 
We have many enquiries asking about how we manage our appointments systems. To help 
patients understand this system we thought we should provide a full explanation of how it 
works and thought we would dedicate this newsletter to this one subject. 

Overview/Summary 
Our appointments are released for booking each day at 8:00am. We have various types: 
 

 Same day appointments (reception, online, phone) 

 72 hours advance booking (reception, online, phone) 

 2 weeks advance booking (reception, online, phone) 

 Telephone consultations (reception, online, phone) 

 Doctor only bookable appointments (Doctors only) 

 Nurses appointments (Reception, phone) 

 Special Clinic appointments (Reception, phone) 
 

Appointments can be booked online via Patient Access (also available as a smart phone 
app), on the phones or in person at reception. We have indicated above how each type of 
appointment can be booked. 
 
When all directly bookable appointments have been used we offer a GP call back system. If 
following a call from a GP you need to be seen the doctor will arrange for this. In total the 
practice provides approximately 2800 appointments each week, this being a mix of the 
various types as detailed above. 

Appointments System – In detail 
We have a combination of advance appointments available with our GPs at 2 weeks and 72 
hours ahead. These are opened automatically by our system for booking each day.  
Appointments with one of our nurses’ appointments are bookable up to 4 weeks in advance 
and for special clinics the booking is 6 to 8 weeks ahead.  Our computer system releases a 
new tranche of appointments daily at 8:00am so that every day there will be availability to 
book appointments in advance. In addition at 8:00am we also release our appointments for 
use on the same day.   
All routine GP appointment slots that are available to our care navigators to book are also 
available online via Patient Access. (This system is also available as an app on all smart 
phones) For those patients who have online access this means they can avoid needing to call 
the surgery. This frees up our phone system to those patients who do not have access to a 
computer or smart phone. 
 
Once all the routinely bookable appointment slots have been taken, rather than ask patients 
to keep calling us back we undertake to have a GP call them back. Using this service a 
patient will be put on the list for the same day team of doctors to call. The same day team 



are not just there to deal with ‘urgent’ matters, although of course they do that too, but will 
deal with all other matters. The same day team doctors have appointment slots available to 
them that the care navigators do not and that are not bookable via the online system. They 
will speak with patients on the phone and, together with the patient, decide on the best 
course of action to deal with the problem the patient is presenting with. Some issues can be 
dealt with over the phone with advice and reassurance. For instance someone might require 
a further supply of medication or need a review that could be done over the phone. A nurse 
may best deal with some problems and the doctor will book the patient to be seen by the 
nurse.  
If it is decided that being seen by a GP is required the doctor will book you in either that 
same day or in a couple of days’ time if that is what suits and the problem can clinically wait. 
All of these decisions are reached with the patient and with doctors’ clinical knowledge that 
the navigators do not have. Analysis has shown that approximately one third of patients 
receiving a call back need an appointment to be seen face to face, meaning that two thirds 
have avoided coming in unnecessarily.    
We do experience a very high volume of calls especially first thing in the morning. At this 
time we have up to 8 staff members answering the phones. We have often taken over 100 
calls by 8:15am. When added to that those patients booking online it may explain how all 
appointments released at 8:00am appear to go so quickly.  This appointments system was 
introduced in an attempt to balance the varying needs of our patient population. We do 
regularly review how we manage our appointments using feedback from patient 
experiences and analysis of statistics from our systems. We have also recently changed the 
doctor’s timetable to create more advance booking appointment slots to provide an 
improved balance between the on the day and advance booking availability.   
We recognise not all patients can call at 8:00am. This is where the same day team call back 
system provides the facility for patients to call at any time during the day and be able to 
speak to a doctor and be seen when this is required. This process avoids the need to call at a 
specific time of the day giving more flexibility to our patients.  

Continuity 
It is recognised that patients sometimes prefer to see a specific doctor for the purpose of 
continuity, which we as practice understand.  To help facilitate the continuity that some 
patients require every patient will have a named doctor and will be assigned to the Clinical 
Team to which that doctor belongs. This will allow continuity of patient care when named 
doctors are not available clinically on a given day or week. 
A member of your clinical team will view any correspondence relating to your care and any 
test results. If you need telephone advice we will try to ensure that it is a member of your 
clinical team that you speak to. We would also encourage you to try to make an 
appointment with one of the doctors from your clinical team for any on-going health 
problems.   If you look on our website you will be able to identify the other members of your 
team who are listed there. If you are unsure of who your named GP is please ask one of our 
navigators when you next call in or telephone us. 
 

CQC 
The practice underwent a CQC inspection in October 2016 and are delighted to be awarded 
‘GOOD’ across all five standards. 
 


