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Hello, can I book an appointment please? 
 

A phrase that our front-line team hears many times a day!  Ten years ago, there may have 
been a simpler answer to that, with a response asking if the patient was looking to see a nurse 
or a GP.  Today, with the extended needs and expectations of patients and a much wider range 
of healthcare professionals that work with us at the Practice, it is not so straight forward. 
 
Coupled with the ability to see a healthcare professional in person, via a video link or talk to 
them on the telephone, the answer to the headline question above needs a broader discussion.  
Our reception team, known now as ‘care navigators’, are asked to widen a conversation with 
patients about their need in an attempt to match that need with the most appropriate service or 
healthcare professional. 
 
For example, each week at the Practice we have First Contact Physiotherapists, Mental Health 
Practitioners, Pharmacists, Pharmacy Technicians, Social Prescribers (who help with social 
needs), the Midwife and Hospital Specialist Nurses offering patient contact and appointments.  
 
This wider team along with our Practice Nurses, Healthcare Assistants, Nurse Practitioner, 
Phlebotomist and GPs make up a true multidisciplinary team to help meet your needs. 
 
With a larger group of Practitioners, this is why our care navigators (receptionists) ask a little 
more about your need when you contact us.  Many of you explain your need when you contact 
the surgery, others that traditionally feel an appointment with a GP is necessary are asked to 
provide a little information, which is all treated in confidence.  This we recognise is a delicate 
conversation to have, but the Partners at the Practice are supportive of this line of enquiry to 
help ensure patients see or are directed to the appropriate service or person.  On some 
occasions direct contact with one of the Healthcare Team may not be needed and the care 
navigator may be able to pass details of your enquiry or situation to a clinician with the matter 
resolved or managed in a different way.  
 

 
 
Notwithstanding the pandemic, the NHS has 
needed to change.  We regularly review the 
offer of care and services we make to our 
patients, and this is good practise.  Only at 
the beginning of March, we made a major 
change in our offer around appointments.  
Whilst throughout the pandemic we have 

remained ‘open’ to patients, we have 
offered different forms of contact.   
 
From 6th March, all our routine bookable 
appointments with GPs are offered face to 
face (increasing the time with the Doctor to 
15 minutes).  However, the increased use of 
telephone and video appointments during 
the pandemic suit some people more than 
face to face appointments and so patients 
now have a choice for routine bookable 
appointments made in advance to be either 
face to face, on the telephone or via online 
digital video link.  This is a choice that can 
be made at the time of booking.  We will 
provide a specific time for all of these types 
of consultation. 
 



     
For some time now, we have offered digital 
e-consultations via our generic E Mail 
address.  Your routine (non-urgent) E Mail 
clinical queries are copied into your medical 
record and responded to within 5 working 
days. 
 
Our response may have been sent via E 
Mail, SMS Text, letter or telephone contact 
from someone at the Practice.  
 
This mechanism was a little ‘clunky’ in 
transferring your E Mail, which forms part of 
your medical history, to your record. 
 
No more!  As you may have seen from our 
website, we have teamed up with a digital 
partner and now offer an alternative e-
consultation option via AccuRx patient 
triage.  Using this method of e-consultation, 
your query, question or clinical conundrum 
is recorded directly into your record with a 
response to your preferred method of digital 
contact – SMS or E Mail.  
 
The software templates offer greater 
structure to clinical contact with us.  
 
This is our preferred method of digital 
consultation with patients.  It’s safe and 
secure and the software is approved 
nationally by NHS England.  These contacts 
should exclude what may be considered a 
request for urgent help and patients should 
contact us by telephone for such.   
 
You can upload photographs for say a view 
on a skin condition or upload a set of home 
blood pressure readings that you may like 
us to review.  Visit the online page of our 
website to access the service. 
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Self-help and care 
 
We have highlighted in this newsletter 
options for contacts at the Practice, but 
broader thinking can help you find other 
ways to meet your healthcare need.   
 
Self-care using resources from the nhs.uk 
website, local pharmacists or specific self-
help websites like diabetes.co.uk can 
provide useful advice. 
 

The nhs.uk website has 
an A-to-Z index of 
common health care 
problems to help and 
support patients. 

______________________________ 

 
We need to hear more about what you 
think!  We have always tried to respond to 
need as we see fit.  We talk to patients 
about changes we are proposing when we 
see them in surgery and we respond to the 
themes in the annual national patient 
survey, which are a barometer on what you 
think about the care and services we 
provide! 
 
But we could do better!  A small group of 
patients (our patient reference group) used 
to meet at least three times a year pre-
Pandemic and met just once last year for 
opinion on our plans to extend our opening 
hours by working with other local Practices.   
 
We would like to convene a larger 
representation group.  A virtual meeting 
may allow that to happen.  By Zoom or 
Teams!  Or perhaps face to face in a larger 
setting.  If you would like to be part of a 
wider meeting (virtually or in person) later 
this year, so we can gauge your views, 
please E Mail us at mail.heathgate@nhs.net 
using PRG as the subject in your E Mail. 
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