Bugbrooke Surgery Telephone Triage System for Appointments

At Bugbrooke Surgery we offer a Telephone Triage system for all new appointments.

This is where a patient telephones us who would like to :-

· speak to a Doctor about a new problem
· attend the surgery for an appointment about a new problem or
· request a home visit
The Receptionist will take their details and ask the Duty Doctor to phone them back.

Why can’t I just book an appointment?

In the past patients would ring up, speak to a Receptionist and be given an appointment some time in the future.  As the practice grew it became clear that patients were waiting longer and longer to see a Doctor and no account was being taken of the medical priority of the problem. 

We also did not believe that it was appropriate for a Receptionist to assess the urgency of a problem as well as a Doctor.

Our research showed us that the best way forward to provide a safe, responsive appointment system was to move to Telephone Triage, and we did this 6 years ago.

Now when asked at 8.30 am when our next free appointment is we are always able to say proudly “This morning at....”

Telephone Triage by a Doctor has many advantages for our patients.

· Easy, fast access to a Doctor on the phone.
· Patients are not just offered an appointment 2 weeks in the future by a Receptionist - their needs are assessed quickly and expertly by the Duty Doctor and they are usually seen that day, later in the week or in the evening by arrangement with the Duty Doctor.
· The history is taken over the phone by the Duty Doctor, this means that at the actual appointment more time is available to discuss and deal with the patient’s needs than if a full history had to be taken in the 10 minute appointment slot.
· Patients who are genuinely ill can be seen that morning or afternoon as they will have been prioritised by the Doctor.  Sometimes patients can be reassured and seen at a later agreed time.
· Patients who have minor problems or queries can often be dealt with by a phone-call. 
· Patients who work all day do not have to take time off work to visit the Surgery to discuss a problem they could have been dealt with over the phone.
· The system minimises the time Doctors are tied up in surgery seeing minor problems and maximises their availability to be able to deal with the acutely unwell patient and for seeing their regular patients. 
· It allows the Practice to offer free appointments all day to deal with patients with sudden or acute problems who need to be seen urgently.
So what actually happens when I phone the Surgery?

When you phone, the Telephone Receptionist will ask you if the problem is new or if you are telephoning about an existing problem.  

If it is a new problem the Receptionist will take details of your telephone number to enable the Duty Doctor to phone you back e.g. a mobile or land-line number.

They will then ask you for some details of the problem you have phoned about.  

This is not just a nosy Receptionist - we promise!  

It is to allow the Duty Doctor to see on his/her computer screen when there is a call he/she should make as a priority e.g. a sick child or someone with chest pains.  This is what is known as Triage - prioritising urgent over routine calls.

Of course if you do not want to discuss the problem with the Receptionist then that is perfectly acceptable - they will take your details and ask the Doctor to phone you in the usual way.

The Duty Doctor will then phone you back (within the hour but usually much more quickly!), take a history of your problem and arrange the appropriate appointment or treatment. 

What if I want to see or speak to my own Doctor as a follow-up to an existing problem?
The Receptionist will be able to see that your Doctor has asked to see you again from their notes following your previous consultation.  

They will then either:

book you in with your own Doctor for a follow-up consultation as agreed at your last appointment at a time convenient to you or ask them to phone you

or

if there is no note that you have to be seen again you can either wait for your own Doctor to telephone you back

or

you can speak to the Duty Doctor about your problem - the Receptionist will take your details as if you had a new problem and the Duty Doctor will telephone you back later.
RJM January 2009
RJM January 2009

