

Introduction

The new phone system will allow patients to book, cancel and check dates and times for appointments with the doctors.  This newsletter aims to give details of the various voice prompts that will be given to patients through the telephone system. The new telephone number will be 0844 412 7378. 
Over view

There are 4 steps in the telephone system

Step one callers will be able to choose to use the automated system or speak to a receptionist.
Step two verifies the identity of the caller by use of Telephone number, Patient code, Pin number and Date of Birth. 
Step three the caller will choose between booking, cancelling or checking an appointment. 
Step four will allow you to decide which doctor you wish to see or take the first available appointment.
Step five will allow you to enter your preferred date and choose either AM or PM appointments.
Telephone Prompts in greater detail
Step one (Automated system or speak to receptionist)
1 Enter 1 to Book, Cancel or check an appointment with a Doctor using the automated system

2 Enter 2 to Speak to a receptionist

Step two (Verify the caller Identity)

Following prompts enter, Your Date of Birth (DDMMYY), Patient ID (on registration letter), Your Telephone number and your PIN
Step three (Choose the service)
Enter 1 to book an appointment with a doctor
Enter 2 to check or cancel an appointment with a doctor
Step four (Choose the Doctor 1) 
Enter 1 for any doctor

Enter 2 for a Male Doctor

Enter 3 for a Female Doctor

If you want a named doctor you will then need to choose so if you enter 2 you will then get the following 

Enter 1 for any Male doctor

Enter 2 for Dr Mistry

Enter 3 for Dr Rajani

Enter 4 for Dr Rabie

Having selected the doctor you will then be invited to take the first available appointment or to enter a preferred date. 

You will be asked if you want AM or PM

You will then be offered an appointment and will either accept the offer or ask for an earlier or later appointment. 

At each stage you will be able to go back to step 3
Timings

We have now tried the system and it will be possible to book the appointment in the same time as if you are speaking to a receptionist. In most cases the conversations with reception are taking longer than the automated system. 
The appointments will be available from 8 PM each evening, it will not be possible to use this system between 1 AM and 3:30 AM as the computers are not available at this time. 

We are still preparing to go live on the 16th April. Please ask reception for a copy of your patient letter so that you are able to register as soon as the system goes live. 

Comments

As usual I welcome any comments.
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