

Introduction
This is intended to focus on the changes to the telephone system and appointment availability that are planned to be completed between February and May 2008. These changes are going to have a greater impact on our patients than any made recently. I will be pleased to hear your views on the proposals. 
Summary of changes

The new telephone system will interface with the existing clinical system so that patients are able to book, check or cancel Doctors appointments without speaking to a receptionist. This will include a change to our telephone number. 
In addition this system will enable us to send text messages, queue calls (max 2) with information about position in queue and record calls for training. 
At this time we will change the appointment scheme to allow more appointments to be booked in advance. This will of course reduce the number of appointments that are available on the day. 
Booking appointments over telephone system
Patients when calling will be offered the choice to speak to a receptionist or book a Drs appointment using the automated system. Reception will continue to be available from 8AM to 6PM (8AM to 1PM Wed) but it will be possible to use the automated system 24 hours a day. Appointments for the day become available from 8 PM the previous evening so it will be possible for you to book your appointment the night before. 
Telephone choice system

On answer you will be offered 3 choices

1 Use automated system to book appointment by Dr (24 hours a day)

2 Use automated system to book appointment by date (24 hours a day)

3 Speak to a receptionist (8 AM to 6 PM)

If you use the automated system you will need to enter a patient number and your Date of Birth, then by using your keypad you will be able to book, cancel or confirm an appointment with a Doctor. 
If you chose to speak to a receptionist when we are closed you will receive the out of hours’ message. Patient numbers will be available in the surgery at least a month before the switch on date. 
Changing the availability of appointments
Our objectives are: -

· To increase appointments available in advance, 
· To see all patients that need to be seen on the day they call, 
· Keep a low level of patients that DNA (Do Not Attend), 

· To keep within the available resources. 
This change is going to have a greater impact on patients than any other change made recently and there are many factors that impact on these changes. We have limited resources (funding and premises), demand for Drs appointments is normally 520/week, all studies show that the further in advance appointments are booked the higher the number of patients that DNA increasing the number of appointments needed.
At present we book 85% of our appointments on the day and 15% of appointments are opened 6 weeks in advance. We have very low levels of DNA from our patients. 
We propose: -

· 60% of appointments on the day.
· 40% of appointments 2 weeks in advance.
· We will no longer book appointments 6 weeks in advance.

· A review process will exist for patients that DNA and patients with unacceptable attendance will be removed from the list. 
The earliest and latest appointments in each day will be available in advance, on the day appointments will mainly be between 10AM and 4PM. 
The clinical computer system will be altered to release the appointments for booking at 8 PM each evening. It will be possible to book these appointments through the automated telephone system and over the Internet. 
As now if you feel you need to see a Doctor today and all appointments have been taken then you will be asked to come to the surgery now and a Doctor will see you but we can’t confirm which Doctor you will see and you may have to wait for a while. 

Time Table for change

Feb 13th Telephone system will be changed in the surgery

Feb 18th Change to availability of appointments

March 26th Patient Partner will be installed

April 2nd New Telephone lines will be operational

April 16th New Phone numbers switched on and Patient Partner switched on

Comments

These changes are significant and we need the views of our patients, please can you send us your views either from the web site or in writing. 
Tom Johnson 



Practice manager 

www.streafieldsurgery.co.uk
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