CROFT MEDICAL CENTRE – BRIEFING NOTE PROVIDED BY NHS

The practice changed the appointment system in June 2008 following feedback from the yearly patient satisfaction survey.
 
At this time, patients had complained that they had to wait too long on the telephone in the morning to book a same day appointment, and that when they got through; most of the appointments had gone.   Also, they weren’t happy that they couldn’t book more than one week in advance, and that there was sometimes a queue to check-in at reception during peak times.
 Changes:
 
  1. No need to ring for an appointment.  Everyone will be seen if they arrive at
      reception by 9.30am.  All doctors have an open surgery in the morning, and
      everyone who wants/needs to be seen will be.
  2. When we first changed the system, we decided to offer pre-bookable
      appointments up to two weeks in advance.  We have since increased this to four
      weeks following recent patient feedback.
  3    Online scripts and appointments
  4   Extended hours on Mondays and Saturdays.
  5    Increased core hours on a Thursday afternoon
  6    Purchased a patient self check-in
 
The following points regarding our appointments system are hopefully helpful:
 
   The practice is open between 8.00am – 12.30pm and 1.30pm – 6.30pm Monday to Friday. The telephone lines are open between 8.00am – 6.30pm.
     The practice also offers appointments on a Monday evening between 6.30pm – 
    8.30pm, and a Saturday morning between 8.00am – 10.30am.
    All patients who wish to been seen on the same day are guaranteed an appointment if they present at surgery between the hours of 8.00am – 9.30am. This is an open access surgery, offering 10 minute appointments for anybody who wishes to be seen on the day.
     Patients are discouraged from queuing outside of the surgery before 8.00am, and there is no reason to do so, however if patients wish to queue, the internal doors to the foyer are open so that nobody waits outside.  The foyer is heated and has a toilet.
     Nobody is turned away from surgery if they need to be seen.  If a patient requests a same day appointment after the 9.30am cut-off, their request will be triaged by the Duty Doctor. The Duty Doctor will decide whether their concern can be dealt with over the telephone, or whether an appointment or home visit is required.
     Afternoon appointments are available up to four weeks in advance, and these can be booked via the telephone, in person or on-line.
     All repeat medication can be ordered on-line, in person, via fax, or in writing.
    The practice has purchased a self check-in so that nobody has to queue to book in for their appointment
 
We are the only practice in the Oadby area to offer appointments on a Saturday morning, and we are the only practice offering on-line appointments and prescriptions.  We also have an up-to-date website www.thecroftmedicalcentre.co.uk
 
I am happy to liaise with the local community at any future events.
 
Kind regards 
Bridget Capell ,Business Partner, The Croft Medical Centre, Oadby.
