
 infection control
 physical distancing
 conserving PPE supplies
 protecting vulnerable patients
 managing human resources
 maintaining a covid-safe workplace

The callback system means that (except at weekends) you will never have to wait more than 24 hours for a conversation with a doctor about your
medical problem -  and if you have called before 11am, or if it is medically urgent, it will be even sooner than that. 
Many of you will prefer the convenience of having your problem dealt with over the phone or the internet  
There are environmental benefits to reducing the number of trips to the surgery.

Q1 I've got a medical problem and I need advice from a doctor or an ACP - what do I do?
You can ring up the surgery, and explain what your problem is to the receptionist. If a doctor or ACP is the right person to help you with your problem, the
receptionist will arrange a contact for you. There are two types of contact  the receptionists will offer you - a callback or a telephone appointment.  
Alternatively,  you can use our website to send in an online query.
 
Q2 What is a callback? 
A callback means you will be put on the list for a doctor or an ACP to phone you the same morning to find out about your problem and agree the best way
to deal with it. They will aim to deal with it on the phone, but may arrange to see you face to face in the car park or surgery building if essential.
 
Q3 Can I get a callback any time?
The callback list opens at 8am and closes at around 11am each morning, depending on demand. So you need to call before 11am. 
 
Q4 what happens if I develop an urgent medical problem after  11am?
After 11am you may still be offered a callback if your problem is medically urgent and can't wait until a callback the next morning
 
Q5 Do I have to wait around all day for the callback?
Because of high demand, we can't give a specific time for a callback, but if you have called before 11am the doctors aim to have called you back by 1pm the
same day. We do ask that you keep your phone with you so we can get hold of you straight away.
 
Q6 What if I can't wait around for a callback?
You could choose to book a prebookable GP telephone appointment instead.
 
Q7 How do the prebookable appointments work?
You can ring any time during opening hours to book a telephone appointment, and these are available up to 2 weeks in advance. These are appointments,
meaning you will be called by a doctor at the time of the appointment (unless the doctor is running late). The appointments are up to ten minutes long.
 
Q8 When is a callback better, and when is an appointment better?
A callback is best if you want your medical problem to be addressed on the same day OR if you think the doctor is likely to need to examine you. An
appointment is best if you want to have a definite time for your call.
 
Q9 I'd prefer to have a telephone appointment rather than a callback but I think the doctor might need to see me to assess my
problem properly. Are there any other options?
Yes - for some problems, e.g. a rash or a swelling, our reception team will be able to collect a photo from you via a text message - this will then be ready
for the doctor to look at at the time of your appointment.
 
Q10 What if i'm not sure whether I need to be seen face to face by the doctor?
this is why it is essential that you give the receptionists as much info as possible about your problem - so that you can be advised on the best type of
contact to book you for - callback or appointment.
 
Q11 Can I choose which doctor I have my callback or appointment with?
No. We have to keep our medical staffing rota as flexible as possible at the moment to allow us to manage the high demand and also to anticipate
unexpected staff absences through self-isolation. If you have an ongoing problem, the  doctor who has been dealing with you will be allocated your
callback or appointment if possible; if this is not possible a different doctor can safely and effectively continue your care, referring to the previous
doctor's clinical notes and plans.
 
Q12 What is the online option?
You can send in various types of query via the website. This could be an option for you if you think the medical advice you want is a simple question that
can be answered without the need for a conversation or examination with a doctor. You can also send in other types of query e.g queries about sick notes
or changes of address.
 
Q13 What happens to my query after it is sent in?
It will be read by a fully trained member of the reception and admin team, who will pass it confidentially to a doctor (unless there is another person better
placed to deal with it). If the doctor feels you do need a conversation after all, you will be contacted and advised to arrange a callback or
telephone appointment.
 
Q14 What about if I am housebound - what are my options then?
The same options are available to you as to all our patients - online query, callback, or telephone appointment. If you feel you are likely to need a visit for a
face to face assessment, please let the receptionist know. They will then book you a callback slot for the doctor or ACP to assess you first by telephone.
 
Q15 What about a nurse or HCA appt?
We are in the process of rethinking our nursing callback and appointment system and will share the details of any changes as they are made.
 
Q16 Callbacks - remote consultations - no choice of doctor - car park appointments - why all the big changes?
The changes to our service are of course a result of having to operate under pandemic conditions and the mitigations put in place nationally:

However, as well as keeping you and our workforce safe, we hope that you will agree there are many other benefits to the system we have introduced. 
For example 
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