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Dear patients,
We are changing the way that you book appointments at the practice.  This will take effect on Monday 5th August.
One of the main concerns we hear from our patients is issues they encounter when trying to access an appointment with a GP at the practice.  So, in order to make this better for all of our patients and reduce the 8am telephone rush, we are changing to an online triage system, using e-consult, which many of you will have used before.  This means that all appointment requests will be reviewed by a GP to ensure that they are appropriate and that they are dealt with in an appropriate time frame.
Don’t worry if you do not use the internet, our reception team are here to support you to access GP appointments.
You will be able to make an appointment request two ways.
1. Between the hours of 08:30-13:00 and 14:00-18:00 you can call reception on the usual number to request an appointment.  The receptionist will ask you for information about your problem and record this within the eConsult system.  The duty GP will review your request and you will be contacted by reception following this to book your appointment if the GP feels this is appropriate.  Your request may be dealt with without an appointment by the duty GP or you may be advised self care.

2. Between the hours of 06:00 and 22:00 you can fill in an eConsult form on the practice website.  https://hettongp.webgp.com/ This will be reviewed by the duty GP and you will be contacted by reception following this to book your appointment if appropriate.  Your request may be dealt with without an appointment by the duty GP or you may be advised self care.

We wish to make it clear that this only applies to GP appointments at the practice.  You can still book nurse/HCA appointments by calling the practice as usual.  If you are permanently housebound you can arrange home visits by calling the practice before 11:00 on the day you require your visit.
You can help us to make this work by
1. Using the eConsult online if you are able to.  Even if you ring up for an appointment you will not be given one there and then.  There is no advantage to calling reception if you are able to use the eConsult form on our website.  We have moved our telephone line opening time back to 0830 so that we can contact patients who have submitted requests online before the requests start coming in by telephone.

2. Provide as much detail as possible.  The main benefit of the new triage system is that it allows us to assess who needs appointments, with whom and when.  The more detail you provide, the more likely we are to be able to address your problem or arrange an appointment with the appropriate professional within the appropriate time frame.  If you do not provide us with any information regarding your appointment request you will not be given an appointment.
This change to our appointment system has been developed in accordance with guidance from NHS England and in consultation with our patient participation group, Healthwatch and the office of our local MP Bridget Philipson.
We recognise this is a significant change to the way we run our appointment booking system at Hetton and anticipate that there will be teething difficulties as we transition.  We are grateful for your patience going forward and remain optimistic that this will lead to a much more accessible appointment booking system for all of our patients going forward.  We will be actively seeking out your feedback on the new system when you visit the practice and through our family and friends text survey.  You can also feedback directly to Healthwatch Sunderland on 0191 517 7145.
Many Thanks in Advance,
The Partners
Hetton Group Practice
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