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PATIENT INFORMATION SESSION: Important Changes to How You Access Care at Solihull
Healthcare Partnership

Patient Questions & Answers

Thank you for doing this. Are you guys busier with this system and if so are you likely to
suffer burn out?

Thank you for your feedback and concern for the welfare of the team. The new Total Triage
model and Online Consultation system is showing efficiencies not just for patients, but
improving the efficiency of our internal processes.

What is the target time for getting a response from sending the form? Will the form be
acknowledged, confirming receipt?

For medical forms submitted, one of our trained clinicians will review the information and
you will receive a response later the same day.

Why can you only fill in the form 8.00 - 18.30 Monday to Friday? Surely an online form can
be available 24/7.

The surgery is open from 8am-6.30pm, and we cannot accept forms outside of these hours
as we would have no one to action them and they may be urgent, and this would not be safe
for our patients. This is no different to how we currently operate.

How to get an emergency same day appointment?

Please submit a form via our website or contact the surgery between 8am and 5:30pm,
Monday to Friday.

Do we still use the patient.co.uk app and the NHS app for anything? | use the patient.co.uk
app to request for repeat prescriptions and have also used it to ask for appointments etc.

You should continue to use your chosen app to view your medical record and order repeat
prescriptions.

You will not be able request an appointment using your App. You will need to contact us via
our website.
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If | submit a form at 6pm will | still hear the same day or will | have to wait until another
day?

If your form is for a medical problem, we will get back to you the same day.

Thanks for this initiative. Good luck! | was wondering if you will be publicly sharing your
SLAs and KPIs so we can all map the progress? Txs

Yes, we’ll be providing regular updates — look out for updates shared via our website ‘Latest
News’ and usual communication channels.

Will we be notified via sms or phone call?

We will endeavour to both text and call patients to book appointments if necessary.

What is the online availability of Blix PACO- for example how many times has it gone down
in the last year?

Since going live on Blinx PACO on the 19t of May, we have not experienced any technical
incidents on the Digital Front Door

10) How much has your efficiency increased by already?

We are seeing efficiencies in patient contacts handled alongside quality of information and
improved internal processes.

11) Can | submit a form on behalf of someone else?

You can submit a form on behalf of someone else as long as you have their NHS Number and
your mobile phone number is their primary contact on their medical record.

Should this not be the case, you can still telephone or visit one of the surgery sites on the
patient’s behalf.

12) What challenges have you faced so far?

We continually monitor performance and patient feedback which is helping us fine-tune the
process.
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13) You have highlighted benefits but are there any drawbacks, what needs to be improved
already?

We continually monitor performance and patient feedback which is helping us fine-tune the
process.

14) What happens if | need to see a Dr or other clinician, and it’s not deemed urgent and all the
appointments have been given out to urgent cases? Do | need to submit a form again the
next day?

No. We will endeavour to contact you when there is routine availability.

15) Will you be able to book follow up appointments (if your Dr wants you to have one) ahead
of the day?

You are able to submit a form requesting a GP follow-up appointment. The team will contact
you with an appointment in the appropriate timeframe. We are looking how we can refine
this process.

16) Will | be able to ask to see a specific Dr for continuity of care?

Depending on the nature of the request and the specific GP’s availability, we will always try
to book you in (or offer an appointment) with the GP who knows your medical history.

17) 1 am concerned about response time during winter. Is there sufficient capacity to cope with
increased demand?

We continually monitor demand and capacity, and will continue to resource accordingly
based on demand.

18) Various people working in the surgeries were mentioned as people we may be directed to
for assistance with our needs other than GPs.

Could you provide some information about what these people can do to for you?

We will only direct you to another member of our clinical team if it is clinically appropriate
to do so. The clinician you see will be able to provide you with the care you require related
to your needs.
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19) What is the cut off time for sending in a form each day to ensure someone will call you
back the same day?

All medical online forms are to be submitted by 5.30pm to allow for processing, and non-urgent ad-
ministrative requests by 6.30pm.

After 6.30pm weekdays, during the weekend or on bank holidays, please continue to use the 111 ser-
vice or call 999 for life threatening emergencies.

20) Triage Hub - is it our actual doctors working in there looking at each and every form
received or are there other clinical team members doing this as well? Be good to
understand who is actually doing these triages.

Please refer to the videos on our latest news page for further information. Yes, it is our GPs
in the clinical triage team. They may work alongside a pharmacist or Advanced Nurse
Practitioner should a request be more suited to their expertise.

21) If I need a nurse appointment for travel vaccinations, should I still complete the Total Triage
form?

Yes, you can complete the form any time between 8am and 6.30pm, Monday to Friday.
Please try to give us at least 5 weeks’ notice prior to your departure.

22) The session didn't say where to find the form to complete if an appointment is needed

Please visit our website and click on the Contact Us Online banner. There is an introductory
video to help you navigate the online system.

23) If patients arrive and speak to a receptionist as they can’t access the online form, why are
you still insisting on going through personal details in front of everyone at the surgery?
Heard exactly this on Monday. Surely a private room would be better? It’s great that you
will help but worried by the GDPR implications for patients.

There are private areas at every surgery available for patients should they wish to have a

more private conversation.

24) Secondly, does this new service really mean that the care navigators in the past simply
weren’t adequately trained to make judgments on who required access?
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No. GPs will provide a more accurate method of triage but alongside this, the GP is able to
handle quick and easy requests by using their clinical judgement (which the care navigators
could not).

The new service also allows for more information to be captured for each patient request
leading to a more informed triage.

25) Will this now mean we can book routine non-urgent appointments weeks in advance?
Please let that be the case!

You are able to request a routine appointment.

We continually monitor performance and patient feedback which is helping us fine-tune our
booking process.

26) If you require an extension to a sick note would you just complete a form

Yes, please complete a form during our opening hours.

27) | submitted my questions but did not get an acknowledgment!

After successfully completing a form, you will be met with an on-screen message to say that
your Health Form has been successfully submitted. If you request is a medical problem our
team will contact you via SMS or telephone by 6.30pm.

28) | was hoping to be able to find out what happens once a form has been submitted. This
was not included in the presentation. Information | would like to know is as follows:

How long does it take to get a response?

For medical forms a member of the team will contact you before 6.30pm
In what format is that response?

SMS or telephone.

How does a patient request responses should be in a particular format?
We are currently looking at how we can streamline this process.

What happens if the patient isn't happy with the response?

Another Health Form can be submitted if your symptoms have worsened or changed, or a
detail was missed from the original form.
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29) Can someone walk into a surgery to book an appointment, if they do not have online
access or their NHS no?

You can still contact the practice in the usual way by phone or by visiting on of our surgery
sites, and one of our trained care navigators will complete the form for you.

30) If you request an appointment, but the GP decides you need a blood test first, what
happens next and how do you eventually get an appointment?

A member of the team will arrange both for you based on the GP’s recommendation.

31) How does this work if | submit a form on behalf of someone else?

Every Health Form has an area you can complete with contact details of who is completing
the form.

32) What happens if you are not happy or do not accept or agree to the provided outcome of
your request? The need to see your specific GP is still current.

Another Health Form can be submitted if your symptoms have worsened or changed or a
detail was missed from the original form.

33) It appears to be easier to obtain a GP appointment with the new system but will | be able
to have an appointment at my local surgery

We will always offer your preferred site if available.

34) Q: | have routine bimonthly blood tests.

1. Under the Total Triage system will I still receive a reminder from the Call/Recall
Team to book my next appointment?

Yes

2. Will I still be able to book my next appointment via the Call/Recall Team as | do
at present? | have two surgeries that are most convenient for me. | would like
to continue to get my blood tests done by Mrs Kim Robinson at either SMC or
Haslucks Green surgeries.

Yes, you can continue to do this.
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3. Will I be required to submit a form online to achieve this?

No, you can book a blood test directly (without requiring to complete a form).
You can select all available dates, times and phlebotomists.

You can still contact the practice in the usual way by phone or by visiting on of our surgery
sites, and one of our trained care navigators will complete the form for you.

36) Do | contact via my NHS app which has a tag "services?". Trying this two weeks ago on a
Monday was told service no available. | live alone, have no support and need to be able
reliably to have contact.

Currently there is no NHS App integration.

To access the new system, visit our website can click on the “Contact Us Online” banner

37) Is the clinical team sufficiently qualified to make the decision on where best to direct the
patient considering the variety of conditions?

Yes, the clinical team is formed primarily of GPs.

What happens when you have been assessed and then advised to book an online
appointment, when you go into it there are no appointments available?

We are monitoring our capacity carefully. We should not offer a booking link with no
availability.

38) As a patient for 62 years with SHP and my Dr is Dr Kotecha. | do not want to be passed
among a variety of GPs as | feel continuity is essential. How will you deal with this?

Depending on the nature of the request and the specific GP’s availability, we will always try to
book you in (or offer an appointment) with the GP who knows your medical history.



