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We’re changing the ways you can request appointments with our Clinical Team



As you may already know, all surgeries across the country have been encouraged to improve their online access for requesting GP appointments. 

Therefore, from Monday 2nd February 202624 November 2025, and in line with NHS guidance, we’re improving the ways in which our patients can request appointments with our GP Team.

From that date, we will be encouraging patients to make their appointment requests and clinical queries via an online consultation form on our website at www.havenshealth.co.uk. 

[bookmark: _GoBack]A GP here will review all requests and decide on the most appropriate care - be that a same-day or less urgent appointment, phone call, or another service.
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This change ensures everyone gets a safer service as clinical requests will be screened promptly by a GP as they come through. Appointments will be allocated based on clinical need, not on just who calls first. 

The Triage GP may be able to deal with some queries as they come through straight away - without a formal appointment. 

They can also redirect some queries to other professionals better placed to manage them eg. Pharmacists or Physiotherapists. 

We understand that you may have some questions about how these changes will affect you and so we’ve tried to answer some of those questions in this leaflet.

How do I request an appointment?

If your request is not a medical emergency (see examples below), go to our practice website at www.havenshealth.co.uk and click on our “Submit a new request” as shown here
(This will also be accessible via the NHS App in the future.)
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If your request is not a medical emergency, go to our practice website at www.havenshealth.co.uk and click on “Make an appointment”. 
(This will also be accessible via the NHS App in the future.)


Between 6.30am and 4.30pm, Monday to Friday, you can use this service for:

· Requesting a Non-Emergency appointment with a GP
· Medication queries and requests
· Finding Asking for Test Results 
· Requests for Fit Notes (Sick notes)
· Administrative help (eg referrals / letters)

Outside of these times, you will still be able to contact us in the usual way either by telephone, via our website ‘contact us’ form or at the Front Desk.

We would advise patients to use the online forms whenever possible, to allow the phone lines to be freed up for those patients who cannot use online methods.




What if I can’t use the internet or need help?

Don’t worry. Patients who cannot go online or need help can still:

· Telephone the surgery – if appropriate, our team will fill in the online form on your behalf 
· Ask a friend or family member to complete it for you (with your consent) 
· Come into the surgery and speak with one of our receptionists 


Will I still be able to see a doctor or nurse face-to-face?

Yes. If the clinical team decides a face-to-face appointment is needed, you will be offered one. The online form simply helps us decide the best first step. 

For appointments, you may receive a call from the reception team to book this in or you may be sent a self-book link to choose a date and time that suits you.


When will I get a response?

For clinical queries sent using the forms between 6.30am and 4.30pm, Monday to Friday, your request will be assessed by a clinician on the same day or next day at the latest. Most patients will receive a response from the surgery the same day. We will let you know :

Wwhat will happen next or what the outcome is. 
Who will contact you
When to expect that contact



What about home visits?

These will still be arranged based on clinical need, especially for housebound or vulnerable patients. Use the online form (or call us) to request help, as early in the day as possible.

Will I still be able to see my regular GP?
Yes. We recognise the value in seeing a regular clinician, particularly for routine appointments and complex clinical issues. 

The online form allows you to specify a particular clinician you feel would be best placed to deal with your issue, and where possible, we will try to accommodate this as we currently do.

However, for urgent care requiring an appointment very soon, it may not be possible for you to see your regular GP if they are not available, and it may not be safe for you to wait until they are available - the priority here will be providing urgent clinical assessment by a trained clinician as soon as possible.
· Dropping off your request in the box at the surgery
·  



What do I do to book a Nurse Appointment?

The booking of appointments with our Nursing and Health Care Assistant team will stay exactly as it is for now. 

We will be making some improvements to this process as we go through the coming months. 


Finally….
We are genuinely excited at this positive change to the way that we work and the great benefits it will have for our patients.
Please bear with us over the coming weeks as we start to implement the process and identify areas where changes need to be made to improve our patient experience. 

Any questions…? Let us know! Use the contact form on our website or call us. 
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Call 999 if you have any of the following symptoms:

o Signs of a heart attack: chest pain, pressure, heaviness, tightness or squeezing across the chest
o Signs of a stroke: face dropping on one side, cannot hold both arms up, difficulty speaking

« Sudden confusion (delirium): cannot be sure of own name or age

« Suicide attempt: by taking something or self-harming

o Severe difficulty breathing: not being able to get words out, choking or gasping

o Choking: on liquids or solids right now

« Heavy bleeding: spraying, pouring or enough to make a puddle

o Severe injuries: after a serious accident or assault
o Seizure (fit): shaking or jerking because of a fit, or unconscious (cannot be woken up)
o Sudden, rapid swelling: of the lips, mouth, throat or tongue

o Labour or childbirth: waters breaking, more frequent intense cramps (contractions), baby coming, or just born
British Sign Language (BSL) speakers can make an emergency call using the 999 BSL video call service (7.

Deaf people can use 18000 to contact 999 using text relay.




