Accessing the surgery - How to book an appointment

Since the Covid-19 pandemic Llys Meddyg and Gyffin merged surgeries have introduced a new way of arranging appointments. Instead of booking an appointment by telephone, there is now an additional electronic option. This removes the need to try and telephone the surgery from 8:00am as contact with the surgery can be made throughout the day, in the evenings and even at weekends. 

Please call 999 - if you have:-
Signs of a heart attack
Signs of a stroke
Severe difficulty breathing
A seizure or fit
Heavy bleeding
A serious accident, burns or injury
Tried to end your life

Please call 111 – if you need an immediate response or advice but it is not an emergency. 

Electronically-AccuRx
Appointments may be booked electronically via the My Surgery App, on a mobile phone, or via the surgeries’ website using a computer. At present the website is not optimized for mobile phone use and is better viewed on a computer. Both the My Surgery App and the website have links to the AccuRx on-line booking system.

If using the website (www.llanfairfechangrouppractices.co.uk):
1) Click on the large purple tile on the home page (‘Access our Services’)
2) On the next page, scroll down to and click on ‘Access service for: Llys Meddyg & Gyffin Surgeries’ (Please do not use the option for Plas Menai as your request will be returned to you)
3) This leads to the entry page of the AccuRx system and offers a selection of services:
a) Admin query such as sick notes, repeat prescriptions and test results
b) Medical issue which might be new or on going
c) Advice and guidance on line

If using the My Surgery App (after logging in):
1) Scroll down on the home page past ‘Newsflash’, Common Ailments Service’, ‘Video Library’ and ‘I have an admin query’
2) Tap on ‘I need help with a medical issue’
4) This leads to the same entry page of the AccuRx system. Scroll down to see the selection of services:
a) Admin query such as sick notes, repeat prescriptions and test results
b) Medical issue which might be new or on going
c) Advice and guidance on line

The AccuRx system will then:
1) Ask you to confirm you do not have a medical emergency requiring 999 or 111 assistance. Click to ‘Continue’ at the bottom of the page
2) You are able to enter details for a relative or friend by giving your details as a ‘proxy’ if the patient is unable to complete the form themselves or needs you to be contacted on their behalf. (Please note we will only be able to contact someone on your behalf if you have previously provided written consent allowing this)

3) On the next ‘Medical Issue Details’ page you will be able to:
a) Describe the medical problem and attach a photo if appropriate. Please provide as much detail as possible.
b) Inform the surgery how long have these symptoms or concerns been going on? Have they got better or worse?
c) Say whether there is anything you are particularly worried about?
d) Ask how would you like us to help?
e) Enter any times during opening hours when we cannot contact you
f) Note which clinician you would rather speak to (though this cannot always be arranged due to working patterns but we will do our best) or select ‘anyone’ 
4) Click ‘Continue’ to next page where you will be asked to provide your contact details (so your medical records can be accessed)
5) You then get the opportunity to review these details and whether you will like a SMS message or telephone call (and provide the telephone number for this)
6) Click ‘confirm’ your submission
The system will then acknowledge receipt and promises a response as soon as possible, depending on clinical review. 

Your submission is then available for review. Depending on the information provided, your request may be diverted to the Administrative (Admin) Team, the Care Navigators or the Pharmacy Technician to deal with; they will be in contact. The clinical team then reviews the remaining AccuRx submissions, along with your medical records and determines how quickly you need a response. If you have not expressed a preference regarding who you would rather speak with, you will be allocated the most appropriate person on the clinical team. They will be in contact.

Many requests do not require a face to face consultation but if this is necessary the clinician will invite you in to either Llys Meddyg or Gyffin Surgery.

Telephone
Access by telephone remains an option for patients unable to use electronic methods. The telephone system is generally busiest from 8:00am to 11:00am, especially on Monday and Tuesday;   avoiding these periods will result in less queuing. 

When the Care Navigators answer your phone call they will initially ask you whether you can use or have access to an on-line system. If you can, they will text you a link which will immediately take you to the entry page of the AccuRx system described above, and your request will be dealt with that way. If you have previously received this link, you can use this for a new problem without the need to request a new one.
If you are unsure about using the on-line system or cannot access it, the Care Navigators are happy to complete the submission for you; please provide as much information as possible. Our Care Navigators need this information to ensure you get appropriate assistance. All information provided is treated as confidential.  The Care Navigators will submit this information into the AccuRx system where it will be dealt with in exactly the same way as all the other AccuRx contacts.
If you need an appointment with the nursing team this will be booked.
In Person
You can visit either surgery in person to request an appointment. Appointments with the nursing team will be made before you leave. If you need to speak to a GP or Advanced Nurse Practitioner, the Care Navigator will complete details of your problem for you or if you prefer, send you the link to AccuRx. 

[bookmark: _GoBack]We do not operate a walk in service so you will not be seen immediately by a clinician even if you come to the surgery.
