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Online Patient Triage
Following a brief and success trial, Hartland Way introduced the
new online Patient Triage system in March this year with the aim of
ensuring patients are able to receive the right care as quickly and
efficiently as possible. As a result all appointments and consultation
requests are now made online via Patient Triage rather than calling
the practice to book an appointment.

Despite some initial patient reservations, the feedback since the
introduction of the triage system has been very positive and has
resulted in those patients requiring more urgent medical care to be
prioritised and seen more quickly.

You can use Patient Triage for:

+ Requesting an appointment
*  Requesting test results

«  Prescription queries

«  Sick notes & medical letters
« General medical advice

Access to the Hartland Way triage system is available between

8:00 - 13:00 Monday - Friday. However, if you do have an urgent or
life threatening emergency such as severe chest pain, severe
bleeding, collapse or unconsciousness call 999 immediately.

If you require assistance outside of our triage opening times, please
contact reception by phone or in person, and we will do our best to
assist you.

For urgent but non-life-threatening concerns outside practice hours,
please contact NHS 111.

If you ring the surgery (020 8777 7215) between 08.00 - 13.00
Monday - Friday for an appointment you will now hear an
automated message giving you the option to receive a link by text
message to your smartphone which when clicked on will take you to
the online triage form.

You can also visit the Hartland Way website
hartlandwaysurgery.nhs.uk and select ‘Appointments Requests'
where you can complete and submit the online triage request form.

If you are unable to submit an online request, do not have access to
the internet or own a smartphone to access the online patient
triage, our reception team (020 8777 7215) will be happy to assist
you by completing the online triage form with the information you
provide over the phone.

Select the type of request required either Admin or Medical and
complete the form with as much detail as possible about your
symptoms or concerns to help the doctor spot any potential 'red flags’
early and to assess the urgency of the request in order to identify and
prioritise those patients which may require more immediate care and
attention.

When you have completed the form you are then able to review the
information entered before submitting the request. Please also ensure
you have provided your current contact number.

The request will then be forwarded directly to a GP for assessment and
review in order to determine the best course of action, which may
include booking an appointment with a GP or other clinician, either by
a telephone consultation or face-to-face appointment at the surgery or
providing advice or treatment remotely or directed to a more suitable
service such as a pharmacy or physiotherapist.

We know that a timely response is important when submitting a
request as a result:-

+  Forurgent requests, a GP will assess your submission and you
will be informed of the outcome on the same day.

« Fornon-urgent requests, we aim to respond as soon as possible,
usually this will be the same day. However, please allow up to
48 working hours for a reply.

Our dedicated team work hard to ensure all requests are reviewed
carefully so that patients receive the most appropriate care.

If however your condition changes or worsens while waiting for a
response, please contact us directly or seek urgent medical attention.

If you are looking to see if there has been a response from the surgery
regarding your triage request, you are able to view any responses sent
by the practice by going to the ‘Messages' section of the NHS app".

At Hartland Way we are committed to provide the best possible care we
can for all our patients and with the online Patient Triage System we are
able to prioritise those requests which require more urgent attention
whilst ensuring all patients receive the right level of care at the right
time.
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