Trescobeas Surgery - Klinik Access
Safety, Fairness & Continuity

Videos:
Dr Mark Morris - Trescobeas Surgery - Introducing the Klinik Access Tool
A tool for Safety, Fairness & Continuity of Care
Dr Mark Morris - Trescobeas Surgery - The Online Platform

_________________________________________________________

What is Klinik
_________________________________________________________
Our aim is to make access to our appointments safe, fair and based on clinical priority.
For these reasons, we are launching our new, NHS approved, online sorting (“triage”)
system called Klinik Access.
Triage is the assignment of degrees of urgency to decide the order of treatment for a large
number of patients. At Trescobeas, we have had a system of telephone triage for many
years. It has enabled the doctor to assess urgency and come to an agreement with the
patient about whether a face-to-face appointment is required. The doctor has been able to
tailor the length of the appointment according to the complexity of the issue.
However, with increasing demand, unlimited triage has become unsustainable, with the
working day becoming longer and more intense. The use of this digital triage tool will ensure
continued safe practice and improve access.
You can still call us on the phone or attend the surgery
We appreciate that for some patients, the use of an online tool will not be appropriate. For
this reason, You can still call us on the phone or attend the surgery between 8am and
6:30pm Monday to Friday to access our care (not including bank holidays). If you have an
urgent issue outside these times please contact 111 (or 999 in an emergency).
If you do not have access to an internet device, our reception team will work through the
triage tool with you.
The Klinik tool categorises new problems as urgent or routine.
Urgent Problems
We will provide clinical contact as soon as possible, certainly within 24 hours

Routine problems
We will aim to provide you with clinical contact for a new routine problem within 7 days, and
we ask you to wait for a response and not submit further requests unless you develop new or
worsening symptoms.
For a stable, ongoing problem it may take up to 2 weeks to speak to the most appropriate
clinician. We will do our best to promote continuity and your clinician will be able to book
the follow-up to review your progress.

How can I make an appointment?

Over recent months, patients have spent longer waiting on the phone to book an
appointment. This has felt unsatisfactory for patients and the reception team. We want all
patients to have the same opportunity to access our services whilst preserving the ability to
prioritise clinical need.
You will be able to use the online form via our website to submit appointment requests for
new medical problems or ask for follow-up. As the screenshot below shows, you will be able
to ask for nursing appointments, fit notes, medical reports, and much more.
Using the online form will be the quickest and most efficient way for you to tell us about a
new medical problem. Please be assured that the online form is not the only way to access
our care. You can still call us or come to our surgery and our reception team will guide you
through the process.

If you have a new medical problem...

The system will take you through a series of questions. If you are unable to access or use
Klinik online, the reception team will ask you the same questions and will input your answers
on your behalf. Depending on the nature of your main symptom you will be asked some
further questions. This will help us direct your request to the right person and make sure
urgent problems are highlighted quickly. We will have a ‘duty team’ including an experienced
GP reviewing new submissions throughout the day and acting on them as appropriate. This
may mean they telephone you for more information, arrange a telephone consultation, send
you a text, book a face-to-face consultation or schedule a home visit.

If you want to request a follow-up for a previous medical problem…
_________________________________________________________
Use the ‘ongoing health problem’ option if your symptoms haven't improved. You will be
asked to fill in some details and you may want to include information about why you need
follow-up, who your last appointment was with, and how long ago it was.

Will I be able to see a GP?

One of our central aims is to prioritise continuity of care. If you have a long-term problem or
need routine follow-up with a specific clinician, your query will be reviewed by the team and
actioned according to clinical need.
Another strength of this new approach is that we have oversight of all daily requests for
appointments and this will help make sure your appointment is with an appropriately
qualified health professional. This may not be a GP.
We are lucky enough to have a broad multi-disciplinary team including urgent care
practitioners, practice nurses, health care assistants, musculoskeletal practitioners, mental
health nurses, social prescribing link workers and clinical pharmacists working at the practice.

Why did we decide to introduce Klinik?

The traditional “one size fits all” model of general practice is no longer working. Some
patients value continuity of care with a known clinician. Others want quick and easy access to
healthcare.
Demands on our clinical team have been significant and increasing.
We are using technology more and more in our everyday lives - video calling to catch up with
our families, online banking apps to transfer money to friends, and ordering the weekly
supermarket shop online.

We have shared details of Klinik with our patient participation group (PPG) and have
incorporated their feedback during the development of the system.
The Klinik tool brings a digital option for patients to quickly and easily input details about
their health problems without the need to be on hold for a long period of time. We are
confident that Klinik will bring improvements for patients and staff alike.

