
How Our Telephone Assessment Service Works 
Please note if you require and appointment with a practice nurse or HCA reception can book you an appointment without a doctor triaging. 

 
 

You have a new problem or the re-occurrence of a problem that has not been 
treated in the last 12 weeks 

You need to be reviewed by a doctor having seen them in 
the last 12 weeks and the doctor has not booked you a 
follow up appointment. Or you have received a letter or text 
message asking you to book either a face to face or 
telephone appointment. The receptionist will add you to the telephone triage list. The doctors have 

asked receptionists to make a note of what the issue is so they can prioritise 
anything urgent on the list. The receptionist will check which number is best to 
contact you on. 

The triaging doctor will aim to call you back within two hours. This can 
occasionally be delayed if there is a large volume of calls or emergencies. 

Your query can 
be resolved with 
advice – the 
doctor will advise 
you during the 
call. 

You need a 
prescription or other 
documentation – 
prescriptions will be 
sent electronically to 
your nominated 
pharmacy or if you do 
not have one the 
prescription can be 
collected from 
reception. You will be 
advised of the 
timescale for other 
documentation. 

You need to be seen – If 
the doctor thinks you need 
to be seen that day they 
will offer you an 
appointment on the day. 
This appointment could be 
with a doctor or urgent 
care nurse. If you need to 
be seen routinely they will 
book you an appointment 
within a suitable time 
frame for your problem. 

The doctors have asked reception to check in your notes to 
see what time frame you need to be reviewed in.  

New medical problem Ongoing medical problem 

There is a suitable 
appointment in 
the correct time 
frame 

The receptionist is 
unable to find a suitable 
appointment 

The receptionist 
will book the 
appointment for 
you. 

This will be escalated to a 
supervisor; however, this 
may take some time or you 
may receive a call back to 
book the appointment. 


