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Dairy Management
Purpose
To provide a clear and consistent approach to managing the appointment diary for all clinicians of the practice
Scope
Oftens times, the first interactions patients will have with the surgery will be with the reception team. It is essential that these interactions are positive and that patients feel they have been heard and accommodated. The scope of this procedure is to have a consistent approach for all team members in managing the appointments diary of all clinicians.
Responsibilities
· The reception team is responsible for the management of the appointment diary on a day-to-day basis. 
Protocol Steps
Telephone Protocol 
The majority of requests for appointments with the GPs or nurses will be over the phone.  All calls should be answered with the following: 
Good morning/Good afternoon, Castlebar Family Practice, how can I help?
· Take DOB, start consultation and see who the main is HCP.
· What is the issue?
· Try to establish what the issue is and determine if it warrants and appointment or a call with the GP/Nurse.
· If routine no need to book same day, book for next available appointment with regular HCP
· If urgent, review current appointment and tell patient come up at the most suitable time after 10.30 AM Emphasize that they are being “fitted in” as an emergency – it is not an appointment, they can expect to wait.
· If it is Same Day appointment, the patient does not get to choose the GP they want to see, To ensure their urgent medical needs are met, they should be offered the emergency slot with next available GP or the GP allocated for Same Day Emergencies. Thereafter they can see their usual GP for a Routine appointment.  – Our phone message re-iterates this.
· If relating to a recent visit (within in the last 10 days) a call with the GP should suffice
· If still symptomatic after a course of medications, check with GP on tasks if ok to issue a second course and book patient in for following week when course is finished and there is availability.
· If relating to medications a call to GP should suffice. 
Ask as many questions as you can, to determine the severity of the issue and book accordingly in the HCP’s diary.
Although we are a busy practice, and patients may comment on how busy we are, we do not need to confirm their impression.  Our patients must feel that they will be looked after when they need us and have confidence in us that we can provide the service they are looking for.   If patients do not feel their needs are being met that will move practice.  
Walk-In Protocol 
The message on our phones advise that we are an appointment only clinic and we do not operate a walk in service. On occasion, patients may walk in to reception to and ask to be seen by the GP/nurse that day.  The same protocol applies as above. However, as other patients waiting room, you must be cognisant of confidentiality. 
As long as the patient is not experiencing chest pain/SOB and has no sign of a physical injury that requires urgent medical attention, give the patient an appropriate time to return to the practice to see the next available GP. 
Email Protocol
Any request for appointments must be made over the phone.  Any email sent into the practice email address - info@castleabrfamilypractice.com with get the auto-reply below
This mail box is not monitored and could take up to 7 days for a response.   Please contact our reception on 094 902 4827 for any medical related queries or to arrange an appointment. This is not a secure email address.  Please do not send any information of a medical nature to this address. Any information is sent at patients own risk. Castlebar Family Practice does not accept any responsibility.
Our email is not secure, any patient identifiers, medical information should not be sent into the practice.  If a patient decides to do this it is as their own risk.

Review Schedule
This protocol will be reviewed biennially or in response to significate changes in the procedure or clinical guidelines.

Next Review Date: March 2027
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