

[image: Oakfield Logo 2]
Oakfield Health Centre
Appointment Policy

Document Control
A.	Confidentiality Notice

This document and the information contained therein is the property of Oakfield Health Centre.

This document contains information that is privileged, confidential or otherwise protected from disclosure. It must not be used by, or its contents reproduced or otherwise copied or disclosed without the prior consent in writing from Oakfield Health Centre.

B.	Document details
	Policy Relevant to
	ALL STAFF

	Author 
	Emma Gale 

	Organisation:
	Oakfield Health Centre

	Current Version Number:
	1

	Current Document Approved By:
	Dr R Minhas

	Date Approved:
	09/01/2025



C.	Document Revision and Approval History

	Version
	Date
	Version Created By:
	Version Approved By:
	Comments

	1
	09/01/2026
	Emma Gale 
	Dr R Minhas 
	Approved & released 

	
	
	
	
	


Appointment Policy
Purpose:
To ensure patients can access timely care, manage appointments efficiently, and maintain smooth clinic operations.
Scope:
Applies to all patients and all staff responsible for booking, managing, or rescheduling appointments.

1. Booking Appointments
· Patients can book appointments in person, by phone or via approved apps.
· Priority is given to urgent or same-day medical needs as determined by the clinician.
· Routine appointments should be scheduled within 2–4 weeks, depending on availability.
· Staff must verify patient details (name, date of birth) before confirming appointments.

2. Cancelling Appointments
· Patients are asked to cancel as soon as possible, ideally 24 hours in advance.
· Cancellations can be made by phone, via text, or in person.
· Repeated missed appointments without notification may result in reviewing the patient’s registration, following NHS guidelines.

3. Rescheduling Appointments
· Patients can request rescheduling subject to availability.
· Staff should offer the next available slot and confirm the new appointment clearly.
· Changes are not documented in the patient record.

4. Walk-In and Urgent Appointments
· Some practices may allow limited walk-in appointments if there are any cancellations. 
· We are a Total Triage Surgery. So this is applied to assess urgency before offering an appointment.

5. Staff Responsibilities
· Ensure the appointment system is up-to-date and avoid double-booking.
· Maintain confidentiality when discussing appointments.
· Inform patients of delays or cancellations due to staff shortages or emergencies.

6. Patient Responsibilities
· Arrive on time for appointments.
· Notify the surgery promptly if unable to attend.
· Provide accurate contact information to facilitate reminders and notifications.

7. Monitoring and Review
· The policy should be reviewed annually or after significant changes to practice operations.
· Patient feedback on appointment access should be monitored to improve service.

8. Monitoring and Review
· The policy should be reviewed annually or after significant changes to practice operations.
· Patient feedback on appointment access should be monitored to improve service.

Appointment Allocation Principles
At Oakfield Health Centre, all appointments are allocated according to clinical need. This ensures that patients with the most urgent medical conditions are prioritised appropriately and receive timely access to care. As demand for appointments frequently exceeds available capacity, this approach enables us to provide safe, fair, and equitable access for all patients.
Our reception and care navigation team are trained to ask a small number of questions about the reason for your appointment. These questions are not intended to be intrusive; they allow us to assess the urgency of your condition and direct you to the most appropriate clinician or healthcare professional. All information you provide is treated confidentially and forms part of our clinical triage process.
We recognise that every health concern is important to the person experiencing it, and we understand that waiting for an appointment can be frustrating. However, the urgency of an appointment is determined by clinical assessment and established triage principles, rather than by personal preference or how urgent a condition may feel to an individual. This ensures that patients with the greatest clinical need receive priority while making the best use of the clinical resources available.
Where a same-day GP appointment is not clinically necessary, we will offer the most appropriate alternative. This may include a routine GP appointment, a consultation with another member of our clinical team, referral to another NHS service such as a community pharmacist, or advice on self-care where appropriate. Our aim is always to ensure that you receive the right care, from the right professional, at the right time.
Requesting a Clinical Review
If you believe your condition requires a more urgent appointment than the one offered, you may request that your case is reviewed by a clinician. The review will be based solely on your clinical needs and the information available at the time, rather than personal preference or perceived urgency. The clinician's assessment will determine the appropriate level of priority and will override all other considerations relating to the allocation and timing of your appointment.
If your symptoms change, worsen, or you develop new symptoms while waiting for your appointment, you should contact the practice again so that your condition can be reassessed. A change in your clinical condition may alter the priority of your appointment.
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