Putting our Patients First

Patient Information Leaflet

You will be pleased to know we have been listening to patient feedback and working hard on
systems which will improve patient access and experience!

From 2NP FEBRUARY 2026, we will be implementing a new system which will improve patient
access and continuity of care in a safe and efficient way using fast and effective
communication.

Booking appointments with nursing, healthcare and PCN staff will remain unchanged and can
be made via our staff or a self booking link.

NEW SYSTEM

From 2" February 2026, ALL clinical and administrative requests should be submitted using
the econsult link on our website (https://wellupnorth.co.uk/union-brae-and-norham-practice)

e All GP and Clinical Practitioner contacts and/or appointments will only be made
following triage.

e If you are unable to submit an econsult, a member of our staff will complete this on
your behalf (you can do this over the phone or at either surgery).

e Giving us as much information as possible in the econsult is very important and will
allow us to significantly improve patient access and continuity of care.

e Every econsult will be triaged by a senior clinician who will navigate your care to ensure
you see the right healthcare professional within the right time frame.

e You may be given an appointment to speak with a clinician in the first instance.

e If an appointment is required, the triaging clinician will arrange an appointment for
you (this could be same day, in several days or within a couple of weeks).

e Your appointment may be with a GP, Advanced Clinical Practitioner or another
healthcare professional, ie First Contact Physiotherapist, Pharmacist, etc.

e All GP and Clinical Practitioner contacts and appointments will be made following
triage.

e You may also be directed to 111 if the practice has reached capacity for same day
assessment and you feel your condition requires urgent same day assessment.

If you no longer need your appointment, please remember to cancel it!
Please make sure you notify us if you change your address or telephone number.

As with all change, there may be unforeseen difficulties. We are asking that you bear with us
while we all adjust to the changes to improve patient access and safe working capacity for
patients and staff by using a blend of senior clinicians and technology (not Al).

As already experienced at other locations using this system, this has proven better for
patients, clinicians and the whole team and stops the early morning rush for appointments
and being told "no appointments left".


https://wellupnorth.co.uk/union-brae-and-norham-practice

