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What is Accurx Total Triage?
Accurx Total Triage is an online system that lets you contact the practice by answering a few questions about your health or request. Your information is then reviewed by the practice team so they can decide the safest and quickest way to help you.

Why does the practice use Total Triage?
Using Total Triage helps the practice:
· Respond to requests more fairly and efficiently
· Make sure urgent problems are dealt with quickly
· Direct you to the most appropriate healthcare professional
· Reduce long phone queues and delays

Why has this changed? 
· Traditional ways to contact your GP often meant that appointments were being allocated on a first come, first served basis, with long phone queues to get in touch with your surgery. This meant that vulnerable patients, or those who needed care sooner were missing out.
· You can avoid the queues by submitting a request online, making it easier to reach out to your surgery. 
· By registering all requests through an online form, your surgery is able to prioritise and action requests quickly and fairly, ensuring that you get the right level of care at the right place and the right time.

How do I contact the practice using Total Triage?
You can submit a request:
· Following the link: https://accurx.nhs.uk/patient-initiated/Y00007
· Through a link on the practice website - https://www.palatinegrouppractice.im/
· Through a link on the practice Facebook page - Palatine Group Practice
· Via a link sent by SMS from the practice
You’ll be asked a series of questions about your problem or request.

** DO NOT CLICK ON THE NHS 111 ONLINE LINK OR PHONE 111 AS THIS IS NOT AVAILABLE FOR ISLE OF MAN PATIENTS **
** 111 ON THE ISLE OF MAN IS USED BY THE ‘VACCINATION TEAM’ **

Do I still need to phone the practice?
You may still phone the practice if:
· You cannot use the internet
· You need urgent help and are advised to call
· The practice phone lines are open for specific reasons
The practice will always provide an alternative if you cannot use online services.

What if I don’t have a smartphone or can’t use the internet? 🛜
You can still telephone your surgery or visit in person. The receptionist will ask you questions about your request to fill out the online form on your behalf.
The surgery team will then assess your request and will be back in touch with next steps.
All requests will be assessed as soon as possible and in the same way, regardless of how you contacted the surgery.

What happens after I submit my request?
Your request is reviewed by the practice team. Medical problems will be reviewed by a triaging clinician, and any admin queries will be dealt with by the admin team
Your surgery will use the information you provided to ensure that you’re given the most appropriate care.
They will decide the best next step, which may include:
· A phone call
· A text message reply, containing a link to provide more information if needed.
· A face-to-face appointment, you should receive a phone call from the admin team to arrange
· Advice or a prescription
· Signposting to another service (e.g. pharmacy, physio)

How long will it take to get a response?
The practice will aim to respond within 2 working days for non-urgent queries.
Urgent problems are prioritised.

Does Total Triage mean I won’t get an appointment?
No. If you need an appointment, one will be arranged.
Total Triage helps make sure appointments go to patients who need them most and with the right clinician.

Is my information safe?
Yes. Accurx is:
· NHS-approved
· Secure and encrypted
· Fully compliant with UK data protection laws
Only authorised practice staff can see your information.

Can I use Total Triage for non-medical requests?
Yes. You can usually use it for:
· Sick notes / fit notes
· Test result queries
· Administrative requests
Choose the most appropriate option when submitting your request.

What if my problem is urgent?
For emergencies, such as chest pain, severe breathing problems, or collapse:
· Call 999 immediately
If your problem is urgent but not requiring attendance at A&E:
· Contact the practice, who can complete your problem and mark this as urgent for the triaging clinician
· Submit a Total Triage request as early as possible and then contact the practice to request your problem be marked as urgent
· Follow any urgent advice shown on screen

Can someone submit a request on my behalf?
Yes. A carer, parent, or guardian can submit a request for someone else, as long as they provide accurate information.

What if I don’t hear back?
If you have not heard back within the practice’s stated response time:
· Check your phone for missed calls or text messages
· Contact the practice directly

Will this affect continuity with my usual GP?
The practice will try to maintain continuity where possible, but your request may be handled by the most appropriate clinician to help you sooner.
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