Dr A Abdullah, Dr K Nasim, Dr Z Syed, Dr G Ali

Northwood Medical Centre					Alvechurch Medical Centre
10-12 Middleton Hall Road,					5 The Square
Kings Norton,							Alvechurch
Birmingham 							Birmingham
B30 1BY							B48 7LA
Tel 0121 458 1342						0121 445 1084
Practice Email Address: nhsbsolicb.nmcamc@nhs.net
Improving Access and Care Navigation at Our Practice Wednesday 5th March 2025
We’re committed to improving access to healthcare for all our patients. As part of this ongoing effort, we’ve restructured our reception team to be known as Care Navigators. This change enables our team to guide patients more effectively to the right services, such as pharmacies, local hubs, or self-care options, ensuring timely and appropriate care. The feedback so far has been positive, with many patients experiencing improved outcomes.
Thank You for Your Support
We want to take a moment to thank you for your patience and understanding during this transition to enhanced care navigation. If you’ve already used one of these services, we hope your experience was positive.
Looking Ahead: Introducing Online Triage
As part of our action plan, we’re excited to introduce an online triage system. This system will allow you to submit both administrative and clinical queries securely via the NHS App or our website.
Here’s how it works:
1. Submit Your Query: You can submit an online query about your condition or an administrative request.
2. Review and Action: A Care Navigator, with support from a GP, will review your query.
3. Follow-up: Based on your query, you might:
· Receive a call or text to schedule an appointment with the right clinician/service.
· Be provided with information on local services for self-referral or self-care.
· Be contacted for further information if needed







This can be done securely through the NHS App or through our website. Below is an outline of how the system will work:
Patient submits online query to the practice.



The query is reviewed by a trained care navigator with support from a GP.




Clinical queries
Admin queries


Patient offered an appointment with the appropriate service, this could be one of the roles at the practice, such as a paramedic or GP, or a service such as a local pharmacy.
Assigned to the appropriate administrative team who will deal with the request and respond to the
patient.




While we encourage those who can to use the online form, we understand some patients may prefer to contact us by phone or in person. If you do, our Care Navigator will assist you by completing the form for you, ensuring all patients are treated consistently.
Flexible and Timely Appointments
One of the significant changes with the new system is that appointments will be booked based on clinical need. This means:
· You can get an appointment within 2 working days, 1 week, or 4 weeks, depending on your needs.
· More flexibility in booking face-to-face or telephone appointments.
This approach will help reduce phone traffic and allow us to respond more efficiently to your needs. Importantly, whether you use the online form or contact us by phone, all requests will be handled in the order they are received.
Benefits of the Changes Include:
· Reduced phone traffic, leading to shorter wait times.
· Better access to the most appropriate care, based on your needs.
· A streamlined and accessible way to make queries and appointments online.
We appreciate your cooperation as we continue to improve access to care. Should you have any concerns or questions, don’t hesitate to reach out.
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