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Introduction 
ABC offers administrative and clinical cover to support GP practices when they need to 

close for training or operation reasons.  

Based on the 2019 GMS contract GP surgeries are obliged to; “have in place arrangements 

for its patients to access such services throughout the core hours in case of emergency”1. At 

unique times ABC are able to run a service to help support surgeries specifically fulfil their 

obligations under the GMS contract when they would like to close during core hours. 

Specifically, the clause in the GMS contract this relates to is; “The Contractor must provide 

primary medical services required in core hours for the immediately necessary treatment of 

any person to whom clause 8.1.6 [Registered or temp registered patients] applies who 

requests such treatment”1. 

The ABC In-hours cover will provide a ‘telephone triage first’ service by a clinician for calls 

deemed immediately necessary by the practices registered patients. If deemed immediately 

necessary by the ABC clinician, advice will be given, acute medication issued by EPS and 

appropriate follow up advice if needed. The clinician will use their allocated cover time 

reasonably to help support the surgery, meet patient expectations as best as possible but 

also balance the need for a safe triage.  

For the management of consultations that are not deemed to be immediately necessary 

patients will be advised to call back the surgery at a time when normal service has been 

resumed. All calls will need to be logged. This should be done by add in all the details into 

the spreadsheet and booking patients needing to see a GP into an appropriate appointment.  

Training cover can be provided Monday to Thursday from 12:00. Additional hours and all 

day cover can be provided for special circumstances such as surgery merges/moves, new 

phone/IT system and emergency situations. 

Process 

The practice puts the ABC cover number 03333 704 112 on their answerphone message for 

the duration of the cover period with an explanation for patients to call it if their call is “urgent 

before TIME, when the practice will re-open”. 

The answerphone message should be as follows: 
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Our Surgery is closed this afternoon for essential staff training, if you are calling for test 

results or chasing a prescription please call back when we reopen at X, if you have a non-

urgent query please refer to our website or your local pharmacy, if your call is urgent please 

call the urgent GP service on 03333 704 112. If you have a life threatening emergency 

please hang up and dial 999. 

On receipt of a call, admin staff should answer the phone with the following greeting: 

“Hello, good afternoon urgent GP service, how can I help” 

The administrator determines the urgency of the call by: 

- Asking the nature of the problem (this is to establish if the patient needs to call 999 

for e.g. acute stroke or heart attack) 

- Checking the patient’s view of the urgency of their request “Your GP practice 

reopens at Xpm - can it wait until then?” (see flow chart)  

- If patient needs an appointment ask for consent to share their record  

- Patient is offered a telephone consultation initially. 

- All patient contacts must be recorded in a spreadsheet. This must include the 

following column headings: 

Name DOB Home 

postcode 

NHS 

number 

Registered 

GP practice 

Reason for 

call 

Action/ 

Advice 

given 

 

Any remaining calls that need attention from a GP need to be added to the diary of the next 

available clinician in SystmOne. 

The telephone appointment needs to be added to the master SystmOne diary in the first 

instance. If the call is from a patient registered at an EMIS practice, then the appointment 

will need to be duplicated onto the EMIS system diary and a note on the S1 appt added to 

direct the clinician to consult in EMIS. Please add to the booking notes box by right clicking 

on the appointment and selecting the following:  

Amend appointment > Details > add text EMIS PT CHANGE DIARY 

The ABC triaging clinician can do one of the following for each patient they triage: 

• Offer telephone / video advice, face to face consultation or urgent home visit if required 

by the visiting clinician in the cover team 

• Issue prescriptions via EPS if appropriate 

• If the option exists locally, book the patient an appointment in the local Improved 

Access Service if appropriate and if there is capacity 

• Task the registered practice where appropriate (getting the patient to take 

responsibility where possible)  
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Patients requiring a home visit, must be triaged by the visiting GP before a visit is 

booked. The GP will confirm this with the patient.  

111 calls during cover period 
If a patient calls through to 111 during the cover period, they will be given the ABC cover 

number 03333 704 112 and advised to call for advice. On receiving such calls, ABC team 

will manage them in the usual way.  

ITK messages will be sent to the ABC mailbox 

 

Receiving Bloods results from Pathology  

 
If a call is received from the pathology lab with results.  
- Admin document what the path lab is saying 
- Download all available patient information from ICE (Peter or the Clinical Services Team).  

- Pass all information to the DR to investigate and contact patient  

Office UC App 
 

We will be using the Office UC App to receive calls. This must be set up on phone or laptop. 

The log in details for the accounts are as follows: 

Admin.Staff-1@abcltd.org.uk  

Admin.Staff-2@abcltd.org.uk  

Admin.Staff-3@abcltd.org.uk  

Admin.Staff-4@abcltd.org.uk  

Admin.Staff-5@abcltd.org.uk  

Admin.Staff-6@abcltd.org.uk  

Admin.Staff-7@abcltd.org.uk  

Admin.Staff-8@abcltd.org.uk  

  

The password for all of these users is: Alliance1022/! 

The phone number is 03333 704 112 

Installation guide is in Appendix 5.  
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Appendix 1 
Tracing and registering guide 

Emis Tracing and 

Registering Guide
 

Appendix 2 
Discharge process  

 

Sending Discharge 

Summaries
Sending Discharge Summaries.pdf  

Appendix 3 
Practice list (clinical system) 

Practice details

 

Appendix 4 
EPS guide 

 
https://nhs.sharepoint.com/:b:/s/msteams_e24a45/EZEl9yUANctCnhforPkirA8BwU_P3O1zX

K-4hgYIvMA1Zg?e=RuKXJq 

Appendix 5 
Office UC App 
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Calling App

 

https://nhs.sharepoint.com/:w:/s/msteams_e24a45/EQIu8ybW-cZKkry63n78b2QBNWezpeOq-

vUZ9o3WZ5TY8g?e=C6313W 

 

 

 

 

 

 

 

Appendix 1 

Tracing and Registering Patients for an appointment at the hub  
 

The Hub, like a surgery, has registered patients i.e. patients that have been 
there before. However, most patients that will book Hub appointments will 
probably not have been here before. Therefore the surgeries will book them in 
as ‘unregistered patients’, in the same way you would book a temporary 
patient you have not treated before. So they will have just typed in the 
patients name to hold the appointment slot. It is up to the receptionists at the 
Hub to ensure they register the patients properly, and update the appointment 
slot, before the patient can be seen. Otherwise, the clinicians won’t have 
anywhere to record a consultation.  
 
When you first log in to emis, you must use the Configuration Switcher and 
select: 
136025 for East Surrey 
136765 for CHMS  
 
When practices book patients in, they must include the patients demographics 
in the slot notes, in slot properties.  
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Right click on the appointment, go to slot properties. Then highlight the 10 
digits of the NHS number. (this is compacted with the emis number and DOB 
so just select the first 10 digits) 
 
Click on Patient Trace to add the patient when they arrive, you will need NHS 
Number (or Surname, Gender and DOB) to do this. Using the NHS number is 
the best way to avoid tracing in the wrong patient. 
 

 
 

Enter the patient’s NHS Number into the boxes  
and click on Find.  
N.B. Ensure you use the NHS number where at all possible to ensure you 
trace in the correct patient. Using name and DOB, it is easier for an error to 
be made 
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All patients that are registered in any ESCCG practices should be found. If the 
patient is not found, double check the NHS number. You may need to be 
logged in with your smartcard, to search the spine, if the patients are not 
registered locally. (particularly relevant to Holmhurst patients) 
 
N.B. Sometimes the NHS number will not paste into the box. This seems to be 
an unpredictable system issue. If this happens to you, paste the number onto a 
blank word document and then try to copy and paste it in again.   
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Then click on Accept 
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The patients details will appear in the blue banner across the screen.  
You now need to link this patient to the booked appointment so that their 
record will be available for the clinician.  .  
click on the appointment slot to highlight it. 
Then right click and select Register Patient 
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This will replace the unregistered booking with the correct patient details for 
the appointment slot. The patients name will then appear in the format 
SURNAME, firstname (title)             
          
NB: The doctors will need this done before they can access the patient’s 
medical records  
 
 
This completes the registration of the patient to the Hub. 
 

 

Appendix 2 – Link working and correct (checked 04/07/22)  

 

Appendix 3:  

Postode Practice Clinical System 

 East Grinstead  

RH19 4EE Ship Street EMIS 

RH19 3AA Judges Close EMIS 

RH10 4HY Crawley Down  EMIS 

RH19 3GW Moatfield EMIS 

   

 Burgess Hill  

RH15 9XN Meadows EMIS 

BN6 9UQ Mid Sussex TPP SystmOne 

RH15 0EF Silverdale EMIS 

RH15 9BS The Brow EMIS 

RH15 8HS Park View EMIS 

   

 Horsham  
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RH12 3HB Rudgwick TPP SystmOne 

RH12 1AT Courtyard TPP SystmOne 

RH12 1PJ Orchard TPP SystmOne 

RH12 1UD Riverside TPP SystmOne 

RH13 9HQ Village TPP SystmOne 

RH12 5JL Holbrook TPP SystmOne 

RH12 1BG Park Surgery TPP SystmOne 

   

 Haywards Heath  

RH13 8DN Cowfold EMIS 

RH17 5BQ Cuckfield TPP SystmOne 

RH16 2HX Lindfield TPP SystmOne 

RH16 4BN Dolphins TPP SystmOne 

RH16 3BB Newtons EMIS 

RH16 3TG Northlands Wood EMIS 

RH17 6HB Ouse Valley TPP SystmOne 

   

 Crawley  

RH11 7TF Leacroft TPP SystmOne 

RH10 5BW Woodlands TPP SystmOne 

RH10 7QH Saxonbrook TPP SystmOne 

RH11 8TY Gossops Green TPP SystmOne 

RH10 1LL Bridge TPP SystmOne 

RH11 0BF Ifield EMIS 

RH10 7DX Poundhill EMIS 

RH10 6JN Furnace Green EMIS 

RH10 6TE Southgate TPP SystmOne 
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RH11 8XT Bewbush TPP SystmOne 

RH11 9JA Coachmans TPP SystmOne 

RH11 0NF Langley Corner TPP SystmOne 

 

 

Appendix 4 – Link working and correct (checked 04/07/22) 

Appendix 5 – Link working and correct (checked 04/07/22) 
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