MAY 2026                                                                           CATHEDRAL MEDICAL GROUP
Patient Survey Response including Frequently Asked Questions


Recent patient feedback on our new triage and appointment system was largely positive, particularly regarding ease of access and same-day responses, with most patients preferring the new system over the previous model. However, some patients highlighted concerns around accessibility, communication, and appointment processes. In response, we have produced this document to address the most raised queries and concerns.


Why has the practice changed to an online triage system?

The new system has been introduced to help the practice:

· Direct patients to the most appropriate care more quickly
· Prioritise urgent medical needs safely
· Reduce long telephone queues at busy times
· Allow clinicians to review requests before appointments are booked
· Improve access for patients who cannot call during working hours

We understand that this is a significant change and that some patients may find the process frustrating or unfamiliar. Your feedback is helping us improve the system.

Why do I have to complete a form instead of speaking to someone?

The online form allows clinicians to gather important information before deciding the best next step. This helps ensure patients are directed to the right clinician, service, or appointment type.

However, we understand that not everyone finds online forms easy to use, especially when unwell, stressed, upset, or if English is not their first language.
Reception staff remain available to help patient’s complete forms where needed.

I found myself repeating information several times in the form.

We appreciate this feedback. The form uses a standard template provided by Accurx, and some questions may appear similar to ensure clinicians receive the information needed to assess requests safely. Not all sections are mandatory, and patients can leave optional boxes blank or enter “N/A” where questions are not relevant to their problem.


Can I still telephone the practice?

Yes. Patients can still contact the practice by telephone.
The online system is designed to improve access, but we understand that some patients prefer verbal communication or may find forms difficult to complete.
Our reception team can assist patients with submitting requests where appropriate.

Why are appointments taking longer than before?

Demand for appointments continues to be extremely high across GP practices nationally. The triage system is designed to ensure we prioritise urgent medical needs safely while also managing routine care requests.
Some routine appointments, medication reviews, and follow-ups may therefore be booked further ahead.
We appreciate this can be frustrating, particularly when waiting for medication reviews or ongoing care but it enables us to prioritise patients who do need to be reviewed that same day, or in the next few days. 

Why was I offered a telephone appointment instead of a face-to-face appointment?

Clinicians review each request and decide the most appropriate appointment type based on the information provided.
Many issues can be managed safely and more quickly by telephone, which also helps increase appointment availability.
If a clinician feels an examination is needed, a face-to-face appointment will be arranged.
If you have specific communication needs or difficulties with telephone consultations, please let the practice know.

Why do I need to complete separate forms for different problems?

Separate forms help clinicians safely assess each medical issue individually and ensure the correct appointment length and clinician are allocated.
We understand this may feel inconvenient, especially when multiple issues are related, and we appreciate your patience.


Why can’t I easily change my appointment once it is booked?

Currently, appointments can only be cancelled rather than amended online.
In these instances, please call our reception team on 01243 813450 who will be happy to help you. Please do not submit another request for this.

Why are blood tests and medication reviews sometimes booked weeks ahead?

There is currently very high demand for routine appointments, blood tests, and medication reviews.
We understand delays can cause stress, particularly for patients taking regular medications that may require monitoring.
Where possible, patients are encouraged to book reviews and blood tests early.
We are also reviewing how we communicate waiting times and reminders, so patients have more notice to plan ahead.


What should I do if I am running out of medication?

Please contact the practice as early as possible if you are due to run out of medication.
If your medication requires monitoring or a review before it can be reauthorised, the practice team will advise on the next steps, which may include providing you with an ‘emergency month’ of medication. 
Patients are encouraged to book reviews promptly when invited.

Some services seem to be missing from the app or website.

Sick note requests can be found in the ‘Admin Section’ of the form. Other Admin options include repeat medical requests, medication reviews, vaccines, test results, GP letters and referrals. 
If you cannot find the service you need online, please contact the practice and the team will direct you appropriately.


Is the system assessed by clinicians?

Yes. Clinical requests submitted through the triage system are reviewed by the doctors. They are not reviewed by the reception team or AI.
Where necessary, clinicians may request further information, arrange appointments, or direct patients to more appropriate services.


What should I do if I don’t agree with the Doctors triage decision??

If you feel that the GP has misunderstood your concerns or if your symptoms change, please submit another triage request. This will then be 
re-reviewed by the clinical team. 
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