Adelaide Medical Centre (Dr Steph Carter)
Some Statistics
11,000 patients
Average phone waiting time:7 minutes
Average no. abandoned calls: 3-4
Average phone call duration: 4 minutes
2 phone lines: one for patients and one for paramedics/hospital staff
What did you do
We have eConsult on from 8am to 6.30pm 
We triage all ‘on the day’ appointment requests
 We triage all routine appointment requests made via eConsult
Routine appointment requests in person or on the phone are just booked in as requested.
How did you do it?
Any caller who states they have an urgent need / request for same day appointment is added to a call back list whether they ring, complete an e-Consult or attend reception themselves.
3 staff (GP and 2 ANPs) who are working as part of the 'same day triage team'. 
· they each run an individual list that reception will add too. 
· this is capped to 30 call back slots per clinician per day. 
· If they wish to see the patient same day they just book them to their own F2F clinic when suits
Why did you do it?  
We changed our daily appointment set up following the pandemic and chose to incorporate eConsult into this / made provisions for managing this workstream 
 
Which system have you used?
eConsult & we upgraded to use the smart inbox function 
 
How long before it was effective?
Immediately usable but our process has developed over time and been through a few iterations. We review the data and the processes quarterly. 
 
What are the pros and cons 
We find it helpful for managing workload, we don’t enforce it as we do not want to isolate patients who are not digitally enabled 
 
 What is the future?
We are planning to continue to have our online consultation platform on during opening hours 
 

