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GP URGENT CARE NETWORK PILOT

A GUIDE FOR PRACTICE STAFF



Many peop le  -  adu l ts  and  ch i ld ren  -  w i th  an  urgent  but  not  l i fe-
threaten ing  in ju ry  o r  i l l ness  go  to  an  Emergency  Depar tment  (ED)
when they  cannot  be  seen  by  the i r  regu lar  Genera l  Pract i t ioner
(GP) .  
               

The  GP Urgent  Care  Network  wi l l  p rov ide  an  a l te rnat ive  by
enab l ing  peop le  l i v ing  in  Met ropo l i tan  Per th ,  Bunbury  and
sur rounds ,  to  book  a  same day  appo intment  on l ine  wi th  a  Genera l
Pract i ce  that  be longs  to  the  Network ,  has  ava i lab le  appo intments
and  i s  c lose  to  where  the  person  l i ves .
       
Not  on ly  wi l l  th i s  u t i l i se  unf i l l ed  appo intments ,  i t  w i l l  a l so  suppor t
cont inu i ty  o f  care  fo r  pat ients  in  the  pr imary  care  se t t ing .
               
Th is  in i t ia t ive  i s  a  par tnersh ip  between  the  Depar tment  o f  Hea l th
(WA)  and  WA Pr imary  Hea l th  A l l iance  (WAPHA) ,  w i th  invo lvement
f rom the  Roya l  Aust ra l ian  Co l lege  o f  Genera l  Pract i ce  (RACGP)
WA Facu l ty  and  the  Aust ra l ian  Med ica l  Assoc ia t ion  (WA) .
         
Th is  in i t ia t ive  i s  be ing  p i lo ted  fo r  18  months  and  wi l l  be  eva luated
by  the  Un ivers i ty  o f  Western  Aust ra l ia .

 

WHO NEEDS URGENT CARE? COMMON REASONS

WHAT IS THE GP URGENT CARE
NETWORK PILOT?

The  most  common presentat ions  are  l i ke ly  to  be  muscu loske le ta l
in ju r ies ,  sk in  and  subcutaneous  lacerat ions  and  wounds ,
gast ro in tes t ina l  cond i t ions ,  and  i l l ness  o f  o r  in ju ry  to  the  eyes ,
ear ,  nose  and  throat .  The  t reatment  o f  these  may  requ i re  minor
procedures  (as  c l in i ca l l y  appropr ia te ) .

Abdomina l  pa in
In fec t ions ,  inc lud ing  ur inary
t ract ,  resp i ra tory  and  wound
Nausea ,  vomi t ing
Abras ions  and  minor  lacerat ions
Acute  neck  o r  back  pa in
Const ipat ion
Dermato log ica l  i ssues  inc lud ing
b i tes  and  rash

 

Diar rhoea
Fever
Minor  eye  and  ear  p rob lems
Minor  f rac tures ,
d is locat ions ,  spra ins  and
st ra ins
Resp i ra tory  t rac t  in fec t ions
Spor t  in ju r ies
St ings  and  b i tes

GENERAL INFORMATION FOR PRACTICE STAFF
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An on l ine  book ing  serv ice  th rough  the  Nat iona l  Hea l th  Serv ices
Di rec tory  (NHSD)  wi l l  a l low pat ients  to  schedu le  u rgent  care
appo intments  themse lves .

 
Th is  i s  in tegrated  wi th  the  Genera l  Pract i ce 's  appo intment
serv ice  such  as  Hea l thEng ine  o r  HotDoc .

 
Work  i s  a lso  be ing  progressed  to  in tegrate  the  Network  with
hea l thd i rec t  Aust ra l ia ’ s  t r iage  serv ice .

 
Peop le  who contact  hea l thd i rec t  Aust ra l ia ,  i f  assessed  by  the
t r iage  nurse  as  need ing  urgent  care ,  w i l l  be  prov ided  wi th  a  l ink
to  book  themse lves ,  o r  a l te rnat ive ly  t ransfer red  to  the  pract i ce
to  make  a  book ing  i f  they  don ’ t  have  in te rnet  access .

 
Some pat ients  may  contact  the  pract i ce  d i rec t ly  by  phone  or
walk  in .  I f  they  do ,  t r iage  protoco ls  a re  fo l lowed to  determine  i f
they  can  be  seen  by  the  pract i ce ,  another  GP Urgent  Care
Network  pract i ce  ( check  ava i lab i l i t y  th rough  the  NHSD)  o r  they
need  to  be  seen  by  an  emergency  depar tment .

 

HOW WILL PATIENTS CONTACT YOUR PRACTICE
FOR AN URGENT CARE APPOINTMENT?

FOLLOWING THE URGENT CARE APPOINTMENT

Pat ients  wi l l  be  handed back  to  the i r  regu lar  GP for  fo l low up .
 

A handover /eva luat ion  form,  which  i s  be ing  deve loped ,  wi l l  be
par t  o f  the  handover  process .

 
The  format  for  th is  fo rm and the  mechan ism for  send ing  the
form to  the  pat ient ’ s  regu lar  GP i s  be ing  f ina l i sed .

 
De- ident i f ied  in format ion  f rom the  handover  form and
eva luat ion  surveys  wi l l  be  used  to  in form the  eva luat ion  o f  the
Network  P i lo t .

www.wapha.org .au /hea l th-profess iona ls /gp-urgent-care /

Information about the GP Urgent Care Network, 
updates and events can be found at:
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Some th ings  you  may  need  to  know or  do :
 

Ensure  s ta f f  a re  aware  o f  your  p ract i ce ’s  par t i c ipat ion  in  the  GP Urgent
Care  Network  and  how most  pat ients  wi l l  contact  the  pract i ce  to  make
an  appo intment .

 
Key  peop le  to  be  in formed inc lude :

   -  GPs
   -  P ract i ce  Nurses
   -  Recept ion  s ta f f
    

Complete  the  check l i s t  to  determine  your  p ract i ce ’s  read iness  to
par t i c ipate  in  the  Network .  (See  Pract i ce  Read iness  Check l i s t  in  the
Resources /Forms  sect ion  on  the  WAPHA webpage . )  

 
Ensure  your  p ract i ce  has  an  in te rna l  t r iage  protoco l  fo r  manag ing  urgent
care  appo intments .  

 
I f  a  pat ient  ca l l s  o r  wa lks  in  and  requests  an  urgent  care  appo intment ,
t r iage  protoco ls  a re  fo l lowed to  determine  i f  they  can  be  seen  by  the
pract i ce ,  another  Urgent  Care  Network  pract i ce  o r  they  need  to  be  seen
by  an  emergency  depar tment .  

 
Recept ion  s ta f f  need  to  know how the  on l ine  book ing  serv ice  th rough  the
Nat iona l  Hea l th  Serv ices  D i rec tory  operates  and  be  t ra ined  to  in fo rm
pat ients  o f  the  pract i ce ’s  b i l l i ng  po l i cy  fo r  u rgent  care  appo intments  and
any  assoc ia ted  out  o f  pocket  expenses .

      
Our  po l i cy  i s  ______________________________________________________ .

        
Some pat ients  who have  booked  an  urgent  care  appo intment  may  not
requ i re  u rgent  care .  They  shou ld  be  seen  and  b i l l ed  as  any  o ther  pat ient .

 
Record  these  appo intments  to  in fo rm the  eva luat ion .

      
Your  t reatment  room is  se t  up  and  s tocked  fo r  sutur ing  and  p las ter ing  –
i f  you  need  to  purchase  any  add i t iona l  equ ipment  o r  consumables ,  record
th is  to  in fo rm the  eva luat ion .  

 
Le t te rs  o f  agreement  between  your  loca l  rad io logy  and  patho logy
prov iders  are  in  p lace .

 
S ignage  i s  in  a  v i s ib le  p lace  to  in fo rm pat ients  that  the  pract i ce  i s  a
member  o f  the  GP Urgent  Care  Network .

 

PRACTICE MANAGERS
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Your  GP(s )  a re  suppor ted  to  use  the  handover /eva luat ion  fo rm for
pat ient  handovers .  P lease  ensure  these  fo rms  are  re ta ined  by  your
pract i ce .

   
WAPHA is  in fo rmed o f  any  changes  to  the  in format ion  prov ided  about
your  p ract i ce  when  you  jo ined  the  Network ,  o r  that  i s  re levant  to  your
pract i ce ’s  par t i c ipat ion  in  the  Network .  

 
The  P i lo t  recogn ises  Pract i ce  Managers  may  need  t ra in ing  to  ensure  that
they  have  a l l  the  in fo rmat ion  and  sk i l l s  requ i red  to  suppor t  the i r
pract i ce ’s  par t i c ipat ion  in  the  Network .

 
WAPHA wi l l  de l i ve r  a  ser ies  o f  workshops  over  the  l i fe  o f  the  P i lo t  wh ich
are  in formed by  the  needs  o f  Genera l  Pract i ces .

 
Members  o f  the  Network  shou ld  check  the  GP Urgent  Care  News and
Aler ts  Sect ion  on  the  WAPHA webpage  fo r  in fo rmat ion  about  upcoming
events .

 
 
 
 

 

PRACTICE MANAGERS

 

www.wapha.org .au /hea l th-profess iona ls /gp-urgent-care /
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Some th ings  you  may  need  to  know or  do :
 

How the  on l ine  book ing  serv ice  th rough  the  Nat iona l  Hea l th  Serv ices
Di rec tory ,  wh ich  a l lows  pat ients  to  schedu le  the i r  u rgent  care
appo intments  themse lves ,  operates .  

 
Th is  wi l l  be  in tegrated  wi th  your  p ract i ce ’s  appo intment  serv ice  such  as
Hea l thEng ine  o r  HotDoc .

 
How to  make  an  appo intment  th rough  the  Nat iona l  Hea l th  Serv ices
Di rec tory  fo r  u rgent  care  appo intments .

 
Peop le  who contact  hea l thd i rec t  Aust ra l ia ,  i f  assessed  by  the  t r iage
nurse  as  need ing  urgent  care ,  w i l l  be  prov ided  wi th  a  l ink  to  book
themse lves ,  o r  a l te rnat ive ly  t ransfer red  to  the  pract i ce  to  make  a
book ing  i f  they  don ’ t  have  in te rnet  access .

 
Work  i s  be ing  progressed  to  in tegrate  the  Network  wi th  hea l thd i rec t
Aust ra l ia ’ s  t r iage  serv ice .

 
Where  a  pat ient ’ s  appo intment  i s  fo r  u rgent  care ,  ensure  your  GP i s
in formed .

 
Ensure  pat ients  who have  urgent  care  appo intments  are  in fo rmed about
your  p ract i ce ’s  b i l l i ng  po l i cy  fo r  u rgent  care  appo intments  and  any
assoc ia ted  out-o f-pocket  costs .

 
Our  po l i cy  i s  __________________________________________________

 
Your  p ract i ce ’s  in te rna l  t r iage  protoco l  fo r  manag ing  urgent  care
appo intments .

 
I f  a  pat ient  ca l l s  o r  wa lks  in  and  requests  an  urgent  care  appo intment ,
t r iage  protoco ls  a re  fo l lowed to  determine  i f  they  can  be  seen  by  the
pract i ce ,  re fe r red  to  another  GP Urgent  Care  Network  pract i ce  o r  need  to
be  seen  by  an  emergency  depar tment .

RECEPTION STAFF
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Some th ings  you  may  need  to  know or  do :
 

When a  pat ient  a r r i ves  fo r  the i r  u rgent  care  appo intment ,  imp lement
your  t r iage  protoco l  to  determine  i f  they  can  wai t  unt i l  the  GP i s  ready  to
see  them.

 
I f  a  pat ient  ca l l s  o r  wa lks  in  and  requests  an  urgent  care  appo intment ,
t r iage  protoco ls  a re  fo l lowed to  determine  i f  they  can  be  seen  by  the
pract i ce ,  re fe r red  to  another  GP Urgent  Care  Network  pract i ce  o r  need  to
be  seen  by  an  Emergency  Depar tment .

 
Ensure  your  t reatment  room is  se t  up  and  s tocked  fo r  sutur ing  and
p laster ing .    The  cost  to  u rgent  care  pat ients  wi l l  be  as  per  your
pract i ce ’s  b i l l i ng  po l i cy .

 
Our  po l i cy  i s  __________________________________________________

 
The  P i lo t  recogn ises  Pract i ce  Nurses  may  need  oppor tun i t ies  to  deve lop
or  enhance  the i r  u rgent  care  sk i l l s .  A  ser ies  o f  workshops  over  the  l i fe  o f
the  P i lo t  w i l l  be  prov ided  which  wi l l  focus  on  sk i l l s  and  top ics  as
ident i f i ed  by  genera l  p ract i ces .    These  t ra in ing  oppor tun i t ies  can  be
c la imed fo r  Cont inuous  Profess iona l  Deve lopment  (CPD)  po in ts .

 
Members  o f  the  Network  shou ld  check  the  News and  A le r ts  Sect ion  on
the  WAPHA webpage  fo r  GP Urgent  Care  fo r  in fo rmat ion  about
upcoming  events .

 
 

PRACTICE NURSES

www.wapha.org .au /hea l th-profess iona ls /gp-urgent-care /
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DOCTORS

Some th ings  you  may  need  to  know or  do :
 

I f  you  do  not  have  a  Pract i ce  Manager  o r  Nurse ,  ensure  your  recept ion
staf f  a re  prov ided  wi th  a l l  re levant  in fo rmat ion  about  the  Network .

 
Fo l lowing  each  urgent  care  appo intment  comple te  the
handover /eva luat ion  fo rm,  as  you  must  hand  pat ients  back  to  the i r
regu lar  GP .

 
The  fo rmat  fo r  th is  fo rm and  the  mechan ism for  send ing  i t  to  the
pat ient ’ s  regu lar  GP and  the  Network  Eva luat ion  i s  be ing  f ina l i sed .

 
A l l  par t i c ipat ing  Genera l  Pract i ces  wi l l  be  adv ised  d i rec t ly  when  the
handover /eva luat ion  fo rm i s  ava i lab le .  In fo rmat ion  wi l l  a l so  be  made
ava i lab le  on  the  GP Urgent  Care  Network  webpage .

 
As  a  member  o f  the  Network ,  the  expectat ion  i s  that  l e t te rs  o f
agreement  wi l l  be  in  p lace  between  your  p ract i ce  and  patho logy  and
rad io logy  prov iders  to  ensure  that  when  urgent  care  pat ients  a re
re fe r red  they  are  seen  and  managed prompt ly ,  and  repor ts  a re  prov ided
back  to  you  in  a  t ime ly  manner .

 
Your  p rov iders  know when your  re fe r ra ls  a re  fo r  an  urgent  care  pat ient ,
when  they  need  to  be  seen  and  whether  bu lk  b i l l i ng  shou ld  be
cons idered .

 
I f  the  pat ient  cannot  be  seen  by  the i r  regu lar  GP fo r  a  fo l low up
appo intment ,  check  i f  the  pat ient  can  ar range  an  appo intment  wi th
another  GP in  the  pat ient ’ s  usua l  p ract i ce .

 
I f  th i s  i s  not  poss ib le ,  cons ider  see ing  the  pat ient  yourse l f  unt i l  the
pat ient  i s  ab le  to  secure  an  appo intment  wi th  the i r  regu lar  GP .  

 
The  P i lo t  recogn ises  that  GPs  and  Pract i ce  Managers /Nurses  may  need
oppor tun i t ies  to  mainta in  and  enhance  the i r  u rgent  care  sk i l l s .  The
RACGP (WA)  and  WAPHA wi l l  de l i ve r  a  ser ies  o f  workshops  over  the  l i fe
o f  the  P i lo t  wh ich  wi l l  focus  on  sk i l l s  and  top ics  as  ident i f i ed  by  Genera l
Pract i ces .  

 
These  t ra in ing  oppor tun i t ies  wi l l  a t t rac t  Cont inuous  Profess iona l
Deve lopment  (CPD)  po in ts .  

 
Members  o f  the  Network  shou ld  check  the  News and  A le r ts  Sect ion  on
the  WAPHA Webs i te  fo r  Urgent  Care  fo r  in fo rmat ion  about  up  and
coming  events .

 
www.wapha.org .au /hea l th-profess iona ls /gp-urgent-care /
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