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Actions to be completed by Practices

As most GP Practices will be closed during the May Spring Bank Holiday on Monday 31st May
2021, we wanted to make sure you are aware of how to make your Engage Consult service ‘out
of hours’ for these days only. What this means is that when a Patient tries to contact you via
Engage Consult, your service will tell the Patient that it is ‘out of hours’ and that you will be
available to respond to the request on the next working day. To make these simple changes
please follow the steps below;

1. Log into My Engage with your ODS code and password
My.engage.gp

2. Select Engage Consult Settings from the main dashboard
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3. Scroll down to Engage Consult Response (call-back) Times

Sections Service Hours

Website Popup

Applies to medical requests only.
Report Delivery PR q 4

Message to Users Allow users to send medical requests outside of service hours

Emails to Users

Service Hours
We recommend setting the finish time to 15 minutes before you want the last request to arrive. We don't allow new requests

Available Staft after that time, but any already started will be able to finish

Patient and Carer Access

Day of Week Start Finish Max Requests (approx*)
Options
Monday 00°00 16:30 No Limit h
Video Consultations
Tuesday .
ICE and/or Custom Questions oo-oo 10 Hotmt v
Wednesday 00-00 16:30 No Limit v
Thursday 00:00 16:30 No Limit v
Discard Changes
Friday 00:00 16:30 No Limit v
Saturday 00-00 16:30 No Limit ~
Sunday 00-00 16:30 No Limit hd

= any users who have started a request when the limit has been reached will be allowed to finish.

4. On the week commencing 24th May, change Monday 31st May to ‘out of hours’ by
hitting the Delete key on your keyboard on the Start and Finish time

Website Popup

Report Delivery

Service Hours

Message to Users

Emalls to Users Applies to medical requests only.

Service Hours

: Allow users to send medical requests outside of service hours
Available Staff

Patient and Carer Access

We recommend setting the finish time to 15 minutes before you want the last request to armrive. We don't allow new requests

Options
after that time, but any already started will be able to finish.

Video Consultations

ICE and/or Custom Questions Day of Week Start Finish Max Requests (approx*)

Monday 00:00 16:30 No Limit v

Save Changes

Discard Changes

Wednesday 00:00 16:30 No Limit e
Thursday 00:00 16:30 No Limit e
Friday e i No Limit ¥
Saturday 00:00 16:30 No Limit h
Sunday 00:00 16:30 No Limit A

* any users who have started a request when the limit has been reached will be allowed to finish.
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5. Click Save Changes

6. PLEASE REMEMBER TO RE-ENTER YOUR NORMAL START AND FINISH TIMES
AFTER BANK HOLIDAYS (i.e when you come back on Tuesday 1st June)

Other things you could do to make this message clearer:
- Send out an SMS message to Patients
- Update your Telephone Messages

If by all means, you are open on either Bank Holiday, you don’t need to action the above but you
could take the opportunity to remind Patients they can use Engage Consult to contact you over
the long weekend!

Engage Consult Support Services

If you require technical support, please ensure you check our extensive Knowledge Base for
both Engage Consult and Engage Touch:

https://support.engagehealth.uk/support/solutions

Or you can log a new support request here:
https://support.engagehealth.uk/support/tickets/new

Our office is closed over the Bank Holiday. We will continue to monitor our systems and ensure
appropriate resources are in place in the unlikely event there is a system outage. If you need to
report a practice-wide major incident, please email us at emergency@engagehealth.uk
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