	
TELEPHONES USE OF 084 Numbers

	OUTCOME OF GOVERNMENT
CONSULTATION ON NHS TELEPHONY SERVICES
NHS free to choose 084 numbers for local patients    

On 14th September 2009, Health Minister Mike O’Brien MP announced that new legislation will be introduced to ensure that local patients do not pay more than the cost of a local call to contact the NHS. This means that GPs and other NHS professionals and organisations will in future remain free to use 084 number based solutions for local services, providing patients do not pay any more than a local call.

The announcement means:

● The use of 084 numbers in the NHS will continue with the support of the Department of Health, so long as  patients do not pay more than the cost of a local call

● Decisions on whether to adopt an 084 number will continue to be freely taken by an individual GP surgery, dental practice or other NHS organisation;

● Revenue sharing is to be allowed to continue;

● The proposed action will allow a marketplace to evolve in which 084 numbers compete alongside 01, 02 and 03 numbers;

● NHS Direct will retain its current 084 number until the Government and OfCom are clear about any future role and function they may have in implementing a national 3-digit number for urgent care.
Commenting on the Government’s announcement, NEG Managing Director, Dean Rayment said

“We applaud the Government’s decision to allow patients, GPs and other NHS professionals to continue to benefit from the increased services, convenience and choice that are provided by the use of 084 numbers. We were always confident that, once the full facts about NHS telephony services were considered objectively by the Department of Health, the retention of the option to choose 084 numbers would be seen to be the best solution for patients, GPs and the NHS.”

Background to the Government’s Announcement

The Department of Health announced a consultation exercise on “The use of 084 numbers in the NHS” on 16th December 2008. The consultation closed on 31st March 2009. In its official response to the DH consultation exercise, NEG demonstrated:

 ● For virtually all patients’ calls, the local GPs’ 084 number is not more expensive to call than using an ordinary number;

● More than 4.5 million patients use an 084 number to contact their GP surgery every month;

● When allowed to be given the choice, GPs choose 084 numbers because it allows them to improve access and invest in quality services for patients;

● GPs do not make a single penny of individual profit from 084 numbers.



FOR FURTHER INFORMATION SPEAK TO OUR PRACTICE MANAGER
ADDITIONAL INFORMATION

The cost to call the surgeries 0844 number I can confirm that at the time of the department of health consultation, providing the patient calls from a BT landline using BT standard rate then the cost will be the same as that of calling a local number. However we cannot confirm how much other providers may charge as it very much depends on what package the patient has purchased.

In providing a comparison, the tariff which is considered to be the right comparator to use is the OFCOM-regulated BT call rate.  This is the only rate which is regulated by OFCOM and, as such, it is accepted industry practice to use this rate as the only workable comparator for assessing the comparative costs of calls.
You may get some patients who are on a call package, where by they receive a package of free minutes for a monthly amount.

It is often a miss conception that people receive ‘free minutes’ as in fact they simply pay upfront for any calls that they will make. If the amount of calls made does not reach the monthly amount then the provider retains the difference and in fact their customer may pay more for calls than they needed to. Also with some of these call packages, the telephone provider may charge above the local rate for 0844 numbers and this is stated in their terms and conditions.

Of course the patient may be benefiting from other features within their current tariff that they may not get on the regulated BT call rate.

Other providers also use the rounding up method of calculating call charges rather than per second billing and this can distort the actual cost.

While we sympathise with some patients who find that their package does not include 0844 numbers it is their choice and we would recommend that the patient speaks to his or her provider as they would be able to advise which plan would be best for them especially if he calls 0844 numbers regularly.

Some patients will be with BT and may or may not be charged the local rate for dialling 0844 numbers; it is only if they are on the BT standard rate that they will find that there is no extra charge for dialling 0844 numbers. Again any query’s regarding this should be directed to the patient’s telephone provider as it is them who have set out the charges which would have been agreed with the customer at point of sale.
Below is information off the BT website which may help with patients who are with BT but are getting charged more than the standard rate for 0844 numbers. Again if they are being charged more they are not on BT’s Standard rate.
Call Set-up Fee - All Residential Customers (except for, Light User Scheme, BT Basic and BT Standard rate customers
A Call Set-Up Fee of 8.425pence (exc VAT), 9.90 pence (inc VAT) will apply .
Call Set-Up Fee - Light User Scheme, BT Basic and BT Standard rate customers
A call set up fee of 2.553pence (ex VAT), 3.00pence (inc VAT) will apply plus 5p per minute call charge
With regards to mobile phones, BMA guidance states that   "In terms of call tariffs, the call rates which patients are charged depend on their mobile phone service provider. It is a matter for individual members of the public to ensure that they are happy with the terms and conditions of the mobile phone arrangements that they enter into with their mobile phone provider."
Ashley Medical Centre, have and continue to provide a cost effective telephony services for their Patients. The chosen system and use of 084 number has enabled us to effectively redirect telephone calls and assign staff to deal with call volumes. The introduction of the new system has reduced waiting times for Patients getting through to the Surgery and seen an increase in the satisfaction of Patients in getting through to the Surgery to make appointment; order prescriptions; get test results and speak to Doctors.
Please speak to our Practice Manager if you require any further information.
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