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2. SUBJECT :

COMMUNITY SERVICES AND HEALTH DIRECTORATE: CITY HEALTH DEPARTMENT: ROAD
SHOW ON PRESENTING THE APPOINTMENT SYSTEM AND INTEGRATED SERVICE DELIVERY
IN CITY HEALTH FACILITIES. K3728

ONDERWERP
DIREKTORAAT GEMEENSKAPSDIENSTE EN GESONDHEID:. DEPARTEMENT

STADSGESONDHEID: REKLAMEVELDTOG OOR AANBIEDING VAN DIE AFSPRAAKSTELSEL
EN GEINTEGREERDE DIENSLEWERING IN STADSGESONDHEIDSFASILITEITE K3728

ISIHLOKOQ

ICANDELO LEENKONZO ZOLUNTY NEZEMPILO: 1SEBE LESIXEKG LEZEMPILO: INDIBANO
YASESIDLANGALALENI EBONISA NGENKQUBC YOKWENZA 1-APOYINTIMENT! KUNYE
NONIKEZELO LWEENKONZO NGOKUHLANGANISIWEYO KUMAZIKO EZEMPILO ESIXEKO

K3728
3, PURPOSE

To inform oll Sub councils about the appointment system and integrated service
delivery- (One stopr shop) in City Hedith facilittes

4, FOR DECISION BY

The report is noling

5. EXECUTIVE SUMMARY

City Health has introduced an appointment systern and the integrated approach in
all Health facilities in on aftempt to Improve the customér experience when clients
present themselves at our clinics.

The feport provides a brief oveiview of the reasons for the approach and what we
would want o achieve. Attached to the reportis Annexure A whiich will be presented
at the various sub councils as-well as o short video clip bused on experiences of the
community since the intraduction,

6. RECOMMENDATIONS

Hisrecommended that this repoit be roted,
o
- T— : e Making progress possible. Together,

Sty i
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AANBEVELING
Daar word conbevee! dat- dacr van hierdie verslag kennis geneem word.
IZINBULULO

Kundululwe ukuba makugwalaselwe lengxelo.

7. 'DISCUSS]ON_/CONTENTS-

Appointment System

In orcler to address the problems of long waiting times and congested health facilities,
City Heclth launched a patient appointrment system in 2018, In 2019, this-system will be
strengthened by the addition of an elecironic system which ‘will aliow clients to
receive appointment noftifications and reminders via SMS and email, and. assist clinics
1o betier manage patient appointments.

Prior fo the implementation of the appoiniment system, the status quo was that
patients would receive appoiniments by dafe only, without a time, and were
expected to arive at the start of the day. This practice led to queueing oulside the
facility before opening fime, congested waiting rooms, dnd long waiting fimes. The'
implementation of the appointment system wias an atiempt fo.address Hhese issues,

Implementation began in 2015 with a grassrools level learming. intiafive that was
supported by the University of the. Western Cape, 16 mofivated clinic feams fook part,
designing ‘dnd impl'e_menﬁng appoinfment systems in iheir clinics. The learing
generated by these clinic feams was shared and documented, and informed both
the development of implementation guidelines and the - rollout of appeintment
systems to all clinics from’ 2017-2018. In 2018, City Health -officially launchied ifs
appeiniment system.

Appeintments are avallable for all non-acute sefvices such.as maternal and child
health, sexual and reproductive healih, -and chronic hedalth services such s the
freatment of HIV and fuberculog’s and’ non-communicable diseases such as
hypertension and diabetes. Patients on fime for their appointments will Be pricritised
above those without an appeintment or are late for their appointment. Acute services
will not viilise the timed appointment system and patients wil ‘continue fo be
prioritised based oh ¢ ttiage score and the time of their drrival,

Appointment system at most clinics is being. supporfed by paper-based books
appointment tools.. In 2019, an electronic booking tool Is being rolled out which will
greatly assist siaff in managing patient appoinfments. In addifion, this toal allows
clients to receive electronic notifications by SMS. or emil o both confirm and reming
them of their Upcoming - appointments. '

Infegrated care o o

The provision of vertically organized services of immunization, care for sick childifen,
ARV care for the baby separate from the mother's ARY care, as well as family
planning {FF) miethods which are provided in another room by a dedicated FP
praciifioner is a well-known health services' arrangement that works well for health
care providers. In each individual silo stoff might excél in their Tespective areas of
expertise. And yet, the result is that mothers find it Impossible fo keep a mulfitude of
clinic appointments, missing crifical stages,
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The City-of Cape Town has been making an effort to énsure mothers and babies are
seen as-o pair who recelvesintegrated cdre starting from the fime of conception and
extending for as long as required. Basic Ante-Natal Care {BANEC). services have
dready been rolied out o ali City of Cape Town heatth facilities. Today we dre proud
to announce that, Post-Natal care is also available af-all clinics integrated withi the
care for the-child asa ‘one stop shop'. ' '

integrated mom dnd boby services make it aasy for them fo observe all
recommended health measures. It prevents double visils to the clinic and saves
women fime, enabling them to be more: active in the labour force, improve
housshold income, and invest more in ftheir own, as well as-their children's health,
education, and well-being, ultimartely deriving benefits for-dll sectors of the economy.

The City of Cape Town focuses on integrated healfh services as o way for citizens to
“get the care they need, when they need it, in ways that are user-friendly and
achieve fhe desired hedilth outcomes”. By increasing access o integrated BANG, Past
Natal Care, FP methods and Child Health services, women are abie to use their time
more efficiently and productivety. This approach also effects savings in. the hecith
systemn by eliminating unnecessary clinic visits.

The infegrated Mom & Baby onie-stop-shop strategy of ol City of Cape Town Kedlth
faciliftes include: _

Early Basic Arite-Natal Care (before 20 weeks and up 1o & visits);

Post natal care for the mother (before 6 days and at 6 weeks);

Reproductive health education and access to a variety of FP methods:
Coordinaiion of mother and baby appointments fer immunizations, well baby
services(including nufrition education] and developmeritdt screening;

Advice on breastieeding, referrals to other levels of care {as needed) ond
gecess to support systems available in the area.

& W~

e

This initiative is launched with the intention of improving the clients experence and
strenthening the Health Systems rasponse to.the Maternal and Child Health services.

AR Sustainabllity implications

Does the activity in this report have any sustainabifty | No X Yes []
implications for the City?2 '

7.2, Stoff Implicafions

Does your report impact on staff resources or resultin any additional staffing
rescurces being required?

No- X
Yes [
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FOR FURTHER DETAILS, CONTACT /7 9

NAME Mr Rubé_r’ro_ Isaciks

E-MAIL ADDRESS

DIRECTORATE

Ruberto.lsaaks@copetown.go

CONTACT

INUMBER

021 4440893

SIGNATURE :

FILE REF NO

DIRECTOR

NAME Dr Waarisc Fareed COMMENT:

DATE Drw. Fareed 75 MARM\ "

SIGNATURE

1

RICHARD WHITE |
SUBCOUNCIL MANAGER

Tel No. 021444 8112

DATE: S w’mv Zolq
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