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1. Purpose
The purpose of this document is to describe the Standard Operating Procedure for sending Digital Assessments via the DrDoctor portal for patients referred to the Scar Management Clinic. This will include specific information regarding the management of the Digital Assessment to be used by the Scar Management outpatient service. 

A SOP is a set of instructions to be followed in carrying out a given operation, or in a given situation, which lend themselves to a definite or standardised procedure without loss of effectiveness.  
2. introduction
Salisbury Foundation Trust has partnered with DrDoctor to introduce a patient portal. DrDoctor is a patient engagement platform that helps the hospital to communicate effectively with patients. This is part of our ongoing commitment to provide the right care at the right time. Staff can access DrDoctor via a traditional internet browser - https://login.manage.drdoctor.co.uk. Further information regarding set up and configuration of DrDoctor including user access and SMS text messaging can be viewed on the trust website. SOP’s regarding these elements of DrDoctor can be found in section 8.1.
The DrDoctor Digital Assessment product allows a trust to send questionnaire style assessment forms to patients digitally. These assessments are accessed by the patient via a secure web application and patients are given notification of the arrival of a new assessment via SMS text and/or email (dependent on the contact information we hold for them in Lorenzo). The Digital Assessment product is also integrated with the Trust’s document management system, Cito, and patient responses will be stored here in a PDF format.

The introduction of Digital Assessments will be important in helping us monitor patients’ health, inform clinical appointments and provide patients with more suitable care.

How patients complete a digital assessment

1. Patient receives a text message or email when a digital assessment has been assigned for them to complete.
2. Patient clicks the DrDoctor link in the text message/email.
3. Patient logs in to the secure patient portal with their last name, date of birth and postcode.

4. Patient fills in the form and clicks ‘Submit’.
a. Once submitted, the patient can view a summary of their answers online at any time.

5. If the patient does not complete the assessment within 6 days, the system will send out an automated reminder.

6. If the patient does not complete the assessment by the clinic appointment, the service area will instigate an alternative process (see Procedure 3).
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3. Scope
The Digital Assessment service is being rolled out to a select few outpatient services within the Trust. Patients will therefore only receive a Digital Assessment if they are under the care of an outpatient service using this functionality.
The scope of this SOP is specifically for the Digital Assessment associated with the Scar Management Clinic, run by the Burns Scar outpatient service. Only patients referred to and treated via this clinic will receive the Digital Assessment and no other outpatient clinics within the Burns Scar department are involved.
4. Definitions
Patient Engagement Portal or Platform – A patient portal is an internet-based platform that lets patients view medical records, appointment information and connect with health care professionals.

PAS – Patient Administration System. A PAS captures, stores and manages essential patient details including name, address, date of birth, and comprehensive records of a patient's interactions with the hospital, across both outpatient and inpatient services. The Trust’s current PAS is Lorenzo and has a high level of security and access control, restricted by user and role profile.

Cito – The Trust’s current document management system is Cito. Patient Administration System. Cito enables users to capture, store, retrieve and share electronic documentation held in different formats (scanned paper, emails, images, electronic documents etc.) with a high level of security and access control, restricted by user, role profile or by document content or category.
POSAS – The Patient and Observer Scar Assessment Scale is a verified assessment tool which measures scar quality in all types of scars by evaluating visual (e.g. colour), tactile (e.g. pliability) and sensory (e.g. itch) characteristics of the scar from the perspective of the observer and patients. The patient scale has been used within the DrDoctor Digital Assessment.
5. responsibilities

	KEY STAFF
	DUTIES / RESPONSIBILITIES

	Therapy Administrator
	Booking patients into the clinic appointment slots on Lorenzo to trigger the Digital Assessment process, for those referred directly or via the Consultant.
Ensuring correct contact information for patients in Lorenzo.

Booking follow-up appointments when required.

Discharging patients via Lorenzo when required.

	Odstock Ward Clerk
	Booking patients into the clinic appointment slots on Lorenzo to trigger the Digital Assessment process, for those referred through the Burns Dressing Clinic.

Ensuring correct contact information for patients in Lorenzo.

	Scar Management Clinician or Health Care Professional
	Triage referrals in terms of priority (urgent/non-urgent).

To review the returned Digital Assessment outcome forms.

Monitoring responses from patients and instigating the alternative procedure when necessary for patients who have not/cannot engage digitally.

Booking follow-up appointments when required.

Discharging patients via Lorenzo when required.

Contacting the Therapy Administrator when a follow-up appointment within this service needs to be booked or when the patient needs to be discharged.

Ensuring correct contact information for patients in Lorenzo.


6. SPECIFIC PROCEDURE
6.1 Procedure 1: Sending a Digital Assessment – Booking process from Lorenzo
This section of the SOP will detail the process for how a patient will be assigned a Digital Assessment through their booking onto the Scar Management Clinic on Lorenzo. 

1. Referrals to the Scar Management Clinic can be made through one of three routes:

a. Referrals made as an outcome of the Burns Dressing Clinic are submitted to the Odstock Ward Clerk through the patient notes.
b. Direct referrals into the Scar Management Clinic are received by the Therapy Administrator through the Electronic Referral System.
c. Referrals made by consultants are submitted to the Therapy Administrator via email or through their referral form.
2. The Odstock Ward Clerk or Therapy Administrator will action the referrals and book patients within one of the following clinics, MA02160THABSMCSMPB CSMPB Mixed Thurs or MP02160THCBSMCSMPB CSMPB Mixed Thurs. Clinic bookings are set up with the following parameters:

a. Appointment type: New or Follow Up

b. Appointment format: Telephone, Face to Face or Virtual (telemedicine)
c. Appointment date: Clinics should be booked as per the timeframe requested by the referrer (this should be no later than 7 days prior to the clinic slot)

i. Note that if clinic slots are full, additional slots will be added and internal resourcing will be managed to ensure the patient can be seen.

3. Once booked into the clinic slot, DrDoctor will automatically distribute the Digital Assessment to the patient 7 days prior to the clinic appointment, via a text and/or email invitation.

4. If the patient does not complete the assessment within 6 days, DrDoctor will automatically distribute a reminder text and/or email.

6.2 Procedure 2: Reviewing Digital Assessment Outcomes – Patient has completed the Digital Assessment
This section of the SOP will detail the process to follow if a patient has completed the Digital Assessment by the date of the clinic appointment.

1. Once the patient has completed the Digital Assessment, the response will be available to view through the following formats:

1.1. Responses will be accessible through the DrDoctor portal within the dashboard for the relevant clinic appointment. 
1.1.1. If the patient has completed the assessment within the timeframe, the system will show the date of completion and have a link to view the results. 
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If the patient has not completed the assessment within the timeframe, the system will show the assessment as overdue (continue to Procedure 3).
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Note: Screenshots shown are an example, clinic name will show ‘MA02160THABSMCSMPB CSMPB Mixed Thurs’ or ‘MP02160THCBSMCSMPB CSMPB Mixed Thurs’ in the Live system.
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A PDF of the patient responses will also be accessible within the Scar Management Clinic folder in Cito.

2. Review the following areas of the output:

2.1. POSAS Scores: Scar at this moment (score range of 5 – 25) and Scar in the past week ( score range of 5 – 55). These scores should then be recorded on the Scar Management Database on HAL. 
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Example output on DrDoctor

Example output on PDF in Cito 
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2.2. Patient responses to the rest of the from are available to view in both the DrDoctor and Cito output before or during the clinic appointment.

2.2.1. If it is the patient’s first appointment in the Scar Management Clinic, the Clinician will review the patient responses for the Psychology and pre-clinic questionnaire and POSAS scores.
2.2.2. If it is not the patient’s first appointment in the Scar Management Clinic, the Clinician will only review the POSAS scores (including in comparison to previous scores).

2.2.3. If the patient is identified as being under the age of 18 at the start of the assessment, there should be no data to review. If the patient is under 18 and has completed the Digital Assessment, their responses do not need to be reviewed. The clinic can continue without this information for paediatric patients. 

3. At the Clinic appointment, the Scar Management Clinician or Health Care Professional should ensure rge correct contact information for patients in Lorenzo. Following the completion of the Scar Management Clinic, determine whether another clinic appointment is needed.

3.1. If yes, the Scar Management Clinician can create a new booking within Lorenzo (see clinic details in Procedure 1). If unable to do the booking, the Scar Management Clinician should contact the Therapy Administrator via email to request another clinic appointment to be booked for the patient. Process begins again (see Procedure 1).

3.2. If no, the patient should be discharged via Lorenzo. This can be completed by the Scar Management Clinician, or alternatively they can contact the Therapy Administrator via email to request for the patient to be discharged.
6.3 Procedure 3: Reviewing Digital Assessment Outcomes – Patient has not completed the Digital Assessment
This section of the SOP will detail the process to follow if a patient has not completed the Digital Assessment by the virtual review clinic, and it shows as Overdue within the DrDoctor system. Note that patients under the age of 18 do not need to complete the assessment and so the Overdue status can be ignored for paediatric patients.
1. Scar Management Clinician reviews the clinic list on Lorenzo and identifies that the patient has not completed the assessment within the timeframe. The system will show the assessment as overdue.
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2. The action required will depend on whether the clinician has access to technology during the Clinic appointment.

2.1. If yes, the Scar Management Clinician should complete the assessment with the patient
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Select the ‘Complete with patient’ option within the clinic view.
2.1.2. [image: image21.png]In progress



Untick the ‘Log out of DrDoctor’ option, then press Proceed
2.1.3. Log in to the patient’s portal using their demographic details (surname, date of birth, home postcode)


2.2. If there is no access to technology, the Scar Management Clinician should complete the assessment on the paper version (section 7.1)

2.2.1. Scar Management Clinician completes the assessment with the patient during the appointment (either on DrDoctor or on paper).
2.2.2. If it is the patient’s first appointment in the Scar Management Clinic, the Clinician will need to complete the Psychology, pre-clinic questionnaire and POSAS with the patient.
2.2.3. If it is not the patient’s first appointment in the Scar Management Clinic, the Clinician will only need to complete the POSAS with the patient.

3. The POSAS scores should be recorded on the Scar Management Database on HAL.

4. At the Clinic appointment, the Scar Management Clinician or Health Care Professional should ensure the correct contact information for patients in Lorenzo.  Following the completion of the Scar Management Clinic, determine whether another clinic appointment is needed.

4.1. If yes, the Scar Management Clinician can create a new booking within Lorenzo (see clinic details in Procedure 1). If unable to do the booking, the Scar Management Clinician should contact the Therapy Administrator via email to request another clinic appointment to be booked for the patient. Process begins again (see Procedure 1).

4.2. If no, the patient should be discharged via Lorenzo. This can be completed by the Scar Management Clinician, or alternatively they can contact the Therapy Administrator via email to request for the patient to be discharged.

7. Forms/templates to be used

7.1 Paper Scar Management Clinic Questionnaire
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8. internal and external references
8.1 Internal References

DrDoctor Configuration & SMS Reminders SOP
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Process map of Scar Management Clinic process 
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Quick Reference Guide Scar Management Clinic

8.2 External References

DrDoctor Digital Assessments help pages

Overview of Assessments - DrDoctor Help Centre
9. Version history

	Version
	Date
	Significant Changes

	1.0
	06/03/2024
	First draft of content

	1.1
	20/03/2024
	Review of content with Scar Management Stakeholders

	1.1
	07/05/2024
	Quick Reference Guide attached to support go-live.
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Burns


Infection


Donor site (split-thickness skin graft)


Accident


Piercing


Unknown


Other: 


What is the cause of this scar?


Please choose one scar (area) and answer all questions with this scar in mind.


Patient Scale of the POSAS 3.0 — Generic version — English


    Patient Scale         Generic version    


Participant ID


3.0


Page 1 of 2
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Where is this scar (area) located?


i


When did you get the scar?


Date: (month, day, year)


(month, day, year)


How satisfi ed are you with the way your scar looks and feels?0


Continue with the questionnaire


Very 
satisfi ed


A little 
satisfi edNeutral


A little 
dissatisfi ed


Very 
dissatisfi ed







Is your scar overly sensitive to touch?6


Do you experience a burning sensation in your scar?  10


Is your scar painful? 8


Do you experience sensations of tingling or “pins and needles” in your scar?      12


Is your scar fragile, causing the skin to break down more easily?15


Is your scar less sensitive to touch (“numbness”)?7


Does your scar itch?  11


Does your scar pull tight with movement?   14


Do you experience a shooting sensation in your scar?  9


Do you experience tightness in your scar at rest?     13


If you do not moisturise your scar, does it feel dry? 16


Patient Scale of the POSAS 3.0 — Generic version — English


Not A little Moderately Very Extremely


Not A little Moderately Very Extremely


How different is the colour of your scar, compared to your normal skin?1


Does your scar feel hard, compared to your normal skin?4


How shiny is your scar, compared to your normal skin?  2


Is the surface of your scar irregular, compared to your normal skin?5


i By irregular we mean how the surface looks and feels, for example, ‘bumpy’, ‘lumpy’, with ridges, folds or diamond-patterned.


Is your scar raised or sunken, compared to your normal skin? Please indicate by how much:3


The following questions are about your scar at this moment


Thank you for completing this questionnaire
For more information about the POSAS please visit www.posas.org


Patient and Observer Scar Assessment Scale 3.0


Check the box that best describes your answer for the scar (area) you have chosen.
For additional instructions on how to use this questionnaire, visit www.posas.org/instructions.


Copyright © Prof. Dr. Paul van Zuijlen. All rights reserved.
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Participant ID


The following questions are about your scar during the last week:
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Salisbury Burns Team Information sheet 			

Hello.  Ahead of your appointment today in the burns team, please could you fill out this sheet, answering the questions that are relevant to you.  Just put a mark in whichever box is appropriate.  Please take this in with you to your appointment.



Your name:……………………………………………..           Your date of birth:…………………….         Today’s date: …………………

		



		No concern/ doing well

		A bit concerned

		Very concerned



		Pain from the burn wound/graft site



		

		

		



		Itch from the wound/graft site



		

		

		



		Overall healing of the wound



		

		

		



		What the burn injury/scar looks like



		

		

		



		Ability to move (e.g. bend an arm or finger joint)



		

		

		



		Ability to walk/get around



		

		

		



		Intimacy/sex



		

		

		



		Stress or anxiety



		

		

		



		Doing normal day to day activities 



		

		

		



		Feeling low in mood 



		

		

		



		Being on the right medication (for the burn/scar etc.) 

		

		

		



		Being around other people



		

		

		



		Coping with thoughts or memories of the burn incident



		

		

		



		Fatigue/Tiredness



		

		

		



		Eating enough of the right food



		

		

		



		Getting back into/maintaining work & employment



		

		

		



		Sleep



		

		

		



		Other concerns  (please specify)



		

		

		





The main things I would like to talk about in clinic today are   

1. …………………………………………………………………………………………………………………………….

2. …………………………………………………………………………………………………………………………….

3. …………………………………………………………………………………………………………………………….

This will be kept in your medical records. Please let the staff member know if you would prefer it was not. 





Adapted from a questionnaire developed by the Adult Burns Psychology Service, Southmead Hospital, Bristol
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Burns Dressing Nurse informs 
Ward Clerk that a patient 
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Patient added to Scar 
Management Clinic slot in 


DrDoctor


PDF of patient responses are 
available in Cito under Scars 


and Burns Clinic
 Clinic Folder


Patient receives text message 
and/or email reminding them to 
complete the Digital Assessment


DrDoctor assigns Patient and 
Observer Scar Digital 


Assessment to Patient Patient receives text message and/or 
email inviting them to complete the 
Digital Assessment 7 Days prior to 


appointment


Patient completes 
Assessment by Day 3


No


Patient responses are sent to 
DrDoctor and are available to 


view in the clinic or patient 
view


Yes


Patient completes 
Assessment by Day 7


Yes No


Patient attends Scar Management Clinic 
at SFT


Clinician reviews patient POSAS 
responses / scores from the most 


recent DA against any previous


Clinician reviews patient responses for 
the Psychology and pre-clinic 


questionnaire and POSAS scores 


Is this the patient’s first 
appointment at the Scar 


Management Clinic?
Yes No


Scar Management Clinic is 
completed – validate patient 


contact details


Patient added to Burns Scar 
Management Clinic slot in 


Lorenzo


(MA02160THABSMCSMPB CSMPB Mixed Thurs)
(MP02160THCBSMCSMPB CSMPB Mixed Thurs)
- To include all appointment formats
- Every 1st, 3rd and 5th Thursday of the month
- Minimum time between appts would be 2 
weeks


Triggers 
alternative 


process


Triggers 
alternative 


process


Patient is discharged on 
Lorenzo by the Therapists or 


Physio Administrator


Next clinic appointment is 
either booked during the clinic 
by the Therapists or afterwards 


by the Physio Administrator 


Does the patient require another 
clinic session?Yes


No


Patient is referred directly to 
the Scar Clinic – managed by 


the Physio Administrator 


Consultant refers patient to the 
Scar Clinic – managed by the 


Physio Administrator


Patient scores / information 
uploaded onto Scar Database 


on HAL


If patient is identified as urgent but a clinic is 
full, the ward clerk/administrator will overbook 


the clinic and the team will manage internal 
resourcing to make sure the patient can be 


seen
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Note
Digital responses will be 


held in DrDoctor and Cito 
as per normal processes


Note
Digital responses will be 


held in DrDoctor and Cito 
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Patient attends Scar 
Management Clinic at SFT


Clinician completes DA with the 
patient including only the POSAS 


section


Clinician completes DA with the 
patient including the Psychology 
and pre-clinic questionnaire and 


POSAS


Is this the patient’s first 
appointment at the Scar 


Management Clinic?Yes No


Scar Management Clinic 
is completed – validate 
patient contact details
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alternative 


process
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process


Patient is discharged on Lorenzo 
by the Therapists or Physio 


Administrator


Next clinic appointment is either 
booked during the clinic by the 
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Physio Administrator 


Does the patient require 
another clinic session?


Yes No


Clinical Team identifies that the 
Digital Assessment is over-due 


via the clinic record in DrDoctor.


Does therapist have access 
to a computer in the clinic


Clinician completes 
Psychological and/or POSAS 


with the patient on paper


No


Yes


Patient scores / 
information uploaded 
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Asks patient if there are any barriers to 
completing a digital assessment and 
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1. purpose


The purpose of this document is to describe the Standard Operating Procedure for the configuration, setup and ongoing management of patient engagement platform, DrDoctor. This will include specific information regarding the management of SMS Reminders. 

A SOP is a set of instructions to be followed in carrying out a given operation, or in a given situation, which lend themselves to a definite or standardised procedure without loss of effectiveness. 

2. introduction

Salisbury Foundation Trust has partnered with DrDoctor to introduce video consultations and digital appointment reminders. DrDoctor is a patient engagement platform that helps the hospital to communicate effectively with patients. This is part of our ongoing commitment to provide the right care at the right time.


DrDoctor enables us to send patients digital appointment reminders. Patients will receive up to three text and/or email reminders about their upcoming SFT outpatient appointment. This will include a booking confirmation followed by first and second reminders. Further to the text/email, patients will be able to follow a link through to a patient portal containing additional information about their appointment. This includes appointment details, clinic location and clinic information.


Recent developments in technology allow for clinical consultations to be undertaken (where clinically appropriate) by a secure video consultation. DrDoctor is the Trust’s chosen video consultation platform. It is integrated with Lorenzo, meaning patient details will automatically flow between the platforms, reducing administrative requirements relating to the booking process. There is a separate Video Consultation SOP available for further information.
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3. Scope

This SOP applies to all specialties at Salisbury Foundation Trust that offer Outpatient appointments. It should be applied in line with departmental policies and clinical governance for these specialties. 

This SOP applies to:


· All clinical staff undertaking Outpatient consultations at Salisbury District Hospital (Salisbury NHS Foundation Trust)

· Booking/Administrations teams, including (but not limited to):



· Reception & administration teams

· Central Booking and/or Departmental Booking Teams 

· Central Booking Admin Team

· Service Managers overseeing the development of video consultation clinics


4. Definitions

Appointment Reminders/Notifications

With appointment notifications patients can be kept notified about all their appointments. Notifications are sent via SMS text if the patient has a mobile phone number registered and/or by email if the patient has an email address registered. You can configure DrDoctor to send a confirmation when an appointment is booked, rescheduled or cancelled. You can also send one or two reminders a few days before the appointment is due to take place. 


All of this keeps patients informed and helps to improve the chance of patients attending their appointments.

Video Consultation

A ‘Video Consultation’ is a form of communication contact method using a video camera/webcam, linked to a mobile phone, computer/laptop or tablet, to access video call services.


It is a sub-type of ‘telemedicine’ or ‘virtual consultation’, which is defined as “the use of telecommunication and information technology for the purpose of providing remote health assessments and therapeutic interventions… including video or voice messaging services on mobile phones, computers and tablets.” [1]

DrDoctor

DrDoctor is the online patient engagement platform that facilitates the sending of SMS appointment reminders and conducting video consultations, that the Trust has procured alongside RUH Bath. 

5. responsibilities


		KEY STAFF

		DUTIES / RESPONSIBILITIES



		Clinical Staff (Doctors, Nurses, AHP, Therapists etc.)

		· To follow this Standard Operating Procedure when participating in video consultations (please see separate Video Consultation SOP for further detail)



		Booking Staff

		· Schedule video consultations through the approved processes

· First line patient contact for video consultation appointment advice (where identified outside of a live consultation)



		Reception Staff




		· First line patient contact for video consultation appointment advice (where identified outside of a live consultation)


*Note: In some areas the reception staff will also have the responsibilities listed for booking staff, where they are already responsible for booking the relevant clinic



		Administrative/Service Managers

		· Education and training of new staff regarding Video Consultation processes


· Enabling the set up of new users  


· Management of DrDoctor portal and patient check-in on the provider PAS.


· Processing of outcome forms if required/appropriate.


· Provide contact point in provider bookings team to arrange follow-up appointments if required.



		IM&T

(Application support)

		· Provide technical support to staff (if unresolved locally)

· To escalate support requirements to DrDoctor if required.


· To ensure computers/devices are set up to support the video consultation platform (2nd line IT Support)





6. SPECIFIC PROCEDURE

The following staff groups will require training on this SOP:


· All Clinicians currently undertaking outpatient video consultations


· All new clinical staff undertaking outpatient video consultations

· All booking teams supporting the outpatient clinic, including the Central Booking Admin Team

· All administration staff supporting the outpatient clinic


· IM&T staff supporting the DrDoctor service (Application Support)

PROCESS FOR MANAGING NEW CLINIC CODES

6.1 Getting started


To log into the staff portal, you’ll need an account, this can be set up with the appropriate access level by [internal contact].

This document provides details about standard operating procedures, to understand more about the DrDoctor system and get the training you need, speak to members of your team and visit the DrDoctor section on the intranet.

6.2 Switching on New Clinics


When a new clinic code is created in the PAS system, it will automatically be sent to DrDoctor in the staff portal, manage.drdoctor

By default, the new code will be switched off in DrDoctor, and will need to be switched on for patients booked under the clinic to receive reminders.

Amy Cooper, Clinic Template Administrator, is responsible for configuring new clinics. The standard trust notification settings will be used for all new OP clinics (these are outlined below). However, if it is felt that deviation from these is required, this should be approved via your DMT.

To configure clinics on manage.drdoctor, you will need an account. Please contact your departmental super user, or escalation via the IT ticket system, to set you up an account.

6.3 Find the clinic code within DrDoctor

To find the clinic code within DrDoctor, click here

Alternatively, once logged onto DrDoctor, click “Setup” in the menu and select “Clinics”. 

Once you have reached the Clinics page, there are two ways you can find the clinic code: either type the clinic code or name into the search bar, or select the relevant specialty and then scroll to the clinic.


6.4 Open the clinic configuration card

Once you have found the clinic, click anywhere on the clinic code or name to open the clinic configuration card.


6.5 General Settings


Once you have opened the clinic configuration card, under the General Settings select the correct location and booking team from the respective dropdown boxes. Please also specify whether you’d like that clinic to receive DrDoctor video links by selecting ‘Yes’ or ‘No’. 


The Booking Teams and Locations that appear in the dropdown boxes can be managed by certain users. If you need to change these and are unable to, please consult the methods outlined in User Support and Help Desk.

6.6 Notification settings

Click the switch to turn the appointment confirmations and reminders on. Once an appointment/confirmation reminder is on, the switch will turn green and the word ‘On’ will appear.


Below each reminder you can set the number of days before the appointment date the reminder should be sent out.


You can add text to the reminders that the patient will receive in the Reminder intro and Reminder end text boxes. The text typed into the Reminder intro text box, will appear at the beginning of the message and the Reminder End text box, will appear at the end of the message.

Once you start typing text into the Reminder intro and Reminder end text boxes, you will be able to see the content appear in the Preview box.

The [[fname]], generates the patients first name from the PAS system.

6.7 Default Notification settings at SFT

The standard notification settings that have been approved at a Trust level are:


· Booking Confirmation: On


· Reminder: On


· Reminder Days Notice: 10 days


· Extra Reminder: On


· Extra Reminder Days Notice: 3 days


· Reminder Intro (you can copy the following text into the Reminder intro):

From Salisbury Hospital.


Dear [[Fname]] [[Lname]]


· Reminder End (you can copy the following text into the Reminder end): N/A

Please use these defaults unless the clinic specifically needs different settings. Before you use any non-standard settings, you should escalate this through your DMT.

6.8 Advanced notification options

Once you have clicked Show advanced notification options, you will be presented with four buttons (Show message type, Show date, Show time, and Show date). Please ensure that all four buttons are switched on, unless there is a specified reason why they should be switched off.


There is also a free text box labelled Appointment description. The speciality name will appear here by default, however you can delete this or change it to something more appropriate, if necessary. You can see how the appointment description appears in message preview. For example, ‘Cardiology’ would appear as “Reminder for your Cardiology appointment…”

PROCESS FOR STAFF ONBOARDING OR TRAINING

6.9 Adding new users 


New Users should be added on to the DrDoctor system by your departmental Super User. If there are any difficulties with this, please refer to the raising support requests section.

To create a new user on the hospitals staff portal:

1. Select the 'System' tab on the left hand menu


2. Select 'Users' 


3. Click 'Create new user' in the top right hand corner


4. Enter the relevant information in the fields of the popup


5. Enter the user's email


6. Select their role / roles (see Roles - reference)


7. Opt the user in or out of the DrDoctor monthly email


8. Select which specialty/specialties they need access to - leave blank if they can access all


9. Don't forget to click 'Add' 

The new user will be added, and their information can be viewed in the table on the 'user' page.


Note: only those with System Admin and Account Admin roles can manage users

6.10 Training

New user training should firstly be explored with your departmental Super User.


Additional resources for training on SMS Reminder configuration and other DrDoctor functionality include:

· SFT online learning digital resource site - Digital Learning Resources

· DrDoctor help pages - DrDoctor Help Centre

If further support is required, please refer to the raising support requests section.


6.11 Management of User Accounts


Management of Users should initially be explored with your departmental Super User.


If further support is required, please refer to the raising support requests section.

Revoking user Access – it is important that users are removed in a timely manner from the DrDoctor platform if they leave the trust or change role (as required) This is in line with the trusts Information Governance policy.

Note: only those with System Admin and Account Admin roles can manage users

Teams should inform the trust’s Application Support team of new and ceasing superusers.

6.12 Process for raising Support Requests

Everyone needs help from time to time, if you need some help with the DrDoctor system, then please: 


1.  Ask a member of your team, your departmental DrDoctor Super user, your manager, or supervisor 


2.  Click on the “Help” icon in manage.DrDoctor or visit the Documentation Centre 


3.  Contact the IT service desk during working hours: There are a number of ways of contacting the IT service desk, but in the first instance, please raise a support desk ticket via the intranet.

4. Contact support@drdoctor.co.uk 

7. internal and external references


This section is used to list all controlled internal references (e.g. SOPs) and external references referred to within the text of the SOP only. 


7.1 Internal References


In addition to the below, insert any other relevant references as required, sufficient for the user to find the source document. 


Information Governance Policy & Strategic Management Framework V1.1. March 2019. http://ig/FlippingBooks/IG_Policy_and_Strategic_Management_Framework/6/index.html

DrDoctor Intranet pages 

https://viewer.microguide.global/guide/1000000295#content,a92cc961-13d7-486f-a1bc-ae4fdf7d3311

7.2 External References


In addition to the below, insert any other relevant references as required, sufficient for the user to find the source document. Web references should be included were possible.


DrDoctor Help Centre:


DrDoctor Help Centre

Trust Website:


Video Consultations (salisbury.nhs.uk)
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