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1. purpose
The purpose of this document is to describe the Standard Operating Procedure for sending Digital Outpatient Appointment letters via the DrDoctor portal. This will include specific information regarding the management of Digital Letters. 

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 7 below. 

The DrDoctor Digital Letters product allows a trust to send appointment letters to patients digitally. Letters are accessed by the patient via a secure web application and patients are given notification of the arrival of a new letter via SMS text and/or email (dependent on the contact information we hold for them in Lorenzo). The Digital Letters product is designed to integrate with whichever existing 3rd party supplier the Healthcare Provider are already using for paper letter fulfilment, allowing for a workflow that will fall back to sending a paper letter by default if the patient has not viewed their digital copy. For SFT, the 3rd party letter provider is Synertec.
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· When a letter is printed in the hospital it is handed to Synertec and then Synertec          uploads the letter via the DrDoctor API
· DrDoctor will send the patient a notification by text and/or email with a link to their letter
· If the patient follows the link to the secure Patient Portal, they can log in to read and download their letter 
· If the patient has not opened their letter, DrDoctor can send them a reminder a set number of days after the initial notification 
· When the patient receives their first letter, they will be able to choose whether they prefer to receive paper or digital letters, these preferences can be changed at any time 
3. Scope
For Phase 1 of the project, only Outpatient Appointment letters are in scope. This excludes clinical correspondence letters, that are sent to patients post appointment. Therefore, in order for the 3rd party letter provider system (Prism via Synertec) to action the digitising of in scope letters only, a unique identifier has been added into all of SFT’s in scope OP appointment letter templates. A visual view of this can be seen below. The unique identifier is included in the bottom right corner of all letter templates, that signals, if printed to Synertec, the letter will be sent to the patient digitally.
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The scope for this SOP is as follows:

· Outpatient Appointment letters sent from Lorenzo – this includes original appointment letter, rescheduled appointment letters and cancelled appointment letters. 

· Outpatient Appointment letters sent from Lorenzo – applies to face to face, telephone and Video appointment letters.

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.
Synertec – Synertec are SFT’s offsite provider/third party supplier of printed material (inc appointment & Clinical correspondence letters)
API – Application Programming Interface. a set of functions and procedures allowing the creation of applications that access the features or data of an operating system, application, or other service.
Outsourced – Obtaining goods or a service by contract from an outside supplier.
5. responsibilities

	KEY STAFF
	DUTIES / RESPONSIBILITIES

	Booking personnel
	Sending OP appointment letters from Lorenzo. For outsourced letters, selecting the correct printer via Lorenzo.
Ensuring correct contact information for patients in Lorenzo.

	Application Support
	Managing the set up of new letter templates. Ensuring relevant new letter templates have unique identifier.

	Reception Staff
	Ensuring correct contact information for patients in Lorenzo.


6. SPECIFIC PROCEDURE
Procedure 1 - Sending a Digital Letter – booking process from Lorenzo. 
Appointments should be booked in Lorenzo using existing procedures. The relevant booking letter should then be generated. Please do not remove the letter name at the bottom - the letter will not be sent digitally and may be bounced back (unique identifier needs to stay in this place exactly)
For letters to be sent digitally, the printer shown below (Prism02app-p2\MMDOTPTNT) should be selected.
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Exclusions

OP appointment letters addressed to the following patient cohorts are excluded from digital letters and therefore can either be printed in house or sent to print via Synertec (but will be printed and delivered, not sent digitally)
· Prisoners 
· Letters addressed to Knook Medical Centre, BA12 0JB
Timing rules
The following bullet points describe what action will be taken by Synertec depending on the date of the appointment in question. This dictates whether or not a letter is automatically sent physically or digitally.
· Letter is generated 5-10 days before the appointment date – Digital Letter is sent and physical copy

· Letter is generated less than 5 days before the appointment date – Digital Letter only is sent

· Letter is generated more than 10 days before the appointment date – Digital Letter only is sent

· Digital letter is not read within 3 days of it being sent – physical copy is sent

Procedure 2 - Military Med Centre info
Copies of OP appointment letters addressed to patients at the below Military Med Centres will go digitally as standard (to the requested group mailbox) as well as digital versions straight to military personnel via their mobiles. 
	Tidworth Medical Centre 


SP9 7EA

	Middle Wallop Medical Centre

SO20 8DY

	Bulford Medical Centre

SP4 9AD

	Larkhill Medical Centre

SP4 8QY

	Warminster Medical Centre

BA12 0DJ

	Blandford Medical Centre

DT11 8RH


Procedure 3 - Set up of new Digital Letter Templates via Application Support
This section of the SOP will detail the process for new OP appointment letter templates to be set up in order to be sent digitally.

1) When requesting a new letter template, staff must fill in the new letter template request form available via the intranet: http://intranet/departments/transformation-and-informatics-it/informatics-it/lorenzo-electronic-patient-records-epr/lorenzoepr-forms/epr-lorenzo-change-forms/
2) If the letter is being printed externally, via outsourced print Synertec, individuals requesting the new template should select the relevant box. If the letter is to be sent digitally, this box must be selected.

3) This request should be submitted to the Application Support team. The team will process the request and seek sign off before the new letter templates goes live. Before sign off, App support will confirm with the department that they are happy for it to be sent digitally. Application Support will then add in the unique identifier necessary for the new letter template to be processed digitally for all future instances.
Procedure 4 – Amending a patient’s letter preference
Patients can set their preference for how to receive their letters; via post or read it online (with email/SMS notifications).

They can make this change through their patient portal or via the text message prompts. If they are unable to do this, a SFT administrator can change this for them.

1) Go to 'Search' under the 'Patients' section in the left bar navigation

2) Search for the patient either with their NHS number or their hospital number

3) Click 'Select' to view the patient's profile

4) In the top right navigation click on 'Letters preference' to change their settings

7. internal and external references
7.1 Internal References

Lorenzo change forms 
http://intranet/departments/transformation-and-informatics-it/informatics-it/lorenzo-electronic-patient-records-epr/lorenzoepr-forms/epr-lorenzo-change-forms/
DrDoctor Configuration & SMS Reminders SOP
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7.2 External References
DrDoctor Digital Letter help pages

https://docs.dr.doctor/en/articles/83123-overview-of-digital-letters
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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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