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The Townhead Experience 

Patient Online Service (POS) 
 

Patient Portal Demonstrator Project 



The Starting Point 

Discussion 

Survey of patients 
300 patients surveyed 

High Level of Security built in 

No Patient identifiable Information held online 

A long long battle to get Approval 

Went Live June 2002 



Aims 

•To provide a range of services and information to 
patients electronically  
•To ensure security and confidentiality of the 
information.   
• To allow access to such information even when 
the surgery is closed 



  





















If appointment booking is open then the patient will see the screen above.   
Patients can choose a date and then be show appointments either by time or 

by Clinician. 



Above is a typical list of appointments that might be displayed. A 
user can now select one by clicking on one that they wish to book 

 



The Practice View 

• Connect Securely 

• Check Users 
• Run Tasks 
• Send E mails 







•All Activity is Logged 

•27,395 Logons    
 c1500 since 1st Jan 

 21 on Easter Monday 

•20,083 Repeat prescriptions ordered 

 c 1625 since 1st Jan 

•10,925 BP Records On Line 

•36,988 Results On Line 
 



Patient Benefits 

•Always available 

•Time savings 
•Health education  
•Responsibility for own health 

•Access to some of the practice system clinical 
electronic record 





Practice Benefits 

•Reduced workload for mundane tasks 
•Easy to manage 

•Integrated with GPASS clinical system 

•Improved patient communication 

•Spontaneous positive feedback from patients 



Patient Portal 

Demonstrator Project 



What is Patient Portal? 



Start       Implement       Involve       Evaluate 

Feb’11 
   July’09                  Sep’09            Nov’09                Mar’10                   Aug’10          

Patient 

workshops 

Financial 

Plan 

GP Practice 

Involvement 

 

Focus Groups 

Technical 

requirements 

Resource 

plan 

 

Web services 

Interface 

layer by 3rd 

party 

Front end by 

Microsoft 

UAT 

 

Install 

interface layer 

at practices 

Train staff at 

GP Practices 

Migration from 

GPASS to 

EMIS 

Redesign 

interface layer 

Retrain 

practice staff 

SOPRA 

Penetration test 

Support GP 

Practice 

User support 

Support 

Group Meetings 

Weekly 

diabetic clinics 

Lifestyle 

clinics 

Feedback  

Axiom 

Lessons 

Learned 

       Research   Design 

Implementation Plan 







  







Townhead Surgery have existing online portal offering patients  

repeat prescription service 

Registered users 

Townhead Surgery 136 

Kilwinning Medical Practice 255 

Total 391 

Patient Registrations 



Statistical Information 

Function Users Entries 

Repeat Prescription 95 782 

Weight 49 140 

Mood 49 137 

Appointment 46 62 

Bloods 24 79 

Goals 12 23 



A Practical Perspective  

 

•Managing Registration 

•Managing Logins 

•Ensuring Data extract working successfully 

•Dealing with User Problems 

•Dealing with feedback 
 



Administration 

 



A Practice Perspective  

 

•Not significant impact 

•Easier to manage Script ordering 

•Will probably need longer for more patient 

usage 

•Could be useful in consultations  

•Appointment requesting ‘clunky’ 

•Available even when surgery is shut 

•Ability to send individual and ‘global’ messages 
 



Evaluation 

The  Portal was trialled  over  a  six  month  

period,  beginning  in August 2010,  in Townhead 

Surgery and Kilwinning Medical Practice 

Included an online survey and Focus groups 

74% users age 56 and over 

55% users Male 

86% used the portal to order prescriptions 

37% used the portal to view their health records 

23% used the portal to monitor their blood results 



Patient Perceptions of Benefits 

Order Prescriptions more easily 

Reduce the time and cost of phone calls to the 

surgery 

Better able to track their health 

Improved accessibility 

More convenient 

None of the focus group participants were in any 

way concerned about making their health records 

available via the internet or in allowing 

practitioners access to the Portal 



Thank You 
 

Any Questions? 


