On line Services Evaluation

Lyn King, Practice Manager, Portlethen Medical Practice, NHS Grampian

 The practice manager had attended an event where the service had been  demonstrated she then arranged for the Vision account manager to give a demonstration of the service to the management team at the practice. The management team consists of the practice manager, the finance manager and two partners ( Dr Ewan Clark and Dr Jon Blake). The management team gave feedback on the service to the remaining partners and the decision to purchase the service was made at the end of 2010.
We were issued with a start pack from INPS Training Services which included posters, leaflets, user guides and a practice questionnaire to help us prepare for the training.

We completed a BT template application form, which required 8 weeks notice before we could go live with the service. The INPS training department contacted us to arrange our on site training. We had to wait for confirmation from BT that changes had been made to our router and thereafter INPS activated the software.
Vision on line appointment service was installed in January 2011. We had a training day on 11th January 2011 which was attended by the practice manager, the office manager, the assistant office manager and our appointments manager.

The training covered the following aspects:

· Practice set up

· Creating an on line Account and password
· Navigating the website

Initially we had planned to make only a small number of appointments available for on line booking. However following discussions with the trainer we made the decision to make all routine appointments available for on line booking. We had not fully understood that if an appointment was available for online booking it was also available for booking by reception staff. 

The set up of the service was only complicated by the need to convert the Welcome message to HTML. Fortunately the practice had access to Microsoft Front Page so the process was quite straight forward for us.
For the first few weeks we only made GP appointments available to book on line. Thereafter we introduced appointments with our minor illness nurses. We amended the welcome message to ensure that patients booked their appointments appropriately. There was an issue relating to the length of welcome message you could have but I believe this issue has been resolved.

We developed our own registration from which the patient completes and hands in to reception. We have a member of staff who deals with on line registrations. She registers the patients and then emails the required information to the patient. Patients can also register by emailing their details to the administrator email account. 
We publicised the service in house and on the practice web site. I have attached a copy of our registration document. We offer the service to all new patients registering with the practice and continue to promote it at our reception desk and at the practice dispensary. During the flu campaign last year we actively promoted the service to all patients attending our Saturday flu clinics. We now have approximately 2500 patients registered for the service. We have a list size of 13 300. We plan to continue to promote the service and hope that the numbers will increase significantly when we introduce on line repeat prescriptions within the next few weeks.
One of the things which we considered might be an issue is that patients may book appointments without giving an indication of the reason they want to see the doctor. Again we explained in the welcome message why we require this information. There has been an odd occasion where a patient has booked a 10 minute slot when they should have requested a longer appointment. To book a longer appointment patients must book 2 consecutive slots.  This has not been a major issue for us.

We have not had any issues of patients misusing the service and have not had to block any patient accounts. The main benefit for the patient is that they can take time to book their appointments. They can view what is available for each clinician and then book the most appropriate appointment. Another benefit is that patients can cancel their appointments. Patients have informed us that it is sometimes difficult to get through to the practice on the telephone to cancel appointments and sometimes they give up trying to contact us. This then results in a “did not attend”. We have not formally audited the number of dna appointments but plan to do so.
In summary the implementation of the service has mostly been very straight forward. We see it as an additional service which the practice provides which gives patients a choice as to how they make contact with the practice.
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