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My Practice 

• GP (14 years) 

• Practice IT lead 

• 10,500 pts 

• 7 GPs, 4 nurses, 15 admin, etc 

• Paperlight (13 years) 

• SMS reminders 

• Website & Facebook & Google+ 

• Electronic Check-in 

• Advanced Access 



Paisley Thread Mill 





Abbey Medical Centre Paisley 



Electronic Check In 







Why am I here? 

• We implemented Online access in late 

January 2015 

• Most successful implementation of 

Online Access in Health Board area 

• Approx 10% of online activity within 

GG&C 
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How did we manage that? 



Why Online Access 
 

• Aware of functionality 

• Personal belief in digital revolution 

• Good feedback and results with SMS reminders and 

cancelling 

• Patients already using email and website for scripts 

• Phone congestion since started Advanced Access 

• Improving safe prescribing 



Research 

• EMIS tutorials 

• Advertised for recruits on website 

• Attended local presentation 

• Session at practice with EMIS trainer & 

GP IT Facilitator 

• Advantages vs limitations 



What is Online Access? 

 
• Patients can book or cancel appointments online 

• Patients can Request Repeat Prescriptions and order special 

requests 

• Quick and easy registration process within EMIS 

– Select the registration letter you want 

– Print the registration letter and give it to the patient 

– Registration letters expire 14 days after their date of issue.  

 





















Managing Change 

 

• Exploring attitudes 

• Establish the need to change 



Concerns 

• Don’t need to change 

• Patients wont use it 

• Another new system to 
learn and check 

• Will be unfair on those 
without computers 

• Confidentiality 

• Will be abused 

• Extended hours diabetic 
Clinic 

Counter 

• Complaints about phones 

• Already patients signed up 

• Show easy, and will mean 

less work 

 

• Will free up phone lines 

• Post letters or use photo ID 

• Have an abuse policy 

• Exclude special 

appointments 



Managing Change 

• Exploring attitudes 

• Establish the need to change 

• Involve key people 

• Create a vision 

• Be enthusiastic and motivational 

• Address concerns and use to strengthen 
plan 



Planning & Preparation 

• EMIS publication  

• Staff training – dummy patient 

• Protocol to check prescribing workflow & other 
systems changes 

• Which appointments to make available 

• Agreed “terms and conditions” 

• Designed registration letter 

• Set up slots / clinics / clinicians on EMIS 

• Advertise on website & link on website 

 



Our Choices 

• Maximum 2 appointments  

• GP only – any GP  

• No chronic disease or extended hours 

• Four weeks 

• Misuse policy 

• No tech support 

• CAN use for special requests 













Implementation 

• Initial pilot with 50 volunteers 

• Run old processes in parallel initially 

• Quickly rolled out as no concerns 

• Encourage uptake 
– Consultations 

– If complain about phones / repeats 

– Advert website 

– Leaflets in waiting room 

– SMS message 

 



Month Sep-15 Nov-15 Aug-16 

Login Count 

799 1700 2691 

Total Appointments 

Booked 128 293 973 

Total Appointments 

Cancelled 29 75 169 

Total Repeat Orders 

107 251 866 

Number Of Patients Log 

Ins 266 519 733 

Number Of Patients 

Booking Appointments 93 174 585 

Number Of Patients 

Requesting Prescriptions 93 202 647 
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Breaking Down The Numbers 

• Don’t know how many patients actually registered vs 

those using 

• 733 unique logins per month – 7% patients – but some 

of our more frequent customers 

• Numbers still rising – patients asking every day 

• Time Saved 

– Appts booked and cancelled 1150 x 2min = 38 

hours 

– Repeats 866 – 3mins = 43 hours 

– Total time saved - 20 hours per week 

 



Progress 
• Good uptake 

• Encouraging feedback 

• Very few complaints / technical issues 

• Have switched off “old” systems to discourage inertia 

• Some applied then did not register (PIN expired) 

• Invited to speak at local awareness session for EMIS 

access 

• Give reports back to staff with uptake 

 



Feedback 

 



dsmith13@nhs.net 



 

eHealth 2020 Vision:  

 

‘All GP practices will be encouraged to provide online 

repeat prescribing and online appointment booking 

as online services, with a view to at least 90% of 

practices offering this service by 2017.  This will 

provide benefits for patients and administration time 

savings for practices as well as important experience 

of the impact of these options which will inform wider 

developments’ 

eHealth Strategy 2014-17 

 



Where are we now? 

• 130 practices enabled – EMIS & INPS 

• New practices online every month 

• Appointment Booking increased 720% 

in last year 

• Repeat Ordering increased 630% in last 

year 

 

 

 



Month Sep-15 Nov-15 Aug-16 

Login Count 

10403 18763 30933 

Total Appointments 

Booked 986 2103 7107 

Total Appointments 

Cancelled 233 518 1679 

Total Repeat Orders 

2191 4194 13776 

Number Of Patients Log 

Ins 3350 5778 9901 

Number Of Patients 

Booking Appointments 663 1417 4757 

Number Of Patients 

Requesting Prescriptions 1458 2862 9771 



Achieving the Vision 

• Awareness Sessions & Events 

– System supplier demonstration 

– Practice Representative(s) 

– Follow up post event 

• Practice Visits 

• Provide Ongoing Support 



Supporting Practices 

• Practice visits to configure and train on 

use of system 

• Registration Letters 

• T&C’s 

• Build practice confidence & enthusiasm 

• Assist with promotional materials 

 



Promoting Online Services 

• Posters  

• Text Reminder campaign 

• Patient Displays / Call Systems 

• Flu clinic 

• Leaflets 

– Doctors/nurses to hand out 

– New patients Registration packs 

– Front desk / Waiting area 

• Notes on scripts / right side of prescriptions 

• Website / Newsletters 

• Admin / Reception team 

 



Moving Forward 

• Further awareness sessions planned 

• Online Digital Services Funding from SG 

• GG&C seeking practice bids for 

implementation or increased uptake 

• Criteria & funding to be agreed but going out 

soon! 

• Work with suppliers to improve the product 

• Continue to encourage & promote the 

benefits of online services 

 



 

Neil McNeil 

Business Analyst / Project Lead 

Strategy & Programmes 

NHS GG&C – eHealth 

neil.mcneil@ggc.scot.nhs.uk 


