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1

Document

Process

Start

Decision?

Stored Data

Report Point

Legend
Symbol used to Indicate the start or end of a 

process

Symbol used to indicate an event, task or action

Symbol used to indicate paper documents and 

proforma activity excluding patient Case Notes

Symbol used to indicate Case Note activity

Symbol used to indicate a decision point.  The 

question is shown in the icon and there will be two 

options

Symbol used to indicate a system where 

data is captured inc. emails

Symbol used to indicate a reporting point i.e. 

system generated reports or escalation points to 

management etc.

Symbol used to indicate a link to

another map

Symbol used to include a comment or

 additional information

One-way arrow used to show sequence of events 

and what is produced by an event.  

Symbol used to illustrate multiple issues, 

numbered accordingly

Go toGo to

Symbol used to indicate a choice as to which path 

to take.  There can be multiple outputs.

Symbol used to indicate a point whereby all output 

paths should be actioned.
Action All

Either

Casenotes

Symbol used to illustrate multiple ideas, 

numbered accordingly
1

Whiteboards Symbol used to indicate whiteboard actions

Symbol used to indicate a link from 

another map

Symbol used to illustrate Diary/Whiteboard 

Updates, labelled accordingly i.e

Admission Diary = AD

Receptionist Diary = RD

Transfers Whiteboard = TW

Patient Whiteboard = WB

R
D

10

10

10

10

Process end Symbol used to Indicate the start or end of a 

process

FromFrom

Process

10

Process

10

Link to 
Symbol used to illustrate link to maps within 

other Visio documents

Symbol used to indicate e-whiteboard actions

Process Owner: Name, Role

Author: Name, Role
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E-whiteboard

10

E-whiteboard

10



Legend

Defects

Over Production

Waiting

Un-utilised Skills

Transportation

Inventory

Motion

Extra Processing

Symbol used to Indicate Happy

Symbol used to Indicate 

Indifferent

Symbol used to Indicate 

Unhappy 

Symbol used to Indicate 

Worried

Symbol used to Indicate Angry

Process Owner: Name, Role

Author: Name, Role
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Start 

process

Clinician

Via eRS, receives A&G 

request from GP

1

Clinician

Via eRS, receives A&G 

request from GP

1

Patient

Via Telephone/Email, 

contacts Booking Team

10

Patient

Via Telephone/Email, 

contacts Booking Team

10

GP

Via eRS, creates referral to 

Oasis Clinic.

Via Letter/NHS App, informs 

patient that they need to 

contact the Booking Team 9

GP

Via eRS, creates referral to 

Oasis Clinic.

Via Letter/NHS App, informs 

patient that they need to 

contact the Booking Team 9

Booking Team

Via RiO, book next 

available appointment 

12

Booking Team

Via RiO, book next 

available appointment 

12

Urgent CES appointments must be made within 

2 weeks – RiO has reserves slots for these

Urgent CES appointments must be made within 

2 weeks – RiO has reserves slots for these

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient
13

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient
13

Booking Team

Via eRS, download and 

save request to desktop 

and update eRS with 

appointment date 14

Booking Team

Via eRS, download and 

save request to desktop 

and update eRS with 

appointment date 14

Booking Team

Via RiO, upload referral 

documentation from 

desktop, including 

supporting 

documentation 15

Booking Team

Via RiO, upload referral 

documentation from 

desktop, including 

supporting 

documentation 15

Booking team will be unaware of 

appointment until patient makes contact.

Referral remains in eRS until patient 

makes contact

Booking team will be unaware of 

appointment until patient makes contact.

Referral remains in eRS until patient 

makes contact

E
it
h
e
r

Clinician

Via eRS, advises onward 

referral to surgical 

provider.
3

Clinician

Via eRS, advises onward 

referral to surgical 

provider.
3

Clinician

Via eRS, provides advice, 

outcomes request and 

returns to GP
6

Clinician

Via eRS, provides advice, 

outcomes request and 

returns to GP
6

Clinician

Via eRS, requires Oasis 

appointment

8

Clinician

Via eRS, requires Oasis 

appointment

8

Clinician

Via eRS, requires physio, 

advises referral

7

Clinician

Via eRS, requires physio, 

advises referral

7

Process 

ends

GP may bypass this step and 

go straight to Oasis referral

GP may bypass this step and 

go straight to Oasis referral

Booking Team

Via eRS, locate open 

referral using UBRN, 

check details.
11

Booking Team

Via eRS, locate open 

referral using UBRN, 

check details.
11

Booking Team confirm preferred 

method of communication

Booking Team confirm preferred 

method of communication

Clinician

Via eRS, triages request

2

Clinician

Via eRS, triages request

2

Booking Team

Via eRS, accept 

appointment

16

Booking Team

Via eRS, accept 

appointment

16

Referral 

follows an A&G 

request?

Yes

Booking Team

Via eRS, leave 

appointment unaccepted 

to go onto list for triage 

by Clinician 17

Booking Team

Via eRS, leave 

appointment unaccepted 

to go onto list for triage 

by Clinician 17

No

Go to map 

3 Box 7

Go to map 

3 Box 7

Clinician

Via eRS, advise convert to 

surgical provider, indicate if 

any provider or district 

general hospital only 4

Clinician

Via eRS, advise convert to 

surgical provider, indicate if 

any provider or district 

general hospital only 4

GP

Via eRS, convert A&G to 

referral directly to surgical 

provider
5

GP

Via eRS, convert A&G to 

referral directly to surgical 

provider
5
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Start 

process

Booking Team

Via RiO, book next 

available appointment 

3

Booking Team

Via RiO, book next 

available appointment 

3

Urgent CES appointments must be made within 

2 weeks – RiO has reserves slots for these

Urgent CES appointments must be made within 

2 weeks – RiO has reserves slots for these

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient
4

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient
4

Booking Team

Via eRS, download and 

save request to desktop 

and update eRS with 

appointment date 5

Booking Team

Via eRS, download and 

save request to desktop 

and update eRS with 

appointment date 5

Booking Team

Via RiO, upload referral 

documentation from 

desktop, including 

supporting 

documentation 6

Booking Team

Via RiO, upload referral 

documentation from 

desktop, including 

supporting 

documentation 6

E
it
h
e
r

Clinician

Via eRS, provides advice, 

outcomes request and 

returns to GP
8

Clinician

Via eRS, provides advice, 

outcomes request and 

returns to GP
8

Clinician

Via eRS, requires physio, 

advises referral

12

Clinician

Via eRS, requires physio, 

advises referral

12

Clinician

Via eRS, requires Oasis 

appointment

20

Clinician

Via eRS, requires Oasis 

appointment

20

Clinician

Via eRS, advises onward 

referral to surgical 

provider.
16

Clinician

Via eRS, advises onward 

referral to surgical 

provider.
16

Booking Team

Via eRS, locate open 

referral using UBRN, 

check details.
2

Booking Team

Via eRS, locate open 

referral using UBRN, 

check details.
2

Clinician

Via eRS, triages request

7

Clinician

Via eRS, triages request

7

Booking Team

Via RiO, cancel 

appointment 

9

Booking Team

Via RiO, cancel 

appointment 

9

Booking Team

Via eRS, reject request 

giving reasons for 

rejection
11

Booking Team

Via eRS, reject request 

giving reasons for 

rejection
11

A
c
ti
o

n
 A

ll

Booking Team

Via Email, forward 

request to Physio Team

15

Booking Team

Via Email, forward 

request to Physio Team

15

Booking Team

Via eRS, reject request 

noting patient referred 

to Physio
13

Booking Team

Via eRS, reject request 

noting patient referred 

to Physio
13

A
c
ti
o

n
 A

ll

Booking Team

Via eRS, redirects 

patient surgical provider

19

Booking Team

Via eRS, redirects 

patient surgical provider

19

Clinician states which type of 

provider is suitable, and patient 

is asked their preference

Clinician states which type of 

provider is suitable, and patient 

is asked their preference

Booking Team

Via RiO, cancel 

appointment 

17

Booking Team

Via RiO, cancel 

appointment 

17

Process 

ends

A
c
ti
o

n
 A

ll

Process 

ends

Process 

ends

Process 

ends

Booking Team

Via Telephone, receives 

call from patient following 

referral from GP
1

Booking Team

Via Telephone, receives 

call from patient following 

referral from GP
1

Patients occasionally email 

with their booking details

Patients occasionally email 

with their booking details

Booking Team

Via Telephone, contacts 

patient to notify 

appointment cancelled
10

Booking Team

Via Telephone, contacts 

patient to notify 

appointment cancelled
10

Booking Team

Via Telephone, contacts 

patient to notify appointment 

cancelled and being 

redirected to a surgical 

provider 18

Booking Team

Via Telephone, contacts 

patient to notify appointment 

cancelled and being 

redirected to a surgical 

provider 18

Booking Team

Via Telephone, contacts 

patient to notify 

appointment cancelled
14

Booking Team

Via Telephone, contacts 

patient to notify 

appointment cancelled
14
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Start 

process

Booking Team

Via Email, receives 

referral request from 

Physiotherapy
1

Booking Team

Via Email, receives 

referral request from 

Physiotherapy
1

Booking Team

Via RiO, upload referral 

documentation and book 

next available appointment 

or refer to other specialty 5

Booking Team

Via RiO, upload referral 

documentation and book 

next available appointment 

or refer to other specialty 5

Urgent CES appointments must 

be made within 2 weeks – RiO 

has reserves slots for these

Urgent CES appointments must 

be made within 2 weeks – RiO 

has reserves slots for these

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient, or inform of 

clinicians decision for 

surgical review 6

Booking Team

Via Letter/Email, send 

confirmation letter to 

patient, or inform of 

clinicians decision for 

surgical review 6

Booking Team

Via Outlook, emails 

referral to clinician
3

Booking Team

Via Outlook, emails 

referral to clinician
3

Clinician

Via Outlook, triages 

request
4

Clinician

Via Outlook, triages 

request
4

E
it
h
e
r

Booking Team

Via Email, receives 

referral request from 

other specialty
2

Booking Team

Via Email, receives 

referral request from 

other specialty
2

Clinician

Via F2F/Telephone, 

carries out patient 

appointment
7

Clinician

Via F2F/Telephone, 

carries out patient 

appointment
7

E
it
h
e
r

Clinician

Via RiO, Discharges 

patient and clinic 

letter sent to patient
9

Clinician

Via RiO, Discharges 

patient and clinic 

letter sent to patient
9

Clinician

Via RiO, issues 

patient with open 

appointment for 

specified timescale 10

Clinician

Via RiO, issues 

patient with open 

appointment for 

specified timescale 10

Clinician

Via OrderComms/

Paper  Forms, 

requires and 

requests diagnostics13

Clinician

Via OrderComms/

Paper  Forms, 

requires and 

requests diagnostics13

Booking Team

Via RiO, book follow-

up appointment
15

Booking Team

Via RiO, book follow-

up appointment
15

Process 

ends

Patient requests

Follow-up 

appointment?

No

Yes

Secretaries monitor RiO Interactive 

Worklist/spreadsheet and close any 

PIFU’s that haven’t been requestes

Secretaries monitor RiO Interactive 

Worklist/spreadsheet and close any 

PIFU’s that haven’t been requestes

For patients awaiting test results, 

the secretaries monitor the worklist

For patients awaiting test results, 

the secretaries monitor the worklist

E
it
h
e
r

Frome /
West Mendip /
Shepton Mallet

All Others

Secretaries

Via RiO, when test 

results received, 

book follow up 

appointment 16

Secretaries

Via RiO, when test 

results received, 

book follow up 

appointment 16

Secretaries

Via eRS, books 

onward referral for 

suitable providers
19

Secretaries

Via eRS, books 

onward referral for 

suitable providers
19

Secretaries

Via eRS, defer 

referral to suitable 

provider who will 

contact the patient 21

Secretaries

Via eRS, defer 

referral to suitable 

provider who will 

contact the patient 21

If patient able to choose location, 

appointment letter is printed from 

eRS and sent to patient

If patient able to choose location, 

appointment letter is printed from 

eRS and sent to patient

Process 

ends

Clinician

Via Dragon, dictates 

clinic letter
8

Clinician

Via Dragon, dictates 

clinic letter
8

Clinician

Via MDT, discusses patient 

and writes to patient with 

results
14

Clinician

Via MDT, discusses patient 

and writes to patient with 

results
14

A
c
ti
o

n
 

A
ll

Clinician

Via RiO, requests 

further appointment 

within specified 

timescale 11

Clinician

Via RiO, requests 

further appointment 

within specified 

timescale 11

Secretaries

Via RiO, book Oasis 

follow up 

appointment
12

Secretaries

Via RiO, book Oasis 

follow up 

appointment
12

Clinician

Via RiO, completes 

medical screening 

form (not usually for 

spinal) 17

Clinician

Via RiO, completes 

medical screening 

form (not usually for 

spinal) 17

Secretaries

Via eCopy, merge all 

patient 

correspondence into 

one PDF file 18

Secretaries

Via eCopy, merge all 

patient 

correspondence into 

one PDF file 18

E
it
h
e
r

Secretaries

Via eRS, send letter 

to patient to book 

their appointment 

online 20

Secretaries

Via eRS, send letter 

to patient to book 

their appointment 

online 20

Request form sent for EBI 

funding if required

Request form sent for EBI 

funding if required
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