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Annotation 

(Notes)

Annotation 

(Notes)

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

Last Revised Date: DD/MM/YYYY

Version: N.N

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

Last Revised Date: DD/MM/YYYY

Version: N.N
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Process Owner: Clare Jelley, Urology Consultant

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 22/08/2025

Version: 1.0

Medical Secretaries

Via Email, receive 

GP request for advice
1

Medical Secretaries

Via Email, receive 

GP request for advice
1

May also be received in paper 

format, these are scanned and 

uploaded

May also be received in paper 

format, these are scanned and 

uploaded

Medical Secretaries

Via EPRO, print referral letter 

and place in A&G folder for 

Consultant to review at next 

timetabled A&G session 3

Medical Secretaries

Via EPRO, print referral letter 

and place in A&G folder for 

Consultant to review at next 

timetabled A&G session 3

Medical Secretaries

Via EPRO, upload 

referral
2

Medical Secretaries

Via EPRO, upload 

referral
2

Start 

process

Medical Secretaries

Via Email, send A&G 

Request list to 

consultant
4

Medical Secretaries

Via Email, send A&G 

Request list to 

consultant
4

Consultant

Via EPRO, reviews 

request and dictates/

types response
5

Consultant

Via EPRO, reviews 

request and dictates/

types response
5

if dictated there may be a delay 

between dictation and transcription, so 

response times may vary from 1-7 days

if dictated there may be a delay 

between dictation and transcription, so 

response times may vary from 1-7 days

Medical Secretary

Via EPRO, finalises 

and sends response 

to GP
6

Medical Secretary

Via EPRO, finalises 

and sends response 

to GP
6

Process 

ends

If referral required , GP asked 

to complete formal referral

If referral required , GP asked 

to complete formal referral

If patient has already been 

referred, and GP is requesting that 

referral is expedited, this can be 

done.  Consultant would email 

Secretaries or Booking Team  to 

manage this.

Medical Secretaries

Via Maxims, upload 

referral to add to 

Triage Worklist
8

Medical Secretaries

Via Maxims, upload 

referral to add to 

Triage Worklist
8

Medical Secretaries

Via Email, receive 

EPRO notification of 

referral from other 

service 7

Medical Secretaries

Via Email, receive 

EPRO notification of 

referral from other 

service 7

Medical Secretaries

Via Email, receive 

Discharge Summary 

from ward
9

Medical Secretaries

Via Email, receive 

Discharge Summary 

from ward
9

Medical Secretaries

Via Maxims, upload 

referral to add to 

Triage Worklist
10

Medical Secretaries

Via Maxims, upload 

referral to add to 

Triage Worklist
10

Process 

ends

Process 

ends
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Version: 1.0

Triage 

Outcome

Accept

Reject

Process 

ends

Redirect

Process 

ends

Referral pending until received – noted 

with an exclamation in a red dot

Referral pending until received – noted 

with an exclamation in a red dot

More information / 
Awaiting Diagnostics

(including 2WW)

Go to 

Accept/

Reject/

Redirect

Go to 

Accept/

Reject/

Redirect

From

???

From

???

Consultant

Via Maxims, selects 

awaiting diagnostics / 

more information
1

Consultant

Via Maxims, selects 

awaiting diagnostics / 

more information
1

Consultant

Via EPRO, create letter 

to referrer requesting the 

information
2

Consultant

Via EPRO, create letter 

to referrer requesting the 

information
2

Consultant

Via Maxims, accept 

referral
4

Consultant

Via Maxims, accept 

referral
4

Consultant

Via Maxims, rejects 

referral
5

Consultant

Via Maxims, rejects 

referral
5

Consultant

Via EPRO, dictate letter 

with reject reasons to GP
6

Consultant

Via EPRO, dictate letter 

with reject reasons to GP
6

Medical Secretary

Via EPRO, sends 

rejection letter GP
7

Medical Secretary

Via EPRO, sends 

rejection letter GP
7

Consultant

Via Maxims, redirects 

referral to other specialty
8

Consultant

Via Maxims, redirects 

referral to other specialty
8

Amend urgency, book outpatient appointment, 

add free text (including clinic type, general 

outpatients, Go clinic, telephone appointment)

Amend urgency, book outpatient appointment, 

add free text (including clinic type, general 

outpatients, Go clinic, telephone appointment)

To other service, or other urology 

Nurse-led clinic (about 10 options, 

these need to be retained) 

To other service, or other urology 

Nurse-led clinic (about 10 options, 

these need to be retained) 

Consultant

Via Maxims, receive 

information from GP
3

Consultant

Via Maxims, receive 

information from GP
3

1 Able to book to theatre list for flexible cystoscopy, this 

generates a form that is sent to the booking team – 

this will need this in Cinapsis (believe this is not 

unique to Urology.)

e-Opinion purely for general advice, not 2ww, if there 

is a patient that the 2ww team are not sure about they 

2ww team redirect to urology list and consultant 

triages as priority

2

Process 

ends

1
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Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 22/08/2025

Version: 1.0

Start 

process

E-Referral Team

Via ERS, monitor the ASI 

worklist for non directly 

bookable referrals
2

E-Referral Team

Via ERS, monitor the ASI 

worklist for non directly 

bookable referrals
2

E-Referral Team

Via eRS, click on the 

UBRN of the first patient 

on the list 
3

E-Referral Team

Via eRS, click on the 

UBRN of the first patient 

on the list 
3

E-Referral Team

Via eRS, review referral and 

check if any special 

requirements, note 

accordingly 5

E-Referral Team

Via eRS, review referral and 

check if any special 

requirements, note 

accordingly 5

E-Referral Team

Via eRS, click print and 

select print advice and 

guidance summary 
5

E-Referral Team

Via eRS, click print and 

select print advice and 

guidance summary 
5

E-Referral Team

Save files to desktop for 

uploading to MAXIMS 

later
6

E-Referral Team

Save files to desktop for 

uploading to MAXIMS 

later
6

E-Referral Team

Via eRS, click on record triage 

outcome and select refer/book 

now and click submit, and click 

change service 7

E-Referral Team

Via eRS, click on record triage 

outcome and select refer/book 

now and click submit, and click 

change service 7

E-Referral Team

Via eRS, click on ‘speciality 

dummy’ appointment, click 

appointment search, and book 

dummy appointment for service9

E-Referral Team

Via eRS, click on ‘speciality 

dummy’ appointment, click 

appointment search, and book 

dummy appointment for service9

E-Referral Team

Via eRS, click continue 

with selected services 

10

E-Referral Team

Via eRS, click continue 

with selected services 

10

E-Referral Team

Via eRS, check patient 

details that automatically 

appear and click ‘ok’, then 

<Submit> 11

E-Referral Team

Via eRS, check patient 

details that automatically 

appear and click ‘ok’, then 

<Submit> 11

E-Referral Team

Via eRS, click on patient 

name at top of screen, 

copy NHS number and 

click close 12

E-Referral Team

Via eRS, click on patient 

name at top of screen, 

copy NHS number and 

click close 12

E-Referral Team

Log on to MAXIMS, and 

using NHS number 

complete patient search  
13

E-Referral Team

Log on to MAXIMS, and 

using NHS number 

complete patient search  
13

E-Referral Team

Via eRS, click magnifying 

glass icon and check correct 

patient is selected and cross 

check demographics 14

E-Referral Team

Via eRS, click magnifying 

glass icon and check correct 

patient is selected and cross 

check demographics 14

E-Referral Team

Via Maxims, click patient 

referral list and view 

referral (referral received)  
15

E-Referral Team

Via Maxims, click patient 

referral list and view 

referral (referral received)  
15

GP

Via eRS submits referral

1

GP

Via eRS submits referral

1

E-Referral Team

Via Maxims, click on 

referral and click onto 

documents 
16

E-Referral Team

Via Maxims, click on 

referral and click onto 

documents 
16

E-Referral Team

Via Maxims, click ‘import’ to upload 

saved documents ensuring referral 

letter and clinical summary are 

together 17

E-Referral Team

Via Maxims, click ‘import’ to upload 

saved documents ensuring referral 

letter and clinical summary are 

together 17

E-Referral Team

Via Maxims, enter document 

name as MRN + speciality, and 

then click browse which transfers 

docs. Click confirm and save 18

E-Referral Team

Via Maxims, enter document 

name as MRN + speciality, and 

then click browse which transfers 

docs. Click confirm and save 18

E-Referral Team

Via Maxims, click on referral 

details tab and if necessary 

change referral received date 

to the date deferred by provider  19

E-Referral Team

Via Maxims, click on referral 

details tab and if necessary 

change referral received date 

to the date deferred by provider  19

E-Referral Team

Via Maxims, if Nurse led, 

change Urology to either 

Urology Nurse Led or Urology 

and input correct function 20

E-Referral Team

Via Maxims, if Nurse led, 

change Urology to either 

Urology Nurse Led or Urology 

and input correct function 20

E-Referral Team

Via eRS, click on enquires 

and search NHS number   

22

E-Referral Team

Via eRS, click on enquires 

and search NHS number   

22

E-Referral Team

Via eRS, click search to 

bring patient into context 

that you have created a 

dummy appointment for 23

E-Referral Team

Via eRS, click search to 

bring patient into context 

that you have created a 

dummy appointment for 23

E-Referral Team

Via eRS, click on UBRN 

and click review referral  

24

E-Referral Team

Via eRS, click on UBRN 

and click review referral  

24

E-Referral Team

Via eRS, click change 

service and click yes. 

Click search all
25

E-Referral Team

Via eRS, click change 

service and click yes. 

Click search all
25

E-Referral Team

Via eRS, click zz for 

chosen speciality and 

then indirectly book
26

E-Referral Team

Via eRS, click zz for 

chosen speciality and 

then indirectly book
26

E-Referral Team

Via eRS, click continue 

with selected services and 

click OK
27

E-Referral Team

Via eRS, click continue 

with selected services and 

click OK
27

E-Referral Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 23:59 28

E-Referral Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 23:59 28

E-Referral Team

Vis eRS, add reason for re-booking 

as redirected due to another reason, 

Type “sent for triage” in comments 

and click submit 29

E-Referral Team

Vis eRS, add reason for re-booking 

as redirected due to another reason, 

Type “sent for triage” in comments 

and click submit 29

E-Referral Team

Via eRS, Click close 

30

E-Referral Team

Via eRS, Click close 

30

E-Referral Team

Via Maxims, triage 

patient by going through 

triage process, click close
21

E-Referral Team

Via Maxims, triage 

patient by going through 

triage process, click close
21

Outpatients Booking Team

Via Maxims, book 

appointment outside of eRS, 

and via eRS update 

appointment date 32

Outpatients Booking Team

Via Maxims, book 

appointment outside of eRS, 

and via eRS update 

appointment date 32

Process 

ends

E-Referral Team

Via eRS, click 

organisation and enter 

Somerset NHS and click 

search all 8

E-Referral Team

Via eRS, click 

organisation and enter 

Somerset NHS and click 

search all 8

Consultant

Via Maxims, triages 

referral

31

Consultant

Via Maxims, triages 

referral

31
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A&G – Advice & Guidance | A&G – Advice & Guidance | 

Process Owner: Verity O’Hara, Deputy Operational Manager

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 22/08/2025

Version: 1.0

Consultant

Via eRS, receive and 

reviews GP request 

for advice and 

Guidnace 1

Consultant

Via eRS, receive and 

reviews GP request 

for advice and 

Guidnace 1

Start 

process

Advice only, or 

referral 

required?

Consultant

Via eRS, replies to 

GP with advice
2

Consultant

Via eRS, replies to 

GP with advice
2Advice

Consultant

Via eRS, convert to 

referral, if authorised 

by GP
3

Consultant

Via eRS, convert to 

referral, if authorised 

by GP
3

Referral

Booking Team

Via eRS, filter list by 

specialty and A&G 

Converted
5

Booking Team

Via eRS, filter list by 

specialty and A&G 

Converted
5

Booking Team

Via eRS, 

view referral in 

Appointments for 

Booking Worklist 4

Booking Team

Via eRS, 

view referral in 

Appointments for 

Booking Worklist 4

Booking Team

Via eRS, 

Copy and paste NHS 

number into Trakcare
6

Booking Team

Via eRS, 

Copy and paste NHS 

number into Trakcare
6

Booking Team

Via Trakcare, 

add referral information onto OP waitlist 

and upload referral documents

Urgent manual referral, check the 

vetting outcome from clinician 7

Booking Team

Via Trakcare, 

add referral information onto OP waitlist 

and upload referral documents

Urgent manual referral, check the 

vetting outcome from clinician 7

Booking Team

Via Trakcare, 

Select appointment 

date
8

Booking Team

Via Trakcare, 

Select appointment 

date
8

Booking Team

Via Telephone, 

Contact patient to 

arrange appointment
9

Booking Team

Via Telephone, 

Contact patient to 

arrange appointment
9

Booking Team

Via TrakCare, generate 

letter for patient, sent via 

NeoPost
11

Booking Team

Via TrakCare, generate 

letter for patient, sent via 

NeoPost
11

Process 

ends

RPA

Via Trakcare, utilises 

“Yesterday” report to 

update dummy 

appointment 12

RPA

Via Trakcare, utilises 

“Yesterday” report to 

update dummy 

appointment 12

Booking Team

Via TrakCare, book 

patient into agreed slot

10

Booking Team

Via TrakCare, book 

patient into agreed slot

10

A
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Process 

ends
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Process Owner: Verity O’Hara, Urology Consultant

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 22/08/2025

Version: 1.0

Start 

process

Booking Team

Via ERS, monitor the ASI 

worklist for non directly 

bookable referrals
2

Booking Team

Via ERS, monitor the ASI 

worklist for non directly 

bookable referrals
2

Booking Team

Via eRS, click on the 

UBRN of the first 

patient on the list 
3

Booking Team

Via eRS, click on the 

UBRN of the first 

patient on the list 
3

Booking Team

Via eRS, review history 

and check if any special 

requirements, note 

accordingly 4

Booking Team

Via eRS, review history 

and check if any special 

requirements, note 

accordingly 4

Booking Team

Via TrakCare, click “Other 

Links” the “Add Documents” to 

upload saved documents from 

desktop and click <Update> 9

Booking Team

Via TrakCare, click “Other 

Links” the “Add Documents” to 

upload saved documents from 

desktop and click <Update> 9

Booking Team

Via eRS, click on record triage 

outcome and select refer/book 

now, add “no slots” to 

comments and click submit 11

Booking Team

Via eRS, click on record triage 

outcome and select refer/book 

now, add “no slots” to 

comments and click submit 11

Booking Team

Via eRS, click on patient 

name at top of screen, copy 

NHS number and click close 

demographics box 5

Booking Team

Via eRS, click on patient 

name at top of screen, copy 

NHS number and click close 

demographics box 5

Booking Team

Log on to TrakCare, and 

using NHS number 

complete patient search  
6

Booking Team

Log on to TrakCare, and 

using NHS number 

complete patient search  
6

GP

Via eRS submits 

referral following 

consultation
1

GP

Via eRS submits 

referral following 

consultation
1

Booking Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 00:01 13

Booking Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 00:01 13

Booking Team

Via eRS, click change service, 

click Search, select “YDH zz” 

option, click Indirectly Book, 

then click OK 12

Booking Team

Via eRS, click change service, 

click Search, select “YDH zz” 

option, click Indirectly Book, 

then click OK 12

Booking Team

Via Trakcare, select patient, 

enter all referral information 

onto OP waitlist and click apply
7

Booking Team

Via Trakcare, select patient, 

enter all referral information 

onto OP waitlist and click apply
7

Complete mandatory fields - dates referred, 

received, todays date, choose specialty, 

interprovider transfer (RTT date), x09+UBRN

Complete mandatory fields - dates referred, 

received, todays date, choose specialty, 

interprovider transfer (RTT date), x09+UBRN

Booking Team

Via eRS, Save documents 

to desktop

8

Booking Team

Via eRS, Save documents 

to desktop

8

Process 

ends

Booking Team

Via eRS, click <Print>, 

select “Printing Complete”

10

Booking Team

Via eRS, click <Print>, 

select “Printing Complete”

10

Consultant

Via TrakCare, vets 

referral

14

Consultant

Via TrakCare, vets 

referral

14

Start 

process

Booking Team

Via TrakCare, generate 

letter for patient, sent via 

NeoPost
18

Booking Team

Via TrakCare, generate 

letter for patient, sent via 

NeoPost
18

Process 

ends

Booking Team

Via Telephone, contact 

patient to arrange 

appointment
15

Booking Team

Via Telephone, contact 

patient to arrange 

appointment
15

RPA

Via Trakcare, utilises 

“Yesterday” report to 

update dummy 

appointment 19

RPA

Via Trakcare, utilises 

“Yesterday” report to 

update dummy 

appointment 19Booking Team

Via TrakCare, view OP 

Waitlist for appropriate 

appointment type
16

Booking Team

Via TrakCare, view OP 

Waitlist for appropriate 

appointment type
16
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Booking up to 6 weeks aheadBooking up to 6 weeks ahead

Booking Team

Via TrakCare, book 

patient into agreed slot

17

Booking Team

Via TrakCare, book 

patient into agreed slot

17
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