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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: Debra Nash, Associate Director Patient Care 

(Community and Primary Care)

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 13/12/2023

Version: 1.0

Start 

process

A
c
ti
o

n
 A

ll

Receptionist

Via Various, log on 

with user ID and 

password 3

Receptionist

Via Various, log on 

with user ID and 

password 3 A
c
ti
o

n
 A

ll

RiO, Ris, Maxims, 

Optimise, EPRO

RiO, Ris, Maxims, 

Optimise, EPRO

Receptionist

Via F2F, greet pre-

booked patients

4

Receptionist

Via F2F, greet pre-

booked patients

4

Receptionist

Via Various, “arrive” 

patient onto 

appropriate system 5

Receptionist

Via Various, “arrive” 

patient onto 

appropriate system 5

Receptionist

Via Telephone, receive 

and redirect phones 

calls as appropriate
7

Receptionist

Via Telephone, receive 

and redirect phones 

calls as appropriate
7

Receptionist

Via F2F, direct patient 

to appropriate waiting 

areas
6

Receptionist

Via F2F, direct patient 

to appropriate waiting 

areas
6

Process 

ends

1

Diffuse challenging situationsDiffuse challenging situations

Receptionist

Via Maxims, book/

rebook appointments
8

Receptionist

Via Maxims, book/

rebook appointments
8

Front Desk Team

Via Paper Process, 

receive and distribute 

notes for clinics
10

Front Desk Team

Via Paper Process, 

receive and distribute 

notes for clinics
10

Front Desk Team

Via Paper Process, 

collate and return notes 

to Medical Records
13

Front Desk Team

Via Paper Process, 

collate and return notes 

to Medical Records
13

Receptionist

Via Maxims, 

Download daily 

Clinic list 11

Receptionist

Via Maxims, 

Download daily 

Clinic list 11

Receptionist

Via Telephone, liaise 

with / chase-up Patient 

Transport
9

Receptionist

Via Telephone, liaise 

with / chase-up Patient 

Transport
9

Go to Map 

2 – Admin 

Duties

Go to Map 

2 – Admin 

Duties

Receptionist

Via F2F, deal with 

patient blue badge 

parking issues
14

Receptionist

Via F2F, deal with 

patient blue badge 

parking issues
14

Receptionist

Via F2F, distribute 

hearing aid batteries

16

Receptionist

Via F2F, distribute 

hearing aid batteries

16

Contact Audiology to request restock 

when running low

Contact Audiology to request restock 

when running low

Receptionist

Via F2F, first port of call 

for emergencies 

(evacuations/major 

incidents) 17

Receptionist

Via F2F, first port of call 

for emergencies 

(evacuations/major 

incidents) 17

Lock doors, contact necessary servicesLock doors, contact necessary services

Receptionist

Lock building in the 

evening in absence of 

Facilities Team
2

Receptionist

Lock building in the 

evening in absence of 

Facilities Team
2

Receptionist

Unlock building in the 

morning in absence of 

Facilities Team
1

Receptionist

Unlock building in the 

morning in absence of 

Facilities Team
1

Receptionist

Via EPRO/Paper 

Process, scan 

completed clinic 

sheets onto system12

Receptionist

Via EPRO/Paper 

Process, scan 

completed clinic 

sheets onto system12

Patient Clinic Black Sheets (with barcode)Patient Clinic Black Sheets (with barcode)

Hardcopy sent to Medical RecordsHardcopy sent to Medical Records

2

2

Receptionist

Via F2F, deal with other 

parking issues – 

patients blocking in 

staff cars 15

Receptionist

Via F2F, deal with other 

parking issues – 

patients blocking in 

staff cars 15

Car park is for staff only, but patients often ignore this 

causing staff to be late to subsequent clinics/appointments. 

Front desk bear the brunt of peoples frustration.

Car park is for staff only, but patients often ignore this 

causing staff to be late to subsequent clinics/appointments. 

Front desk bear the brunt of peoples frustration.
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Process Owner: Debra Nash, Associate Director Patient Care 

(Community and Primary Care)

Author: Jenny Poole, Improvement Facilitator
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Version: 1.0

Receptionist

Via F2F, Receive monies 

for LoF, place in safe 

and notify
12

Receptionist

Via F2F, Receive monies 

for LoF, place in safe 

and notify
12

Receptionist

Via F2F, receive and 

distribute incoming post

16

Receptionist

Via F2F, receive and 

distribute incoming post

16

Process 

ends

Receptionist

Via Concept, deal 

with Estates issues

6

Receptionist

Via Concept, deal 

with Estates issues

6

Receptionist

Via Outlook, email 

new works requests 

to Estates
7

Receptionist

Via Outlook, email 

new works requests 

to Estates
7

Receptionist

Via Integra, pre-

authorise invoices

8

Receptionist

Via Integra, pre-

authorise invoices

8

Ordering by HCA – 

this will be changing

Ordering by HCA – 

this will be changing

Receptionist

Via Portal, report 

photocopier faults to 

Ricoh
13

Receptionist

Via Portal, report 

photocopier faults to 

Ricoh
13

Place in pigeon hole 

if no clinic that day

Place in pigeon hole 

if no clinic that day

Receptionist

Via Neopost, franking of 

outgoing post and take to 

PO
17

Receptionist

Via Neopost, franking of 

outgoing post and take to 

PO
17

Taken in lunch breakTaken in lunch break

From Map 

1

From Map 

1

Receptionist

Via Integra, 

complete monthly 

reconciliation
2

Receptionist

Via Integra, 

complete monthly 

reconciliation
2

Receptionist

Via F2F/Paper 

Process, receive 

receipts and issue petty 

cash reimbursements
1

Receptionist

Via F2F/Paper 

Process, receive 

receipts and issue petty 

cash reimbursements
1

Receptionist

Via Integra, request 

reimbursement of 

funds
3

Receptionist

Via Integra, request 

reimbursement of 

funds
3

Receptionist

Via Post, receive 

reimbursement cheque

4

Receptionist

Via Post, receive 

reimbursement cheque

4

Receptionist

Via F2F/Paper 

Process, bank 

reimbursement cheque

5

Receptionist

Via F2F/Paper 

Process, bank 

reimbursement cheque

5

Up to £100Up to £100
Also complete Year End Petty 

Cash Audit

Also complete Year End Petty 

Cash Audit In Taunton BranchIn Taunton Branch

Receptionist

Via Intranet, report 

IT faults

15

Receptionist

Via Intranet, report 

IT faults

15

Receptionist

Via F2F, troubleshoot 

staff IT issues

14

Receptionist

Via F2F, troubleshoot 

staff IT issues

14

Receptionist

Via Word & Excel, issue 

car park permits to staff

21

Receptionist

Via Word & Excel, issue 

car park permits to staff

21

Receptionist

Via Telephone/E-mail, 

report vending machine 

faults to Graddons
19

Receptionist

Via Telephone/E-mail, 

report vending machine 

faults to Graddons
19

Receptionist

Via Telephone, order 

milk from School Milk 

Services
20

Receptionist

Via Telephone, order 

milk from School Milk 

Services
20

Receptionist

Via Lab Cold Fridge, 

get blood samples from 

fridge and ready for 

courier 18

Receptionist

Via Lab Cold Fridge, 

get blood samples from 

fridge and ready for 

courier 18

Receptionist

Via Fire Alarm System, 

assist with testing of fire 

alarm
23

Receptionist

Via Fire Alarm System, 

assist with testing of fire 

alarm
23

Receptionist

Via Profile/Atlas, 

security alarm switch off

Receptionist

Via Telephone/F2F, co-

ordinate with Primary 

Care Network regarding 

queries 22

Receptionist

Via Telephone/F2F, co-

ordinate with Primary 

Care Network regarding 

queries 22

Receptionist

Via Grapevine, 

report telephone 

faults
9

Receptionist

Via Grapevine, 

report telephone 

faults
9

Receptionist

Via Outlook, book 

training room on 

calendar
10

Receptionist

Via Outlook, book 

training room on 

calendar
10

Receptionist

Via EPRO, scan 

patient notes after 

appointment
11

Receptionist

Via EPRO, scan 

patient notes after 

appointment
11

24

Using Feedback for if via E-mailUsing Feedback for if via E-mail

3
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Process Owner: Debra Nash, Associate Director Patient Care 

(Community and Primary Care)

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 13/12/2023

Version: 1.0

1 Sometimes lone worker

2 When covid vaccinations are taking place at the hospital there is increased pressure due to the increased volume of patients 

arriving for appointments, along with increased queries (both in person and via telephone) due to patients not having internet 

access and the frequent issues with the 119 number.

No records kept / division of duties3
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