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

Process Symbol used to indicate an event, task or action Stored Data Symbol used to indicate a system where
data is captured inc. emails

Symbol used to indicate a reporting point i.e.
Report Point system generated reports or escalation points to

Whiteboards Symbol used to indicate whiteboard actions management etc

[10]

E-whiteboard Symbol used to indicate e-whiteboard actions Symbol used to indicate a link to

another map

Symbol used to indicate paper documents and
proforma activity excluding patient Case Notes

. Symbol used to indicate a link from

another map

Document

Casenotes Symbol used to indicate Case Note activity

Symbol used to illustrate link to maps within
other Visio documents

Symbol used to indicate a decision point. The
guestion is shown in the icon and there will be two

) Annotation Symbol used to include a comment or
options (Notes) additional information

Symbol used to indicate a choice as to which path

to take. There can be multiple outputs. One-way arrow used to show sequence of events

and what is produced by an event.
Symbol used to indicate a point whereby all output
paths should be actioned.

Symbol used to illustrate multiple issues,
Symbol used to illustrate Diary/Whiteboard numbered accordingly

Updates, labelled accordingly i.e
Admission Diary = AD
Receptionist Diary = RD
Transfers Whiteboard = TW ' Symbol used to illustrate multiple ideas,
Patient Whiteboard = WB numbered accordingly
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Symbol used to Indicate Happy

Symbol used to Indicate Over Production
Indifferent

Symbol used to Indicate Waiting
Unhappy

Symbol used to Indicate Un-utilised Skills
Worried

Transportation

Symbol used to Indicate Angry

Inventory
Motion

Extra Processing
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South Petherton Community Hospital — Front of House — Main Reception — Map No 1 — As Is

F2F — Face to Face | MS — Mobility Suite | US — Ultrasound |

Direct visitors to the ward where it is and allow

Trakcare, RiO, Maxims, Lillie, them access if no ward clerk is working

Ris, Diabetic Refinopathy Patient may need to be redirected if at wrong

site — ring around for more information

Start
process

Clerical Officer
Unlock building in the
morning

1

If MRis first da
access to lapto

Prep for the day — switch

Clerical Officer

on tv, get Fire Folder
from ward, obtain key
for x-ray, US and M[ 2

Clerical Officer
Via Various, log on

Clerical Officer

with user ID and
password
3

Calls are transferr
to wards overnigh

Clerical Officer

Via Telephone, take back
call to main desk

(4]

Via F2F, greet patients

5

Clerical Officer
Via Various, arrive
patient onto

appropriate syste
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Arrange wheelchair if required

A

Clerical Officer
Via F2F, direct patient to
wating area to be called
by clinician

Clerical Officer
Via Paper Process, issue

/Estaff into meeting rooms

Contractor must sign for the swipe card,

consent forms for MRI

Clerical Officer
Via F2F, greet

Clerical Officer
Via Paper Process, ask

contractors and staff
from other hospitals
9

And sign out when finished for
the day

keys are return when swipe card returned

Clerical Officer
Via F2F/Paper Process,

contractor to fill in sign in
book

ﬂ

issue swipe card and

retain car k
e

{ Add monies to franking machine

Action All

Clerical Officer
Via Telephone, answer

Clerical Officer
Via Paper Process,

| and respond to/re-direct
patient enquires

receive incoming post

es

Clerical Officer
Via Neopost, franking of
outgoing post
15

Clerical Officer
Via F2F, allow courier

access to collect post

and blood samples
17

Go to Map
la

Provide food/drink for patients if they are
waiting a long time or over mealtime

Clerical Officer

Via Excel, record
postage costs each
month for each dept,
notify line managel 16

Clerical Officer
Via Telephone, liaise
with Patient Transport

(late collections)

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator
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South Petherton Community Hospital — Front of House — Main Reception — Map No 1a — As Is

On instruction from clinicians /@m to YDH via courier

Clerical Officer
Via F2F, receive hearing
aids for repair for . _
Audiology Clerical Officer
Clerical Officer 2 Clerical Officer Via Photocopier/
Via F2F, issue Via F2F, direct volunteer Word, scan
equipment to patients as to what is required handwritten clinic
[1] Clerical Officer [4] notes and upload | s
Via F2F, issue hearing
aids batteries to patients
3

Clerical Officer
Via Ris, process walk
in x-rays from doctors’
surgeries via GP UA s

Deal with complaints from patients and staff
- make them drinks from the kitchen instead

Clerical Officer Clerical Officer Clerical Officer Clerical Officer Clerical Officer
Via Email, report Via Simply Serve, Via E2E. collect lunch Via F2F, complete forms Via Outlook, update
drinks machine issues report issues/ > . L . to reimburse patient travel colleagues of any
) . monies and issue duplicate .
to Graddons using maintenance requests . expenses issues / process
ticket
feedback form to Estates 9 changes

Action All

Clerical Officer
Via F2F, collect fundraising
monies. Place in tin / locked
cupboard / safe
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To assist with car parking ensure Scan paper documents
there aren’t too many bookings

Clerical Officer l .
Clerical Officer Clerical Officer Via Outlook receive Via Ourtllook Lf(l)oklco- lea Igmall cf:gllate Go to Map
Via MS Word type Via Outlook, maintain email requests to book 1b

ordinate meeting PALS Admins and
minutes of meetings global email list meeting rooms in
calendar rooms. paperwork, and send

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 29/01/2024
Version: 1.0




South Petherton Community Hospital — Front of House — Main Reception — Map No 1a — As Is

. . Clerical Officer
Clerical Officer Clerical Officer Clerical Officer Clerical Officer Via Paper Process,

Laminate items for Via F2F, attend Team Fire Warden duties as make patient packs for
colleagues Meetings, 1:1s, etc necessary stroke clini

[2] [3] [4]

From Ma -
1a P Provide cover for Health

and Wellbeing Team
admin and enquirief‘T

Clerical Officer
Via Outlook, email fire
test notifications to all
staff

Clerical Officer
Switch lights off and
ensure reception area is

tidy
’T an after shift if

clinic running late

Action All

Security, OPD

Panel states where alarm is _ Clerical Officer Clericgl _Offi_cer Process
set off (including toilets) Via Telephone, forward Lock building in the
calls to wards evening

Clerical Officer
Via Pinpoint Transmitter [o] [12]
Test Station, test and
charge alarms. Attend if Clerical Officer
alarm is set off. [7 Ensure all car keys have
been collected and all
hospital keys are in
cabinet 10
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Clerical Officer
Via Paper Process,
pass Fire folder to wards
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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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South Petherton Community Hospital — Front of House — General Office — Map No 2 — As Is
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Clerical Officer
Via Integra, order
stationary,
uniforms, ward
stock 1

Start
process

Clinical Governance, ward
meetings, family meetings

Clerical Officer
Via MS Word, type
minutes of
meetings

Clerical Officer
Via Internet, input

Friends and Family

surveys

Clerical Officer
Via RICOH, report
faults and look
after copiers

Clerical Officer
Via Healthroster,
Outlook, MS
Word, maintain
irewarden li

Clerical Officer
Via Outlook,
monitor room

bookings

y
Cilerical Officer
Via Observation/

MS Excel/
Outlook, look afte’r_(
AED 7

Emergency items for patients,
taxis, etc

Clerical Officer

Via MS Excel,

monitor Harvest
Tea Fund

Clerical Officer

Via Integra/Paper
Records, monitor
petty cash fund /

Clericat Officer
Via Observation/

Intranet, H&S
monitor for some (’)f_(

the ground floor| 10

Clerical Officer
Via MS Word,
prepare for, and
minute PDF
nute

Clerical Officer
Provide cover for Main
Reception when
required

Clerical Officer
Via Outlook,
receive pre-school
audiology clinic

Clerical Officer
Via Word/

Action All

Telephone/Letter,
book onto clinic 4

Clerical Officer
Via MS Word, type

and send letters
15

Ny Process
>
ends

Process Owner: Debra Nash, Associate Director Patient Care

(Community and Primary Care)

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 29/01/2024
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South Petherton Community Hospital — Front of House — Outpatients Department — Map No 3 — As Is

Trakcare, Maxims, Epro,
Easy, Bookwise

E.g alarms, patient fainting, etc
Nurse or HCA calls patient into OPD

Clerical Officer Clerical Officer Clerical Officer lerical Officer
Via Various, log on Via Trakcare, change Clerical Officer Clerical Officer Vims, Via Telephone, receive
with user ID and patient demographics Manage waiting room in [—»| Label boxes ready to open, action and phonecalls from main
password and check when necessary using emergency situations trace back to YDH distribute incomi reception or from patients
for patients arrivals| 1 smartcard [2] 3 re appointments [ 6

Start
process

ake packs if notes not

N . M
Liaise with nurses Twice .da"y — chase up notes available
not arrived
s Vo
Clerical Oriicer

Via Telephone, take Clerical Officer m Clerical Officer ) Clerical Officer Clerical Officer

messages for consultants, Via F2F, respond to Via Paper Process, Via YDH Clinical Prep, Via Paper Process, prep Via ???, lock notes in

liaise with medical general enquiries from receive notes from YDH chase up notes if not for clinics Medical Records
secretaries, contact centre patients arrived cupboard

etc 7 8 12

[14]

Clerical Officer Clerical Officer
Via F2F, deal with Via Trakcare, cross
contractors (e.g. sanitary reference notes to
in rep for clini
bins) (o prep for clinics

Have to use judgement about when
to rebook or ask Med Sec advice

<
=
o
%2}
o
I
2
c
>
S
&
o
)
c
]
=
Q
{=
=}
)
o
=
rey
>
@]
)]

A

Lg::emvﬂ%al Clerical Officer ia Telephone/Paper ~ Clerical Officer ~ Clerical Officer
Via Outlook, receive Process, contact patients Via Paper Process, print Via Paper Process, after

Secretaries re appointment L . > - ; . > Process
notification email and to inform them of and issue leaflets to clinics pack up notes and ends
outcomes — e.g. dates, :

- ; i action cancellation and sen patients g return as &
clinics, other informati( 15 16 . .
Use 6 week partial booking or add
to waitlist (depending on specialty)

Clerical Officer
Via Trakcare, rebook
appointment if possible
18

Clerical Officer
Via EPRO/Trakcare,
trace notes back to
various departments
and sent hard copie{ 21

Clerical Officer
Via Paper Process, send
post and identify various

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator
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South Petherton Community Hospital —

Front of House — Outpatients Admin Support — Map No 4 — As Is

Start
process
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For South Petherton, Chard, Cross reference to order book

Crewkeme and Wincanton

Admin Support
Via Integra, order
supplies/equipme

Admin Support
Via MS Excel, maintain

spreadsheet of costs to
be recharged

12 month rolling spreadsheet

Admin Sugg
Via E-Roster/MS

Excel, monitor staff
sickness 4

May also liaise directly with companies

Admin Support
Via Paper Process,
create return to work

form for i

Admin Suppor Admin Suggor
Admin Support
N ee—— Via Excel, maintain
9 P list of regular clinics
new clinics

Via BOC Website,
monitor medical gasses
for South Petherton and

Via MS Word
create agenda for
monthly Unit

Via Outlook
monitor Senior

Sisters inbox whel

Via Simply Serve
liaise with
Maintenance re

for 12 months

Admin Support
Via Email, receive

to ensure nothing is missed

Vla MS Outlook
send cost
spreadsheet to

Admin Support
Via E-Roster, input
changes / leavers

And generate paper lists

Bookwise, Trakcare,

Via Varlous cross
reference lists and
ensure cancelled

Admin Support
Via E-Roster,
calculate and input
annual leave

Maxims

Admin Support

Via Paper Process,

update P Files with

monthly statement
for each site [13

Via ???, mlnute
monthly Unit
meetlng and create

Admin Support
Via F2F, cover

Admin Support
Via Outlook, email

minutes and action
plan to attendees 16

meetings when Senior
Sister on leave 3]

i Qi et

I"\dllllll gggggl L
Via Telephone/

Email, liaise with
% outside companieizé

> Process
ends

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 29/01/2024
Version: 1.0




South Petherton Community Hospital — Front of House — Admin Supervisor — Map No 5 - As Is
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Start
process

Via E-Roster, complete,
monitor and update
staffing rota (including

Ensure all leave taken

Admin Supervisor
Via E-Roster, input/
approve change of
working pattern — advise

Roster Team 2

Admin Supervisor

Via E-Roster, record,
monitor and authorise
annual leave (& change

entitlement)

Admin Supervisor
Via Track, recruit

Reception/Ward staff
3

Admin Supervisor

Via LEAP/F2F, carries
out annual appraisal
5

Admin Supervisor
Via LEAP/F2F, carries

out 1:1s every 6-8
weeks 6

Via F2F/E-Roster,
carry out sickness
monitoring following
Trust Support

Admin Supervisor
Via F2F/Paper Process,

carry out back to work

intervi
Av S S KN

Admin Supervisor
Via Sovereign, issue

Attendance Poticy

staff badges / swipe
cards 9

Admin Supervisor /

Via Integra, authorise
invoices (up to set limit)
11

Admin Supervisor
Via Physical Checks/

Word, monitor
equipment inventory — |
1-2 times per year | 12

Admin Supervisor
Via Integra/In-Person,

Process
ends

Admin Supervisor
Via Integra, authorise
orders (up to set limit)

10

bank reimbursement
cheques for petty cash, |
lunch monies, etc | 13

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 29/01/2024
Version: 1.0
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