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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

Process Owner: Name, Role Last Revised Date: DD/MM/YYYY
Author: Name, Role Version: N.N




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

Process Owner: Name, Role Last Revised Date: DD/MM/YYYY
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West Mendip Community Hospital — Front Desk — Main Reception — Map No 1 — As Is

F2F - Face to Face | TOIL — Time Off In Lieu |

Sometimes have to diffuse
challenging behaviour
RlO Maxims, Ris,

Receptionist - ) -
ptImISe Via F2F, greet patients B { RiO, Maxims, Optimise /E:/telephone / e-mail

and ascertain reason for
Receptionist visit 5 Receptionist Receptionist Receptionist
Start Via Various, log o Via Various, “arrive . - - Via Various, notify
1

process with user ID and Send directly to patient onto My _d_|rect patient to patients if clinics

password waiting area

request assissten a - .
ppropriate syste 4 [5] are running late 6

Receptionist
Via F2F, monitor queue | |

for urgent or
deteriorating case

3

Maxims / RiO to confirm

appointment dates/times Receptionist

Receptionist Receptionist Receptionist Via Telephone, phone
- - . - — - p taxis for patients p
Via Various, Via Various, liaise Via Telephone/F2F, Receptionist P Receplionist

respond to patient with all departmenta’u—& greet site visitors and WIEL TR ImE, Creris VI TEE H D ie =21,
8

. ) . . . main Switchboard and inform patients if a clinic
queries regardin staff regarding patient inform departmental staff di Il hosoital cal has b I

. 7 queries f their arri 5 irect all hospital callss Receptionist as been cancelled 5

Via Telephone, liaise

with Patient Transport if
they are late (7]

Receptionist
Via Paper Process,
collect post from MIU

Receptionist ﬂ

Via Paper Process,

— receive and distribute R tionist
Receptionist incomingpost 115 - eceptionis

Via F2F, distribute PR s Via Paper Process, Process
hearing aid batteries to R 9 update noticeboards ends
outgoing post

patients [14] Receptionist = ﬂ

Via F2F, receive courier
deliveries

g
=3
?
o
I
2
c
>
S
S
o)
©)
2
]
c
9]
=
0
=

[16] Porters
Deliver outgoing post to
Post Office

[19]

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator
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West Mendip Community Hospital — Front House — Admin Duties — Map No 1la - As Is

CAS - Clinical Assessment Services | F2F - Face to Face | HSN — Homeless Support Nurses | MH — Mental Health | MIU — Minor Injuries Unit | OPD — Outpatient Department | SMTC — Shepton Mallett Treatment Centre |

RiO, Maxims,etc

Receptionist
Via Various, log
on with user ID

and password

Start
process
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Process Owner: Debra Nash, Associate Director Patient Care

Receptionist /

1

Via Outlook, book
meeting rooms !AW
2

€.9g.SMTC, GP, other clinical sites

Ascertain if patient can still attend due to late arrival

Receptionist
Via F2F/Telephone/

Email, Maintain
Reception Room

3

Receptionist
Via Telephone,

contact other sites if a

patient has attended
WMH in error [ 4

Receptionist
Via Radar, report
incidents (and select

Receptionist
Via Telephone/E-

mail, report vending
machine faults to
Graddons

Receptionist

Receptionist
Via Telephone/

Email, report Estates
incidents to Rydon’_(
7

Maintenance

Receptionist
Via PFIl, make
maintenance request
8

Receptionist
Via Grapevine,

report telephone
faults

Via BOC Website,
order medical gaslj1
10

reporting path)
Receptionist

Via Telephone, answer

and respond to/re-direct

patient enquires ¢

Receptionist
Via F2F/Paper Process,

issue Travel Expense

FormsW

Receptionist
Reimburse travel
expenses via petty cash

13

Receptionist
Via Telephone, order

hearing aid batteries
from MPH ]

(Community and Primary Care)

Author: Jenny Poole, Improvement Facilitator

Last Revised Date: 13/02/2024
Version: 1.0




West Mendip Community Hospital — Front of House — MIU Reception Desk — Map No 2 — As Is

CAS - Clinical Assessment Services | F2F - Face to Face | MIU — Minor Injuries Unit |

4 Find patient on RiO or create record if new patient

Receptionist
Via Oceano, book
patient onto system
5

Oceano, NHS Spiine Portal, RiO

Receptionist Take patient in wheelchair when necessary, | ical staff
Via Various, log on Provide emotional support when necessary Escalate to medical sta

: when necessary
with user ID and
password

Receptionist Receptionist
Start Receptionist 2 Via F2F, greet patients Via F2F, visually check ~_Receptionist
Unlock building in the and ascertain reason for queue for urgent cases Via F2F, direct patient to
morning visit. Check for 111 and flag with Clinical waiting area
[1] Receptionist referrals where requir( | Staff 6] (8|
Unlock patient notes
cupboard

Action All

Receptionist
Use NHS Spri]ineka’ort:-ﬁI to che(tj:k un_rg?jisui'red_ Monitor Waiting Room
patients to check for alerts and avoid duplication for deteriorating patients

{ From paper form completed by patient 7

/

Receptionist
Via RiO, registers

overseas patient AS card kept for 3 months

u D to Overseas C
Ene] Co)p)y 9 Team 10 4 Checks completed next day gaet?:n’t):tient plan for retuming

Receptionist
Via Email, send

Receptionist Receptionist Receptionist
. ; Via Paper Process, Via Paper Process, Via Paper Process,
Vi ) -

RO L cross reference CAS cards filed in CAS cards shredded

CAS card report
daily returned card t cupboard

Receptionist
Via RiO, check
demographics

and alerts

Via Oceano, update Receptionist

with comments re
safeguarding notes

Receptionist / /

Process
ends
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Nurse discharges
Attach previous notes to CAS Card patlent off system

R - R ioni Receptionist
Receplionist
Via Oceano, print

Via Oceano, scan Via Oceano, scan
a CAS card to go
. X-ray reports to and upload CAS
to nurse with
~ CAS 4 card to Oceanay

Phone around if patient is out of area

Receptionist
Via Email, send

referrals as
appropriate 5

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
r: Jenny Poole, Improvement Facilitator
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West Mendip Community Hospital — Front of House — MIU Admin Duties — Map No 2a — As Is

CAS - Clinical Assessment Services | F2F - Face to Face | MIU — Minor Injuries Unit | TCES - Community Equipment Storage |

RiO, Maxims,etc

Receptionist
Start Via Various, log

process on with user ID
and password
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Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator

{e.g. prescription payment

Receptionist
Via F2F, manage patient

queries

[z

>

Receptionist

Photocopy x-ray forms,
sick forms, etc
[3]

Receptionist
Via F2F, train and

supervise new starters

during induction (]

: Receptionist

Receptionist
Via Radar, report any

issues when
necessary 5

Via TCES, record
issue of crutches to
patients

Receptionist
Via TCES, order

crutches to replenish
stock 7

Receptionist

Process
ends

Issue patients with urine
pots / sick bowls

8

Receptionist
Via Telephone, answer

and respond to/re-direct
patient enquires R

Receptionist
Via Telephone, inform

other departments when

there is early closurr—\W

Receptionist
Via Paper Process,

ensures all documents
are securely

Receptionist
Clears and tidies waiting

room in preparation for
the next day iz

Receptionist
Switch off all lights and

lock building in the
evening (and for early
closures)  [13]

Last Revised Date: 13/02/2024
Version: 1.0




West Mendip Community Hospital — Front of House — Administrative Supervisor — Map No 3 - As Is

H&S — Health & Safety | HoD — Heads of Departments | IG — Information Governance | OH — Occupational Health | TOIL — Time Off In Lieu | VRF — Vacancy Request Form |

/E) staff

Admin Supervisor
Via LEAP/F2F, carries
out annual appraisal _\
1

Can involve difficult conversations /Ecan to file

Admin Supervisor
Via F2F/??7?, carry out

sickness monitoring
following Trust Support \
Attendance Policy

Admin Supervisor

Admin Supervisor dmi .
Admin Supervisor Via F2F/Paper Process,

Via LEAP/F2F, carries Via F2F, respond to staff M ey

out 15%\22&2“’ e \ queries (issues/duties) intervi 5
2 [ 3] Aﬂ

Discuss other supportive tools offered employee relations for support in
by trust. wellbeing meeting or HR queries

Admin Supervisor
Via Optima Health, Admin Supervisor /
phased returns following make wellbeing/OH Via Outlook, may need
Trust Support ’_& referrals using online to liaise with HR ]Jﬂ
9

Attendance Policy 7 form
Attend meeting with the E-Roster Team - OPD/MIU/General Office/Wards/PA Medical Secretary

Agreed in welfare meeting

Admin Supervisor
Via F2F/??7?, manage Admin Supervisor
Via F2F, regular welfare

meetings

Spreadsheet is user friendly and printed for reference Ensure all leave taken

Admin Supervisor Admin Superwso
Via E-Roster, input/ Via E-Roster, record,
11

Addmonal hours signed off and input into E-Roster

Via E-Roster/Excel,
complete, monitor and

Admin Superwso

Admin Supervisor
Via E-Roster/Excel,

! Via Paper Process,
update staffing rota approve change of monitor and authorise complete and monitor audit TOIL and

(including sickness) to working pattern — advise annual leave (& change TOIL and paid extra addition

ensure adequate Adm| 10 Roster Team entitlement) hours Process
Start cover———— . ends
+ Training action plans / set up access / arrange uniform, etc

process

—— - 0
May also cover other depts inductions

Admin Supervisor Admin Supervisor
Via F2F/Online Form, Via F2F, manage

carry out new starter apprentice and Training
inductions as per Trust Action Plan and attend
Policy 15 college meetings [ 16

{ May need to liaise with PALS, but usually managed in house

A 4 h 4 h 4 h 4

Administration support required
update policies/procedures

e.g. follow up from infection control.
New works forms / quotes
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Admin Supervisor
Via Paper Process, carry
out IG Audits

\_/—\E

Admin Supervisor
Via F2F/Email/Letter,

deal with complaints/

concerns 18

’7 CD

H&S noatifications,
address & escalate

Admin SuQerwso
Via E-mail, deal with
safety issues 19

Admin Supervisor
Vla Evolution Reach,
report buildings issues

to Estates 20

Admin Supervisor
Via ???, manage ad-hoc
projects requested by

Matron N

e. g — staff shortages, sickness
==

Communicate to team and arrange training S[affmg Re

cruitment, VRF

v

4

Admin Supervisor
Via F2F, Chair monthly

Admin mtgs & action any

points
[22]

Admin Supervisor
Via F2F, attend monthly

HoD mtgs & action any

points
[23]

Admin Supervisor
Via Various, provide
admin cover for
reception/wards/
General Office PA
Roles

Admin Supervisor
Implement/communicate

cascade new procedures
actions and change as
instructed by Trust/Mat
Y 25

monitor spend, liaise

Admin Superwso
Via Integra, budget
holder for Admin,
with Finance

Process Owner: Debra Nash, Associate Director Patient Care
(Community and Primary Care)
Author: Jenny Poole, Improvement Facilitator
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West Mendip Community Hospital — Front of House — Issues Log — Map No 4 — As Is
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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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