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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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ENT – Advice & Refer – Maxims – Map No 1 – As IsENT – Advice & Refer – Maxims – Map No 1 – As Is
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Process Owner: Alistair Mitchell-Innes, Consultant ENT

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 06/06/2025

Version: 1.0

To be 

Validated

Start 

process

Consultant

Via Maxims, Log in with 

User ID and password

1

Consultant

Via Maxims, Log in with 

User ID and password

1

Consultant

Via Maxims, select 

<Referral Worklists>

2

Consultant

Via Maxims, select 

<Referral Worklists>

2

3-4 triage sessions a week of about 4hours 

each, approx 70 new requests per day

3-4 triage sessions a week of about 4hours 

each, approx 70 new requests per day

Accept, 

Redirect, or 

Reject?

Consultant

Via Maxims, select Clinic, 

Hospital, Clinician

6

Consultant

Via Maxims, select Clinic, 

Hospital, Clinician

6

Accept

Consultant

Via Maxims, select 

“redirect” and reason for 

rejection

“Advice Sent to GP” 14

Consultant

Via Maxims, select 

“redirect” and reason for 

rejection

“Advice Sent to GP” 14

Consultant

Via EPRO, Dictate and 

approve letter to referrer

15

Consultant

Via EPRO, Dictate and 

approve letter to referrer

15

Reject

Consultant

Via Maxims, filter by 

“Awaiting Triage”

3

Consultant

Via Maxims, filter by 

“Awaiting Triage”

3

Consultant

Via Maxims, sort by 

“urgency”, start with 

urgents
4

Consultant

Via Maxims, sort by 

“urgency”, start with 

urgents
4

Consultant

Via Maxims, open referral 

and triage

5

Consultant

Via Maxims, open referral 

and triage

5

Admin Error | Advice sent to GP | Consultant Decision | Inappropriate ReferralAdmin Error | Advice sent to GP | Consultant Decision | Inappropriate Referral

Triaging clinician may change urgencyTriaging clinician may change urgency

Consultant

Via Maxims, add triage 

comments and save

7

Consultant

Via Maxims, add triage 

comments and save

7

Consultant

Via Maxims, select 

Service, add comment 

and click Save
8

Consultant

Via Maxims, select 

Service, add comment 

and click Save
8

Redirect

Process 

ends

External referrals Outpatient appointment is created but referrer before reaching triage, 

but internal referrals have no appointment booked and this has to be done separatley

External referrals Outpatient appointment is created but referrer before reaching triage, 

but internal referrals have no appointment booked and this has to be done separatley

Consultant

Via Maxims, select 

Pending Diagnostics and 

add note
9

Consultant

Via Maxims, select 

Pending Diagnostics and 

add note
9

Pending
Diagnostics

Consultant

Via EPRO, write letter to 

patient to inform of 

necessary tests
10

Consultant

Via EPRO, write letter to 

patient to inform of 

necessary tests
10

Consultant

Via ICE/OrderCOmms, 

request appropriate tests

11

Consultant

Via ICE/OrderCOmms, 

request appropriate tests

11

Patient remains on traige list “pending diagnostics” – 

results arrive in paper intray (consultant needs to go back 

to maxims and complete

Patient remains on traige list “pending diagnostics” – 

results arrive in paper intray (consultant needs to go back 

to maxims and complete

Consultant

Via Maxims, update 

notes to say awaiting 

information
12

Consultant

Via Maxims, update 

notes to say awaiting 

information
12

Awaiting
Clinical

Information
Consultant

Via EPRO, write letter to 

GP requesting information

13

Consultant

Via EPRO, write letter to 

GP requesting information

13

Patient remains on traige list “awaiting clinical information”– communication 

arrives in paper intray (consultant needs to go back to maxims and complete

Patient remains on traige list “awaiting clinical information”– communication 

arrives in paper intray (consultant needs to go back to maxims and complete

Go to

Box 2

Go to

Box 2
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ENT – Advice & Refer – Email – Map No 2 – As IsENT – Advice & Refer – Email – Map No 2 – As Is
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Process Owner: Alistair Mitchell-Innes, Consultant ENT

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 06/06/2025

Version: 1.0

To be 

Validated

Start 

process

Consultant

Via Outlook/Paper, receives 

request from GP to expediate 

referral and prints
1

Consultant

Via Outlook/Paper, receives 

request from GP to expediate 

referral and prints
1

Several per daySeveral per day

Consultant

Via Outlook, reply to GP 

stating No, or Routine

3

Consultant

Via Outlook, reply to GP 

stating No, or Routine

3

Consultant

Via EPRO, dictate letter to 

GP stating No, or Routine

4

Consultant

Via EPRO, dictate letter to 

GP stating No, or Routine

4

E
it
h
e
r

Process 

ends

Consultant

Via Paper Process, write notes 

and pass to secretaires to add to 

Maxims

2

Consultant

Via Paper Process, write notes 

and pass to secretaires to add to 

Maxims

2
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ENT – Advice & Refer – Appointment Bookings – Map No 3 – As IsENT – Advice & Refer – Appointment Bookings – Map No 3 – As Is
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Process Owner: Teresa Reed, Directorate Booking Supervisor

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 06/06/2025

Version: 1.0

To be 

Validated

Via Maxims, request remains 

on system until it reaches 4 

weeks ahead of booking time

1

Via Maxims, request remains 

on system until it reaches 4 

weeks ahead of booking time

1

From

Map 1

Box 7

From

Map 1

Box 7

ENT Admin

Via Maxims, book 

appointment for 4 weeks time

2

ENT Admin

Via Maxims, book 

appointment for 4 weeks time

2

Current wait period is 8 months 

before reaching 4 week period

Current wait period is 8 months 

before reaching 4 week period

ENT Admin

Via Letter, inform patient of 

appointment date and time

3

ENT Admin

Via Letter, inform patient of 

appointment date and time

3

ENT Admin

Via Text Message, 

reminders sent to patient at 

7, 4 and 1 day ahead of 

appointment 4

ENT Admin

Via Text Message, 

reminders sent to patient at 

7, 4 and 1 day ahead of 

appointment 4

Process 

ends

From

Map 1

Box 9

From

Map 1

Box 9

ENT Admin

Via Maxims, select option to 

move request to other 

services Redirect List
5

ENT Admin

Via Maxims, select option to 

move request to other 

services Redirect List
5

Usually AudiologyUsually Audiology

Process 

ends

From

Map 1

Box 10

From

Map 1

Box 10

ENT Admin

Wait until letter has been dictated 

and sent to GP

6

ENT Admin

Wait until letter has been dictated 

and sent to GP

6

ENT Admin

Via Maxims, select <Reject> 

option

7

ENT Admin

Via Maxims, select <Reject> 

option

7

ENT Admin

Via Letter, inform patient that 

referral is rejected and to contact 

GP for advice
8

ENT Admin

Via Letter, inform patient that 

referral is rejected and to contact 

GP for advice
8

Process 

ends
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ENT – Advice & Refer – Secondary Care Requests – Map No 4 – As IsENT – Advice & Refer – Secondary Care Requests – Map No 4 – As Is
D
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Process Owner: Teresa Reed, Directorate Booking Supervisor

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 06/06/2025

Version: 1.0

To be 

Validated

Via Outlook, receive request 

via generic ENT Secretaries 

email address

1

Via Outlook, receive request 

via generic ENT Secretaries 

email address

1

ENT Admin

Via Outlook/Shared Drive, 

save request

2

ENT Admin

Via Outlook/Shared Drive, 

save request

2

ENT Admin

Via Outlook/Shared Drive, 

accept emergency request 

(bypasses triage list)
4

ENT Admin

Via Outlook/Shared Drive, 

accept emergency request 

(bypasses triage list)
4

ED | On-CallED | On-Call

Start 

process

ENT Admin

Via Maxims, upload request 

for triage

3

ENT Admin

Via Maxims, upload request 

for triage

3

E
it
h
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Go to

Map 1

Box 5

Go to

Map 1

Box 5

Process 

ends
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ENT – Advice & Refer – eRS Requests – Map No 5 – As IsENT – Advice & Refer – eRS Requests – Map No 5 – As Is
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Process Owner: Teresa Reed, Directorate Booking Supervisor

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 06/06/2025

Version: 1.0

To be 

Validated

GP

Via eRS, makes request for 

Advice or Referral

2

GP

Via eRS, makes request for 

Advice or Referral

2

Start 

process

ENT Admin

Via Maxims, upload request 

for triage

4

ENT Admin

Via Maxims, upload request 

for triage

4

Go to

Map 1

Box 5

Go to

Map 1

Box 5

GP

Identifies need for Advice or 

Referral

1

GP

Identifies need for Advice or 

Referral

1

Currently closed to 

eRS due to wait time

Currently closed to 

eRS due to wait time

ENT Admin

Via Outlook/Shared Drive, 

save request

3

ENT Admin

Via Outlook/Shared Drive, 

save request

3

NEED TO CHECK 

THIS

NEED TO CHECK 

THIS

1

ENT have a suite of patient 

information leaflets on shared 

drive that would be useful to have 

as part of the GP dashboard

ENT have a suite of patient 

information leaflets on shared 

drive that would be useful to have 

as part of the GP dashboard

1
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ENT – Advice & Refer – eRS Bookings – Map No 6 – As IsENT – Advice & Refer – eRS Bookings – Map No 6 – As Is
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Process Owner: Deborah Burt | Teresa Reed, Directorate Booking Supervisor

Author: Jenny Poole, Improvement Advisor

Last Revised Date: 03/06/2025

Version: 1.0

To be 

Validated

Start 

process

GP

Via eRS, submit 

patient referral to MPH 

1

GP

Via eRS, submit 

patient referral to MPH 

1

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, sort ASI 

worklist by level of 

urgency 

3

E-Referral Team

Via eRS, sort ASI 

worklist by level of 

urgency 

3

E-Referral Team

Via eRS, click on the 

UBRN of the first 

patient on the list 

4

E-Referral Team

Via eRS, click on the 

UBRN of the first 

patient on the list 

4

E-Referral Team

Via eRS, click review 

referral and check if any 

special requirements and 

note accordingly 5

E-Referral Team

Via eRS, click review 

referral and check if any 

special requirements and 

note accordingly 5

E-Referral Team

Via eRS, click on 

clinical information to 

view attached 

documents 7

E-Referral Team

Via eRS, click on 

clinical information to 

view attached 

documents 7

E-Referral Team

Via eRS, check all docs relate 

to the patient - copy and paste 

all attachments into one file 

with referral letter first 9

E-Referral Team

Via eRS, check all docs relate 

to the patient - copy and paste 

all attachments into one file 

with referral letter first 9

E-Referral Team

Via eRS, save file to 

desktop for uploading 

to MAXIMS later
10

E-Referral Team

Via eRS, save file to 

desktop for uploading 

to MAXIMS later
10

E-Referral Team

Via eRS, click on “record 

triage outcome” and 

select “refer/book now”, 

and click submit 11

E-Referral Team

Via eRS, click on “record 

triage outcome” and 

select “refer/book now”, 

and click submit 11

eRS automatically 

opens service patient 

is being referred into. 

Click “change service”
13

eRS automatically 

opens service patient 

is being referred into. 

Click “change service”
13

E-Referral Team

Via eRS, click on 

‘speciality dummy’ 

appointment, click 

“appointment search”15

E-Referral Team

Via eRS, click on 

‘speciality dummy’ 

appointment, click 

“appointment search”15

E-Referral Team

Via eRS, click continue 

with selected services 

16

E-Referral Team

Via eRS, click continue 

with selected services 

16

E-Referral Team

Via eRS, select 

dummy appointment 

date and time, and 

select “book” 17

E-Referral Team

Via eRS, select 

dummy appointment 

date and time, and 

select “book” 17

E-Referral Team

Via eRS, check patient 

details that automatically 

appear and click ‘ok’, 

then click “submit” 18

E-Referral Team

Via eRS, check patient 

details that automatically 

appear and click ‘ok’, 

then click “submit” 18

E-Referral Team

Via eRS, click on patient 

name at top of screen, 

copy NHS number, and 

click close 20

E-Referral Team

Via eRS, click on patient 

name at top of screen, 

copy NHS number, and 

click close 20

E-Referral Team

Via Maxims, log on, 

and using NHS 

number complete 

patient search  21

E-Referral Team

Via Maxims, log on, 

and using NHS 

number complete 

patient search  21

E-Referral Team

Via Maxims, click the 

magnifying glass icon 

and ensure correct 

patient is selected 22

E-Referral Team

Via Maxims, click the 

magnifying glass icon 

and ensure correct 

patient is selected 22

E-Referral Team

Via Maxims, click on 

the patient and cross 

check demographics 

are the same as eRS23

E-Referral Team

Via Maxims, click on 

the patient and cross 

check demographics 

are the same as eRS23

E-Referral Team

Via eRS, click patient 

referral list and view 

referral (referral 

received)  24

E-Referral Team

Via eRS, click patient 

referral list and view 

referral (referral 

received)  24

If amendments need to be made 

click edit and make changes

If amendments need to be made 

click edit and make changes

Including a couple of Devon 

surgeries on border

Including a couple of Devon 

surgeries on border

E-Referral Team

Via eRS, click 

organisation and enter 

“Somerset NHS” and 

click search all 13

E-Referral Team

Via eRS, click 

organisation and enter 

“Somerset NHS” and 

click search all 13

E-Referral Team

Via Maxims, click on 

referral and click onto 

documents 

1

E-Referral Team

Via Maxims, click on 

referral and click onto 

documents 

1

E-Referral Team

Via Maxims, click ‘import’ to 

import saved documents 

ensuring referral letter is 

first, then clinical summary.2

E-Referral Team

Via Maxims, click ‘import’ to 

import saved documents 

ensuring referral letter is 

first, then clinical summary.2

E-Referral Team

Via Maxims, enter document 

name as MRN and speciality, 

then click browse to transfer 

docs. Click confirm and save.3

E-Referral Team

Via Maxims, enter document 

name as MRN and speciality, 

then click browse to transfer 

docs. Click confirm and save.3

E-Referral Team

Via Maxims, click on referral 

details tab and if necessary 

change referral received date to 

the date deferred by provider  5

E-Referral Team

Via Maxims, click on referral 

details tab and if necessary 

change referral received date to 

the date deferred by provider  5

E-Referral Team

Via Maxims, if necessary add 

in functions or HCP and any 

special requirements and click 

save, then click close 6

E-Referral Team

Via Maxims, if necessary add 

in functions or HCP and any 

special requirements and click 

save, then click close 6

E-Referral Team

Via eRS, click on 

enquires and search 

NHS number   

9

E-Referral Team

Via eRS, click on 

enquires and search 

NHS number   

9

E-Referral Team

Via eRS, click search to 

bring patient into context 

that you have created a 

dummy appointment for 10

E-Referral Team

Via eRS, click search to 

bring patient into context 

that you have created a 

dummy appointment for 10

E-Referral Team

Via eRS, click on 

UBRN and click review 

referral  

11

E-Referral Team

Via eRS, click on 

UBRN and click review 

referral  

11

E-Referral Team

Via eRS, click “change 

service”, then click 

“yes”, then click 

“search all” 12

E-Referral Team

Via eRS, click “change 

service”, then click 

“yes”, then click 

“search all” 12

E-Referral Team

Via eRS, click zz  for 

chosen speciality and 

then indirectly book

14

E-Referral Team

Via eRS, click zz  for 

chosen speciality and 

then indirectly book

14

E-Referral Team

Via eRS, click continue 

with selected services 

and click OK

15

E-Referral Team

Via eRS, click continue 

with selected services 

and click OK

15

E-Referral Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 23:59 16

E-Referral Team

Via eRS, add in 

appointment date as 

Christmas day of that year 

and the time as 23:59 16

E-Referral Team

Via eRS, add reason for 

re-booking as redirected 

due to another reason 

17

E-Referral Team

Via eRS, add reason for 

re-booking as redirected 

due to another reason 

17

E-Referral Team

Via eRS, type sent for 

triage in comments and 

click submit, then click 

close 18

E-Referral Team

Via eRS, type sent for 

triage in comments and 

click submit, then click 

close 18

Process 

ends

Ready for outpatients booking team to make 

appointment in Maxims, and update eRS

Ready for outpatients booking team to make 

appointment in Maxims, and update eRS
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