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SystmOne Manual 
Guide to the Screens and Details for Recording Assessments

Finding Your Way Around the Screen 

To view the Open Cases screen 

· select Open Cases from the Main Menu
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This screen is used at both the Call Centre and the Primary Care Centre and shows all the cases that need processing. 
The screen is divided into three panes: 

· Case Filters in the left-hand pane 

· Case List in the upper right-hand pane 

· Case Details in the lower right-hand pane 
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Case Filters







Case Details

Case Filters 
The filters displayed in the left-hand pane of the Open Cases screen allow you to break down the list of open cases so only those with particular attributes are shown, e.g. select 'Mobile Unit' to only view those cases that require or are being attended by a Mobile GP. You may find that for your job role you only need to use one or two of these filters. 

The number of cases within each filter is displayed beside the filter name. Filters in bold type contain cases; those in normal type are empty. 

The following filters are available: 
· All Open Cases - lists every case that has not been closed or deleted. 

· Requires Assessment - lists cases that do not have an assessment recorded, i.e. those with a status of 'Started'. 

· Requires Definitive Assessment - lists cases that do not have a Definitive Assessment recorded yet, e.g. those with a status of 'Clinically Assessed'. 

· Decision Deferred - lists all cases for which 'Defer Decision' was selected as the required action on the Record Definitive Assessment or Contact Ended dialogs. 

· Telephone Advice - lists all cases that require a clinician to provide a telephone consultation. 

· Appointments - lists cases with a status of 'Appointment Booking Required' or 'Booked'. 

· Home Visit - lists cases that require a Mobile GP or are being attended by a Mobile GP. 

· Non OOH - cases that do not require OOH treatment, e.g those with a case type of 'District Nurse' (if, for example, a patient has called and wants to contact the District Nurse). 

· Requires Closing - cases that have been dealt with but the decision has been made not to close yet, e.g. an appointment has been booked but the case has not been officially closed. 

· Pending Follow Ons - follow on cases that have been created but the date/time they were set to start has not yet been reached, i.e. cases which do not have a date/time in the Started column. Note: To include follow on cases in the list on the Open Cases screen, select Show follow ons above the list of cases 

Case List 

The upper right-hand pane of the screen displays a summary of the cases that fall within the filter you have selected from the left-hand pane of the Open Cases screen. 

The following information is displayed for each case in the Case List pane, unless you have set up your own configuration for the columns:
	Column Heading 
	Description 

	Started 
	Time the case began, i.e. the time the patient called or walked in. 

	Id 
	A unique identification number for the case. 

	Priority 
	Shows a coloured arrow to represent the urgency of the case: 

[image: image3](red) - Emergency. 

[image: image4](green) - Urgent. 

[image: image5](blue) - Routine/Less Urgent. 

Hover the mouse pointer over the arrow for a description. 

	Patient 
	Patient's first name and surname. 

	Age 
	The patient's age. 

	Gender 
	Shows an icon to represent the patient's gender: 



- male 



- female 

Blank - not known/not specified 

	Contact No 
	Telephone number the patient has given where they can be contacted. 

	Postcode 
	The postcode of the patient's current location. 

	Status 
	E.g. 'Started', 'Booked', 'Clinically Assessed'. 

	Time at Status 
	How long since the current status was first set, in hours and minutes. 

To quickly see which cases have not been worked on for a while, click on the Time at Status column heading twice to sort the entries so that the ones that have not been progressed for the longest time are displayed at the top. 

	Progress 
	The colour-coding used shows whether a case conforms to National Quality Requirements. Hover the mouse pointer over the cell to view additional details. 

The following colour-coding is used: 

Blue/Purple - clinical assessment required 

Green - case currently within NQR targets 

Orange - case close to breaching NQR targets 

Red - case has breached NQR targets 

	Ownership Flag 
	A 

 icon indicates that the person shown in the Owner column has 'pinned' their name to the case to prevent other users from working on it. 

The user must select Clear Ownership from the right-click menu to relinquish the case or the 

 icon can be removed by a System Administrator. 

	Owner 
	The user who is currently working on the case. If a case has an owner, other users will not be able to work on that case until the corresponding cell in the Owner column is blank. 

	Flags 
	Hover the mouse pointer over an icon to see details. The icons that may be shown include: 

- case passed from Call Centre 

- case referred by NHS Direct 

- case needs matching to SystmOne/Spine record 

- case being processed by a PCC that is linked to you (hover the mouse pointer over the icon to see which one) 

- Special Notes patient 

- Safe Haven patient 

- District Nurse case 

- Minor Injury case 

- Dental case 

- Prisoner case 

- Transport Required 

- Interpreter Required 

- Follow-on case 


Case Details 

This pane allows you to see the details of the selected case's progression at a glance, including consultation notes and exceptions recorded. 

Headings in bold type in the Case Details pane denote 'Status events', e.g. the time a case was Clinically Assessed. 

Headings that are not in bold type denote 'Non-status events', e.g. updating the registered practice of a patient. 

Right-Click Options 

The options listed in this section may be available from the right-click menu when you right-click on a case on the Case List pane of the Open Cases screen (options not relevant to the case will be unavailable). 

The following shows the full list of right-click options available: 

	Option 
	Description 

	Amend Details 
	Amend the details of a case. 

Tip: For speed, double-click on the case to amend the details. 

The OOH Case Details dialog also allows you to view details of the patient's previous cases (select the Previous Cases tab at the top of the dialog). 

	Assessment>
Start Telephone Clinical Assessment 
	Record details of a telephone consultation in the patient record and set a priority on the corresponding case. 

	Assessment>
Start Face-to-Face Clinical Assessment 
	Record details of a face-to-face consultation in the patient record and set a priority on the corresponding case 

	Assessment>
Record Clinical Assessment 
	Set a priority on the selected case, e.g. Less Urgent. This starts the clock on the warning period that has been set for the case to conform to National Quality Requirements. 

	Assessment>
Start Telephone Definitive Assessment 
	Record details of a telephone consultation in the patient record and set the priority and action to be taken on the corresponding case.

	Assessment>
Start Face-to-Face Definitive Assessment 
	Record details of a face-to-face consultation in the patient record and set the priority and action to be taken on the corresponding case. 

	Assessment>
Record Definitive Assessment 
	Set the priority and action to be taken on the selected case.

	Assessment>
Change Case Priority 
	If you are qualified to do so, change the priority (Emergency, Urgent, Less Urgent) that has been set on a case and add any comments to be attached to the change. 

	Home Visit -
Send Case to Mobile GP 
	Note: Only available on cases with a status of 'Home Visit Required' and if your PCC coordinates Mobile GP visits. 

Send the case to a Mobile GP. 

	Home Visit -
Send to Another Mobile GP 
	Note: Only available if your PCC coordinates Mobile GP visits. 

Redirect the case to another Mobile GP. 

	Home Visit -
Manually Acknowledge Mobile GP Request 
	Note: Only available on cases with a status of 'Sent to Mobile GP' and if your PCC coordinates Mobile GP visits. 

Change the case status to 'Received by Mobile GP'.

	Home Visit -
Cancel Mobile GP Request 
	Note: Only available if your PCC coordinates Mobile GP visits. 

Cancel the Mobile GP request. The 'OOH Home Visit request' task is removed from the Mobile GP's Task List and the case is rolled back to its previous status, e.g. 'Clinically Assessed'. 

If you think the Mobile GP may be on their way to this visit already, consider telephoning as they will need to check their Task List to find out that the visit has been cancelled. 

	Home Visit -
Record Home Visit Details 
	Manually enter the times when the Mobile GP processed the 'OOH Home Visit request' task: 

· task received by Mobile GP's laptop 

· task acknowledged by Mobile GP (by actioning the task) 

· arrival by Mobile GP at destination 

· contact/consultation with patient started 

· contact/consultation with patient finished 

Note: Any changes made to this dialog are audited. 

	Action -
Record Emergency Call 
	Record contact with emergency services. 

	Action -
Telephone Advice Required 
	Manually change the status of a case to 'Telephone Advice Required'. The case will move to the 'Telephone Advice' filter in the left-hand pane of the Open Cases screen. 

	Action -
Start Telephone Advice 
	Record a telephone consultation with the patient. 

	Action -
Appointment Required 
	Manually change the status of the case to 'Appointment Required'. The case will move to the 'Appointments' filter in the left-hand pane of the Open Cases screen. 

	Action -
Book Appointment 
	Book an appointment for the patient at a Primary Care Centre.


	Action -
Record Appointment Details 
	Record the start and end times of the patient's appointment manually. 

	Action -
Home Visit Required 
	Record that the patient requires a visit from a mobile GP. 

	Action -
Record Home Visit Details 
	Manually record dates and times for the following: 

· task received by Mobile GP 

· task acknowledged by Mobile GP 

· arrival by Mobile GP at destination 

· contact/consultation with patient started 

· contact/consultation with patient finished  

	Patient -
View Record 
	View the patient record that has been matched to the selected case. 

	Patient -
Match to Patient 
	Match the case to a patient record on SystmOne or the Spine.  

	Patient -
Re-Match Patient 
	Re-match the case to a different patient record on SystmOne or the Spine if it was originally incorrectly matched. 

	Patient -
Record Patient Access Consent 
	Record whether or not the patient consents to your accessing their patient record. 

	Telephone Call -
Record Call from Patient 
	Record a call from the patient (not the original call to NHS Direct). 

	Telephone Call -
Record Call to Third Party 
	Record a call to a third party. 

	Telephone Call -
Record Patient Service Complaint 
	Record that a patient has made a complaint.

	View NHS Direct Message 
	Allows you to view the original message that was received. 

Alternatively, to view the message from the patient record: 

1. Retrieve the patient record. 

2. Select the 'A&E and Out of Hours Access' node from the Administrative tree. 

3. Right-click on the case and select View NHS Direct Message from the right-click menu. 

	Pin Ownership 
	Take manual ownership of the selected case (a 

 icon is displayed beside the Owner column). 

When you are working on a case, ownership is automatically given to you to prevent other users from working on the case at the same time. If you need to take ownership manually, you can use this option. 

Note: System Administrators can clear manual ownership from cases if necessary. 

	Clear Ownership 
	Clear ownership from the selected case. 

	Print Fax 
	Allows you to print out a fax for the selected case to be sent manually to the patient's GP practice. A 'SystmOne Out of Hours Call Incident Report' for the selected case is sent to your printer ready for faxing to the patient's registered practice according to your local procedures. 

The Awaiting Faxing tab on the Closed Cases screen lists faxes that are waiting to be sent automatically by SystmOne. If SystmOne is unable to send an automatic fax or an electronic message for any reason, the case is moved to the Failed To Send tab of the Closed Cases screen with an entry in the Failure Reason column so that you can either correct the problem or send the case details manually via fax. 

	Record Case Exception 
	Record an exception for a case that has breached its NQR targets. 

	Pass to Primary Care 
	Out of Hours Call Centre only 

Allows you to pass the case to the PCC manually. 

	Requires Closing 
	Move the case to the 'Requires Closing' filter in the Case Filters pane of the Open Cases screen. 

	Close Case 
	Close the selected case. 

	Delete 
	System Administrators only 

Delete the selected case. To view cases that have been deleted in the last 24 hours, select the 'Deleted <24hr' filter from the left-hand pane of the Open Cases screen. 

	Table 
	Print Table - print a list of the cases displayed from your word processing program, e.g. Microsoft Word. 

Print Partial Table - print a copy of the data from the selected columns from your word processing program, e.g. Microsoft Word. 

Send to Spreadsheet - open a list of the cases displayed in your spreadsheet program, e.g. Microsoft Excel. 


Performing a Telephone Clinical Assessment
The Telephone Clinical Assessment options allow you to record a consultation on the patient record and then set a priority on the case. 

Step 1 – Selecting a Patient and Claiming Ownership of the Call
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To begin a call you first need to select the case from the Telephone Advice Required and take ownership of the call. This ensures that you are the only person who will be assessing this patient. You can take manual ownership by 'pinning' your name on the case to stop anyone else from working on it until you remove your name. To do this: 
1. Right-click on the case. 

2. Select Pin Ownership from the right-click menu. Your name will appear in the Owner column beside the case and a 

 icon shows beside it. No one else can work on the case until you remove the 

 icon by clearing ownership or closing the case. 

To clear manual ownership of a case:
1. Select the case from the Open Cases screen. 

2. Right-click on the case and select Clear Ownership from the right-click menu. 

Note: Closing a case will also clear manual ownership. System Administrators can also clear manual ownership from cases if necessary. 
Best Practice: Ensure that you clear manual ownership (remove the 

 icon) from any cases you have been working on before finishing your shift; otherwise it will prevent other users from working on these cases unless the ownership is cleared by a System Administrator. 

Step 2 – Viewing the NHS Direct Message

To view the message that was received from NHS Direct right-click on the case and select View NHS Direct Message from the right-click menu. This details information that the patient provided, to the Health Advisor, during the initial assessment.[image: image15.png]SystmOne Out of Hours Call Centre: Lauren Turner (Information Officer Access Role) at NHSD WYUC - Open Cases =18 x|
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Step 3 – Beginning the Consultation
To perform a telephone consultation and record a Clinical Assessment: 

Right-click and select Action from the right-click menu and then click Start Telephone Advice.
Please Note – Do not use any other option when beginning your consultation.
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Step 4 – Obtaining Consent
Whenever you access a patient record, you need to have permission from the patient to view it, or you need to have a valid clinical reason for overriding/not seeking consent. 
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Select one of the following options before proceeding: 

· No consent given - you have asked the patient for consent to open their medical record and they refused. When you click Ok, only the patient's personal details are displayed (e.g. name, contact details, date of birth) and any existing clinical information is hidden. If you select this consent option, you will be prompted to record consent again the next time the record is retrieved. This is because the patient may not want staff at the Call Centre to view their record but would be happy for the clinician treating them to do so. 

· Full patient record - you have asked the patient for consent to retrieve their full medical record and the patient agreed. The complete record will be available and you will not be asked to record consent again for the duration of the OOH case. 

· Consent not asked - you have not asked the patient for permission to retrieve their patient record. If you want to proceed without their permission, you must type an explanation in the box at the foot of the dialog, e.g. "Patient is unconscious". When you click Ok, the patient's full medical record is displayed, including all clinical information. If you select this consent option, you will be prompted to record consent again the next time the record is retrieved. 

Click Ok. 
Step 5 – Perform the assessment and record it in the Consultation Panel 
	Section           
	Description 

	History 
	The background of the presenting complaint, as given by the patient. 

	Examination 
	Your observations of the patient and the results of any physical examination, e.g. BP readings. 

	Diagnosis 
	Your conclusions about the patient's condition. If your diagnosis is not definite, try to use a 'Suspected condition' Read code and not an actual Read code. 

	Intervention 
	Action taken, e.g. drugs prescribed, recalls, referrals, pathology requests, vaccinations. 

Any acute or repeat issues created while a complaint is selected are automatically displayed in the 'Intervention' section of the relevant complaint. In the case of acute issues, they will also be displayed in the 'Linked Acute Issues' section of the Read Code Details dialog (when you double-click on the pink box containing the Read code). 

Manual or electronic pathology requests made while a complaint is selected are also automatically displayed in the 'Intervention' section of the relevant complaint. 

If you have multiple complaints recorded within the same guided consultation and want to link an intervention to more than one of the complaints, you must select the relevant complaints from the Guided Consultation Panel before recording the intervention. See below for details on how to select multiple complaints. 

To control/change which interventions are linked to the various complaints recorded within the current consultation: 

1. Right-click on a label beside one of the complaints (History, Examination, Diagnosis, etc.) and select Amend interventions from the right-click menu. 

2. Select/deselect the appropriate tick-box(es) to control which interventions are linked to each complaint. 

3. Click Ok. The changes you have made are displayed in the Consultation Panel. 

	Plan 
	Future course of action, advice given to the patient, details of any treatment plan, narrative on any referrals made, any other details. 


Printing Prescriptions

1. Click on the Medicine bottle – labeled acute
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2. Type in the search box the medicine required and select the relevant option from the list provided
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3. Change the relevant information e.g. dose and duration and click Ok
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4. Select to print the prescription from the prescription printer (middle printer with the lightening bolt)
[image: image21.png]SystmOne Out of Hours Call Centre: Dr Obioha Emezie

=181]

FatertAgporiments Reporting Audt Setup Chncal ook Worklow User System e |
Q (] E] ’ e ol b @ Mrs Joyce Senior 19 Feb 1933 (76 ) F

o L i e et o 5\ Netherend Road, Sitiwalt, Huddersfels, HOT SEA

o Rsterendg

Qe o m | 436084 6525

Hext Event = = = Py ST —

G paten rome
B current 00K C5
& sk snd out o
& Problems (15)
T summary & Famiy
® Quckalnce

£ adninstation

9 tew ournal

L Read Code Joun
B Medication (37)
78 Repeat Template:
& Sensiivties & Ale
# Vaccinations (17)
B4 Communications (_

[ e—— =
2 Record Acute Medication

il | AGTSHAN | oher et . | [xact e &.me (=] e 0255 2005 =] [15:5 |

=l

Changing the consultaion date will afect al ather data entered. To avoid this, cancel and press the Nex! butian

T~ Show dormant

Wajor

Mediation start

e 02 Sen 2008

[ Automatically show the drug browser

BBl

Drug prescribed

ems -

Script type & s Tssue
© private lssue
 Instalment Dispensed Issue.

Dose

Total quantity © humber
© packs

@ FreeText

o] _ Tisooses

mpression) or 4!
ord compression)

= Script notes Presets ote.
= Referals (4)
o Recals (4)
2 Adinistraive notes Presets
" Isue duraton [ bay enddste o3sen 2000 <] [B B
il Pathology Report: I Automatically create a Repeat Template based on this Issue:
J Mameric Resis Ok | _Okianather | cancel oes

A patientwamings

QOF alerts

Z|[[@ o o o Jeilalo |[@o o o | wlgl || E8 1o |

Astart| ¥ systmone Live ¥ SystmOne Out of Hou... 8] Doct - Microsoft Word

2% QM 1949




Recording Notes for an Unmatched Patient 
If possible, cases should be matched to a SystmOne record/Spine record or, where none is available; a new SystmOne patient record should be created. 

If matching the case to a record or creating a new patient record is not possible, you can still record notes against the appointment, however, this approach is not advised. 

To do this: 

1. Select Appointments>Appointments Overview from the Main Menu 

2. Right-click on the relevant appointment slot and select Amend Appointment. 

3. Type any information into the Details field and click Ok. 

4. Bear in mind that this information can be viewed by any user who has access to the Appointments Overview/Appointment Ledger at your organisation. 
Handling Cases Involving Prisoners 

If you receive a case for a prisoner, you should immediately change the 'Case type' to 'Prisoner'. Do not attempt to match the case to a SystmOne/Spine record. 

To change the 'Case type' of a case to 'Prisoner': 

1. Select the case from the Open Cases screen. 

2. Right-click on the case and select Amend Details from the right-click menu. The OOH Case Details dialog is displayed. 

3. Select 'Prisoner' from the Case type drop-down list. 

4. Read the warning message and click Ok. 

5. Complete the dialog and click Ok. 

6. Read the warning message and click Ok. 

Once the case has been flagged as prisoner-related, SystmOne will no longer allow it to be matched to a patient record on SystmOne/Spine, i.e. the case will remain textual. 

If the case has already been matched to a patient record on SystmOne or the Spine, when you amend the case type to 'Prisoner' using the instructions above, the case will automatically be un-matched, removing any link to an electronic patient record. 

Information relating to OOH treatment provided to prisoners must not be visible to the prisoner's home GP in their electronic patient record. 
Step 6 – Saving the Record
Click the large Save button 

in the toolbar . 
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Step 7 – Deciding on the Relevant Action

Enter the date and time the assessment started (this defaults to now). The details you entered in the patient record are displayed in greyed out text underneath. 
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Select a priority for the case: 

· ILT (SystmOne Out of Hours Call Centre only) - 'Contact emergency services' is displayed in red text beside the Started [Date] [Time] fields and the Record Emergency Call dialog is displayed as soon as you click Ok. After you have completed the Record Emergency Call dialog, you will be prompted to close the case. 

· Urgent - 'Definitive assessment by [time]' is displayed in red text beside the Started [Date] [Time] fields. As soon as you click Ok, 'Urgent' is displayed in orange text in the Case Details pane of the Open Cases screen. 

· Less Urgent - 'Definitive assessment by [time]' is displayed in red text beside the Started [Date] [Time] fields. 

Either: 

· click Ok, or 

· click Don't Record Assessment to return to the Open Cases screen without recording a clinical assessment. The information you entered in the record will be saved, but the case will not be marked as having been 'Clinically Assessed' in the Status column 
Once you have selected a priority for the case you need to select the relevant action, either appointment at PCC or Home visit
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If you select to book an appointment you need to clear your ownership of the call so the booking agents can access the patient details, to book the appointment
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If you have decided that the patient requires a visit from a Mobile GP select Home Visit Required from the Action filter. Once you have selected this, a Pass to Primary Care Centre box will appear. Consult your map and decide which provider covers the area where the patient is located and click Ok.


Next you need to select Close Case
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Once you have selected the relevant provider and closed the case a Case Closure Details box will appear. In the top box you need to select ‘Converted to Home Visit’ and select the priority.  In the bottom box you need to select the Follow up Information
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Once you have selected this information you can add information to the comments box and click Ok
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There may be situations where a case breaches one of its National Quality Requirements targets through no fault of staff at the OOH Call Centre. 
To record a Case Exception from the Open Cases screen, right-click on the case and select Record Case Exception. 

To complete the Record Case Exception dialog: 

1. Check that the exception is being linked to the correct status event (status events are shown in bold type in the lower pane of the Open Cases screen); if not, select the relevant status event from the Exception linked to drop-down list. 

2. Amend the date and time of the exception if appropriate. 

3. Enter the circumstances in the upper pane. If you often need to type the same text, you can use Presets. This allows you to type in and select standard messages. 

4. Check the lower pane for any other exceptions recorded against this case. 

5. Click Ok. 
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