Choose and Book Storyboards

2.1 Book now - Refer now

Mrs. Alan has a long history of a painful left hip. Until recently she has coped well with pain killers, but during a follow-up consultation, it becomes apparent that she is encountering increasing discomfort and immobility. After discussing possible options, her GP, Dr Evans, decides that a referral to an orthopaedic Out-Patient appointment to explore surgical options is indicated. He asks Mrs. Alan if she is interested in having an appointment with the shortest wait or would prefer to only take a local appointment. Mrs Alan indicates that she would prefer a local appointment. Dr Evans activates the Choose and Book option on his local system. A Request for Service interaction ensues and a message is sent to Choose and Book with Mrs Alan’s NHS Number. Choose and Book responds with a Confirm Service Request message containing a Unique Booking Reference Number (UBRN). 

After the UBRN is received, Choose and Book is launched with the UBRN allowing a seamless transition directly into the context of the UBRN. 
Choose and Book allows Dr Evans to indicate if the patient has additional requirements. In this case transport is required. Dr Evans indicates this on the referral.
Dr Evans uses the Choose and Book search facility to locate services in the local area. In negotiation with Mrs Alan, he selects an appropriate appointment in the orthopaedic outpatient clinic run by Mr Daniels, a new consultant at the local hospital.
Once an appointment has been selected, the Choose and Book sends a Request Appointment Confirmation message to the local hospital system to ensure that the selected appointment time is still available. The local system responds with a Confirm Appointment message. Choose and Book sends the local hospital system an Application Acknowledgement message to indicate that it should now book the appointment. Choose and Book can now confirm that the appointment has been booked and Dr Evans prints out the appointment details and any requirements of the clinic for Mrs Alan to take home. The additional requirements manager at the hospital also has an item on his worklist to arrange transport for the Mrs Alan.
Mrs Alan leaves the consultation room and Dr Evans enters the referral information for Mr Daniels in the GP system. On completion, the referral letter is encrypted and sent electronically to Choose and Book as a Referral message where it is stored. The local hospital system may access Choose and Book to view the referral. 
The additional requirements manager at the hospital actions the worklist item to arrange transport for Mrs Alan’s appointment using existing procedures and records this on Choose and Book. He contacts Mrs Alan to confirm the transport arrangements with her.

Mr Daniels is a new Consultant at Greenhill NHS Trust Hospital. He has just started up a number of Orthopaedic clinics. The clinic times and the duration of appointments have been agreed and configured on the Hospital system by the Medical Records department.

The local Primary Care Trust has chosen to make the orthopaedic services available through Choose and Book, on which the appropriate clinics have been configured, and the Patient Administration System (PAS) in the hospital has been upgraded to receive and send booking messages.

In a separate nightly batch process, Choose and Book requests each hospital PAS to send the available slots for each service. In response to the request the PAS notifies Choose and Book of the available slots.
The day before the appointment, Mrs Alan rings the Choose and Book Appointments Line and informs them that she cannot make the appointment as she is suffering from severe diarrhoea. Choose and Book send a request to the hospital to cancel the appointment and receives a confirmation back. The cancellation of the appointment triggers a worklist item on Choose and Book to inform the additional requirements manager of the need to cancel the transport that has previously been arranged.

The Appointments Line agent looks for a new appointment time for Mrs Alan and books a new appointment a couple of days later as there has been a cancellation. Booking the appointment triggers another new worklist item to arrange transport for the new appointment time.
On the day of the appointment, Mrs Alan is collected by ambulance and arrives for her outpatient appointment. Mr Daniels has been provided with a print-out of the referral information. He also has Mrs Alan’s Hospital record. On examination, Mr Daniels agrees a number of further tests that will be carried out on Mrs Alan and they arrange a further appointment. 

Two days later Mrs Alan has a fall and calls out her GP for a home visit. Before he drives out, Dr Evans checks her appointment record on his GP system, which has retrieved the latest status of the referral from Choose and Book, and he sees that she has had an appointment which has not been marked as a ‘Did Not Attend’, so he is confident that she has been seen by the consultant. During his visit he decides she needs immediate attention and should be admitted to hospital.

2.2 Book Now - Refer Later

In this scenario, a member of the practice staff enters the referral letter details from a dictated memo created by Dr Evans after the patient encounter. The details are then validated by Dr Evans prior to being sent to Choose and Book.

Following completion of the appointment booking, Mrs Alan leaves the consultation.

Dr Evans dictates the referral information for the referral of Mrs Alan to Mr Daniels. Jane, one of the GP practice staff logs on the GP system and selects the patient’s record. She locates the referral to Mr Daniels using the UBRN and enters the referral information. Dr Evans logs onto the system the next day before the surgery and reviews the letter before sending. On completion of Dr Evans’ review, the GP system sends the Referral electronically, as an encrypted communication, to Choose and Book where it is validated and stored. Choose and Book sends the GP system an Application Acknowledgement message to confirm that the referral has been updated. The referral may be accessed for viewing by the local hospital.

2.3 Book Later - Refer Later

Mr Wilson makes an appointment with his General Practitioner, Dr Green, regarding chest pain. Although the symptom has been present for several months, his GP is concerned that the patient may be experiencing angina. Dr Green carries out an initial examination and asks for Mr Wilson to go to the local laboratory to have some blood tests carried out. He discusses the situation with Mr Wilson and it is agreed that he will be referred to a cardiologist for further investigation.
Dr Green finds Mr Wilson’s record on his GP system, he then searches for the correct SNOMED code for chest pain. Dr Green selects the Choose and Book option and the SNOMED code is sent in the Request for Service to obtain a UBRN. After obtaining a UBRN from Choose and Book, Dr Green is able to transition from his GP system to Choose and Book directly into the context of the referral.

As a SNOMED code was provided in the request, Choose and Book has already searched for the required services and they are displayed on the Choose and Book screen which is presented to Dr Green.

Mr Wilson asks for an appointment as soon as possible and is happy to travel to attend as he can drive himself. Dr Green searches the locally commissioned services and does not find an early appointment and so he widens the search to include the extended choice providers. A Foundation Trust hospital 30 miles away is able to offer an appointment slot in 2 weeks and Mr Wilson is willing to travel to this hospital. At this time, Mr Wilson cannot be sure that he can be available for the early slot so Dr Green prints out the information on the locally commissioned services and the extended choice provider without making an appointment. Dr Green advises Mr Wilson to ‘phone the Choose and Book Appointments Line quoting the reference number (UBRN) in order to book the appointment.

Mr Wilson calls in at the local Pathology department on his way home and has blood collected for the tests requested by Dr Green. On reaching home, he checks in his diary and rings the Appointments Line quoting the UBRN as requested. The agent searches for, and finds, the UBRN on Choose and Book. Mr Wilson provides his patient password to authenticate himself with the Appointments Line. Mr Wilson agrees an appointment time with the Foundation Trust hospital. Choose and Book sends a message to the hospital system where the clinic is run in order to confirm the appointment. The system responds with a rejection as the appointment has already been filled. The agent reviews the other appointments available on Choose and Book and, in discussion with Mr Wilson, they select another time. This time the Hospital system, which will fulfil the appointment, responds with an appointment confirmation. Choose and Book sends the local hospital system an Application Acknowledgement message to indicate that it should now book the appointment. The Appointments Line agent confirms with Mr Wilson that the appointment has been booked and he should attend and that the clinic requires him to take a sample of urine with him.

The laboratory carry out the tests requested by Dr Green and send the results to him via the Pathology Messaging system. On receipt, Dr Green reviews the results and constructs a referral letter against the UBRN for Mr Wilson incorporating those results which have significance to the referral. Once he has finished this, the referral message is encrypted and sent to Choose and Book where it is validated and stored. As an appointment has already been booked the referral letter is visible immediately on the Hospital PAS.
The Cardiac Outpatients clinic review their appointment list and find that, due to illness within the team, they are under-resourced for the appointments made for the day on which Mr Wilson is due to attend. The clinic administrator reviews the list with Mr Hussein and they decide that Mr Wilson is not at risk if he is asked to attend at a later date. The Administrator cancels the appointment which results in a communication cancelling the appointment being sent to the Choose and Book. As the appointment slot has now been made unavailable by the service provider (the clinic), an additional Slot Cancellation is sent to Choose and Book to ensure that the slot is not offered to anyone else. The administrator searches for new appointments on Choose and Book and contacts Mr Wilson. They agree on a new appointment time. As before, this is requested by Choose and Book and confirmed electronically by the Hospital PAS. Choose and Book sends the local hospital system an Application Acknowledgement message to indicate that it should now book the appointment.
Mr Wilson does not attend his appointment on the agreed date. The Hospital PAS notifies Choose and Book with a Did Not Attend communication and an administrator from the hospital contacts Mr Wilson. They ascertain the reason for his non-attendance, he had a fall and was in casualty, and arrange for a further appointment. This time, Mr Wilson attends and is treated for his condition.

2.4 Find the referrals associated with a patient
Mr Smythe has recently registered with his General Practitioner, Dr Oakes. On a recent visit to his previous General Practitioner, Mr Smythe was referred to a urologist for recurrent urinary infection. Mr Smythe has booked an appointment for this referral but cannot remember the exact date of the appointment. 

As Mr Smythe thinks his condition has deteriorated, Dr Oakes would like to know the exact reason for Mr Smythe’s referral from his previous GP’s referral letter and the date of the current appointment.

Dr Oakes uses his GP system to request outline information on the current referrals for Mr Smythe from Choose and Book. Choose and Book responds with the outline information for Mr Smythe’s referrals. 
Dr Oakes’ GP system receives the response from Choose and Book and formats the information for display. Dr Oakes notices that the appointment for Mr Smythe’s previous referral is in 10 day’s time and decides to review the referral letter.
The referral letter is only available when requesting the full detail of the referral. Dr Oakes GP system places a request with Choose and Book for the full detail of the referral including the clinical information.
Choose and Book sends the full detail of the referral to Dr Oakes’ GP system which formats the information for display. 

Dr Oakes reviews the original referral letter from Mr Smythe’s previous GP and decides to look on Choose and Book to see if there is an earlier appointment.

Dr Oakes locates Mr Smythe’s referral on Choose and Book and determines that there is an earlier appointment at the same priority. Dr Oakes asks Mr Smythe if he would like to attend an earlier appointment for his original referral. Mr Smythe agrees and Dr Oakes rebooks the appointment and prints out a new appointment summary for Mr Smythe. As part of the rebook operation, Choose and Book automatically cancels the previous booking.
