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LIVI Process

Process for Management of LIVI in IUC

To extend our access to clinical resourcing, LIVI will be providing GP triage resource on
weekends. This will be in place on the following days/times (this will vary and specific times will
be detailed on handovers and can be tracked here BrisDoc Hours - Google Sheets):

» Fridays 6-10pm (4 hours of resource)

» Saturdays 12-8pm (16 hours of resource)
* Sunday 12-8pm (16 hours of resource)

* Monday 6-10pm (4 hours of resource)

Patients triaged through the LIVI service will receive a telephone consultation, with the option to
move to video consultation if appropriate. The clinician will write their consultation in EMIS,
completing all actions, or assigning follow up actions, e.g., referral forms, through EMIS too. If
after the consultation they require a face-to-face assessment, this will need to be done at one of
our Treatment Centres or via a home visit with us.

Operationally this will be managed by the WaCC team, with the support of the Shift Manager. It
should be agreed at the start of each shift who is taking management on the day for this.

The Process

Once appropriate individuals have been identified (see appendix 1 for criteria) , we need to
move agreed patients from our advice screen to the non-clinical queue. Ensure patient is
validated before moving so we are confident with data being used.

e Add the LIVI case tag.

¢ Right click the case, select non-clinical call back, from the drop down select ‘LIVI’. A
comfort note should be added to state ‘LIVI appointment booked: TIME’ once it has
landed in non-clinical.

It is SevernSide’s responsibility to ensure the patient has received the care, and to check for
any follow up actions. Therefore, we need to keep the patient’s case active on Adastra
throughout, until we know what the outcome is.

Once the above is completed the patient should then be booked into the identified time slot on
EMIS.

Booking an appointment

Finding the patient in EMIS

You must find the patient and make them active before booking an appointment slot.

Select the Patient Trace button on the Quick Access Toolbar (the wand):
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LIVI Process
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Enter the patients NHS Number and click on Find:

Patient Trace has
Patient Trace helps you locate patients. Enter the patient's details to start tracing.
Trace Criteria
Local patiem:* Shared Patients I
Date of Birth / .
Name [ Address Gender NHS Nurmber GP / Organisation Status
MOUSE, Mickey (Mr) | 31-Jan-1990 HIGGINS, Amanda (Dr)
Thornbury Health Centre, Eastland Road, Thornbruy, Bristol, Avon, BS35 1DP Male Unknown Streamside Surgery
Patient Trace *
There is no previous record for this patient in your organisation.
Are you providing care for this patient?
Mame MOUSE, Mickey (Mr)
DOB 31-Jan-1990
Home Address Thornbury Health Centre
Eastland Road
Thornbruy
Bristol
Avon
BS35 1DP
Accept & Edit Registration Cancel I I Select Patient |I Cancel

Check it's the correct patient and click on Select Patient. On the next pop up window
select Accept.

The patient will be traced into the EMIS Hub and shown as the active patient on the toolbar:

Bormn  31-Jan-1990 (33y) Gender  Male  NHS No.  Unknown
Usual GF HIGGINS, Amanda (Dr)

T+ Adive ¥ MOUSE, Mickey (Mr)

Booking an Appointment for the Patient

Open the Appointment Book from the Quick Access Toolbar.
The LIVI Appointment Book should be visible.
If you cannot see the LIVI Appointment Book select the Appts Config button, under User

Options select Your Session Holder Filters and choose LIVI (you will only need to do this
once):
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LIVI Process

i

Appls
Coenfig
Config

Appointments Configuration

User Options I Available Filters fggen Filters
General Test IﬁLM

o || Your Session Holder Filters I

Making sure the patient is still active, Select a suitable time slot, right click and select Book

current patient...

@ NG /TSRO SR B € EBE )5 EMSWeb Health Care System - BrisDoc Healthcare Services - 138531
e
Appaintment Book | \eck Templates  Plamner  HalidaysandClosures  Appointment Reporting

p!:l 22 1 @alday & Privacy ) Refresh ? 40 @ "Q%‘

P
5 Sossion Propetes | R

2 ! i
- =4 Slot Properties AM Only *® Realloc. List

Find Book Canc Er 2 = Day Wik E Yo Location Search | pripe | Appts

Slat Appt | Appointments T Create Session View View [(iPMOnly 12 Show Holidays Filtes  Book . Config

Book Appointment Actions View Filiess Print | Config

- =

x
De @

Born  31-Jan-1990 (32y) Gender Male NHS No. Unknown
Usual GP HIGGINS, Amanda (Dr)

¥e Active ¥ MOUSE, Mickey (Mr)

Appointments « | LIVI, A({Dr)
- aoou
Wednesday
02-Feb-2022 )
e 3 135 v Book new patient... Ctrl+ Enter
Mo Tu We Th Fr Sa Su Book current patient... Enter
311203 4 5 6 = 1400 Book unregistered patient...
7 8 9 10 11 12 13
14 15 16 17 18 18 20 _ Add comment after this slot...
21 22 23 24 25 26 27 @ 145
28 1 2 3 4 5 6 Slot actions »
7 8 9 10 11 12 13
= 1430 Slot properties...
Today Slot history..
‘Sesswun Holder Filcers ‘ T 1445

Enter a Reason and Booking notes field.

e Reason — main symptom

o Booking notes - this should be anything additional from pathways etc that is relevant.
This should also include the caller info if different to the patient e.g. parent of child or

carer.
e Mobile number — add correct call back number

Click on Book:

Book Slot X

02-Feb-2022 at13:45, LIVI, A (Dr), LIVI ¥

Booking Details

Patient name MOUSE, Mickey (Mr) P
clear reqgistered patient

Reason Swollen Knee >

Booking notes Type 111 Notes Here

Slot type vt v

Letter/slip (optional) ‘ "l 2

Mobile number 07777 777777
Ermai ades

Additional Information

Noinformation about selected patient.

Book and Print Cancel
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LIVI Process

The booked slot will display the Patient's name, the reason for the booking and the 111 notes
ready for the LIVI GP:

1345

The patient should still be showing as active for you in the blue ribbon, if you right click on the
ribbon, you can ‘clear current patient’ which will leave you ready to search and book the next
one. Always ensure you clear the patient, ready to select the next one.

Should you need to cancel an appointment for any reason you should double click into the
appointment slot, and along the top tool bar there is a red x ‘cancel appt’ option.

Viewing Appointment Book & Monitoring Patient Outcomes

The WaCCs must monitor EMIS ongoing throughout the day to see the outcome of
consultations, and to check for tasks assigned to us e.g. referral forms needed or appointments.
Please ensure EMIS is checked at least once every 30 minutes.

e The patient’'s name should be crossed out once a consultation has been completed. This
will not always happen as this depends on the GP’s carrying out the consultation in the
‘gold standard’ way within EMIS. There are also other ways of finding out if the
consultation has been completed — these are:
o Double click the appointment you want to check, and then select consultations
from the quick task bar (the 2 head icons)
o Right-clicking on the slot and selecting ‘Slot History’ will bring up a screen similar
to the Adastra Event List
[ ]
To look at the full consultation, you must double click the appointment, then click the
consultation icon from the quick taskbar (2 heads). You will be prompted to see if you have
permission, please select option 2 — Emergency access for urgent treatment:

ment Lhscharge summary [j| U5 TEMPLA IE
EMIS Web Data Sharing - Permission to view X

Do you have permission to view the patient's shared record?

Patient incapacitated due to ilness or injury
Patient incapacitated due to mental il health or learning difficulties

Consent Reason ~
Patient has given consent
Emergency access for urgent treatment

Patient is a child with no accompanying parent or guardian
Other - reason (text) to be entered

You will see 2 x consultations from Livi for that day’s interaction with the patient — one will
contain the medical notes, the other will be answering our standard case questions.
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LIVI Process

Task Lists

The tasks list will show specific tasks assigned back to Severnside e.g. referral forms or
appointment requests.

When checking the status for each patient we must:

e Check the consultation to see if complete
e Check for any tasks

The task will explain what is needed and should be marked as complete once this has been
actioned.

Tasks assigned could be:

Appointment needed

Home visit needed

Referral form needs completing and sending
Follow up call needed

o O O O

To view the Task To-do List open the Workflow Manager from the Quick Access Toolbar:

GuSC/e/BENERRANE ¢ BE)-

|Wn::-|'k‘f|n::-w Man ageri

Within Workflow Manager the Task Menu is in the left panel at the top. Click on the To-Do
List to display all Tasks. If the Task Subject is a patient, then that patients record will be
opened automatically (blue bar).
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LIVI Process

@ AL /7SRRI EE - EMIS Web Health Care System - BrisDoc Healthcare Services - 138331 _ = x
emi
o @

‘Workflow Manager

%?1_‘ £ Change Oumer = View History ?VS‘@ a %& @ @?@S

Workflow = Config s ote 4 Hioh Prcrit Filter Cle=r | Open Reply Forward fcompletef| DElete  Batch Make

View “ |Delete Note @ Print - | Task Filier N . Task Processing Appointment
View Admin Actions Task Task Filter Task Menu Task Actions
Tasks -22 (2) ||
1 New priority Workflow Items received - Tasks x

Born  30-Sep-1952 (69y) Gender Female NHS No. 999 055 1103

« ubicct Task Tvne Due Date = Crezted anger
22,2 XXTESTPATIENT-TGWI, Donot... Book appointment 01-Feb-2022 01-Feb-2022 HARLEY, James (Mr)
ol - |, Donot...  BOOK appointment ~Jan-20, ~Tan-20 TIRRLEY, James LT
XXTESTPATIENT-TGWI, Donot... Book appointment 27-]an-2022 27-]an-2022 HARLEY, James (Mr)
X{TESTPATIENT-TGWI, Donot... Book appointment 27-Jan-2022 27-Jan-2022 HARLEY, James (Mr) v
Completed Tasks - =
< >
Completed e
Deleted XXTESTPATIENT-TGWI, Donotuse (Mrs) - Book appointment
Archived HARLEY, James
e e - 4 o
- S

The number of To-Do tasks will also be displayed under the toolbar so you can see how many
there are without having to go into Workflow Manager. In the example above there are 24 To-
Do Tasks, 2 which have been marked urgent (red arrow). Clicking on these numbers will also
take you to Workflow Manager.

To Complete a task, highlight the task and click on the drop down arrow under
the Complete button and select Complete Task with Note:

N

| Complete | Delete Batch .
Task  Processing AP

-

8 [B1 Complete Task

[ Complete Task with Note

A warning will flash up. This is because there are many members in the "Tasks from LIVI
Urgent Care' group. The first person to complete the task will complete it for all members.

Warning >

I This task has multiple owners and completing the task will complete it for all users.

Do you want to complete the task?

Click on Yes and then you have the opportunity to add any additional notes:
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LIVI Process

Task Description X

Please enter any additional comments below.
You can add any additional comments here in the Task]

From : HARLEY, James (Mr) on 01-Feb-2022 17:09
Subject : XXTESTPATIENT-TGWT. Donotuse (Mrs) - Book
appointment

Test

0K Cancel

Click on OK to complete the Task. The task will move to the Completed folder.

Completing Patients in Adastra
For each patient we need to check and see if tasks are assigned.
You must then:

Move case back to the advice queue (do this via case edit, and change case status to Brisdoc
clinicians — this will place it back in the advice queue once you select update). This means the
APM will not be affected.

Copy the completed consultation into the patients Adastra record. Clinical permission within
Adastra has been granted for this reason only and should not be used for any other purpose:

- In EMIS, go to your consultations and click on the one you want to copy. Then select the
print button, and ‘selected items’

";J NS FBDE ) EMIS Web Health Care System - BrisDoc Healthcare Services - 138531 - & x
fem
" Summary | Consuliations | Medication Problems _Investigaiors  CareHistory Diary Documents Referrals He @
'3 E a [ Sharing ~ || [~— S % View Deleted ? }:) ‘@l é?%
" Collapseanl
My ihers Tt i G| s
= Consulisiors Filles ezrch || P | Conig

i New priority Workflow Items received - Tasks

AddlEdit View Filter Selected ltems
Tasks - 22 (3) Biief Summary

%+ Adive ¥ XXTESTPATIENT-TGWI, Donotuse (Mrs)

[der Female NHSNo. 999 0551103

View -> All Records % Date Navigator | Date Manage Templates
My Record 52022 (69) « [ 0lFeb2007TO" G SUTgETy (BMEDOE Healthcare Services) HARLEY, James (Mr) =
“¥ All Records: & Feb (9) Addttional Did not attend - no reason DNA
& BrisDoc view BNSSG G 1st: [JAH] GP Surgery 01-Feb-2022 19:33 Telephone consultation (LIVI) HARLEY, James (Mr) 5
15t [JAH] Telephone consultation (L| Problem Painin throat (Review)
1st: DAH] GP Surgery 01-Feb-2022 19:29 P Surgery (BrisDoc Healthcare Services) HARLEY, James (Mr) )
15t: [JAH] Telephone consultation (L | =
Addtional Attended ARE Redirect to ARE
1st: [DAH] GP Surgery
1st: [JAH] Telephone consultation (L Safeguarding concem No Safeguarding Concerns 7
1st: [JAH] Telephone consultation (L 01-Feb-2022 19:29 Telephone consultation (LIVI) HARLEY, James (Mr) )
. R 1st: [DAH] Telephone consultation (L. Problem Low back pain_(Revien;)
 E—— e
el e 1st: [DAH] GP Surgery 01-Feb-2022 19:28 GP Surgery (BrisDoc Healthcare Services) HARLEY, James (Mr) )
© Connecting Care & Jan (60) Addtional Follow up attendance face to face Face to Face Consultation
P, 27th: [JAH] GP Surgery Appointment Wihin the next 2 hours
onnact
27th: [AH] GP Surgery COVID-18 Asymptomatic but recent (within 7 days) positive
i+ smartcard not inserted 27th: [IAH] GP Surgery - e
27th: [1AH] GF Surgery Safeguarding concem No Safeguarding Concerns N
77th: DAH] 6P Surgery 01-Feb-2022 19:28 Telephone consultation (LIVI) HARLEY, James (M) =
27th: DAH] GP Surgery Problem Pain in throat (Review)
27th: [JAH] GP Surgery 01-Feb-2022 19:06 Telephone consultation (LIVI) HARLEY, James (Mr) )
27th: [JAH] GP Surgery - Problem Pain in throat (Review)
a i ] 01-Feb-2022 19:02 Telephone consultation (LIVI) HARLEY, James (Mr) B
Problems 2| Problem Pain in throat (Review) v
LIVI SM/WACC Admin | RYAN NatiMrs) | Location: BrisDoc Healthcare Services

BrisD
rl S OC Patient care by people who care



LIVI Process

- This will open a word document which you can then highlight what you need and copy,
to then paste in Adastra.

R R T

Bom 30-Sep-1952(6%y)  Gender Female
NHS No. 999 055 1103

Navigation ~ %
|

XXTESTPATIENT-TGWI, Donotuse (Mrs)
Search document R -

BrisDoc Healthcare services

q P Find -
2 AaBbCeDe AaBbCeDe AQBbC AaBbCi A@BbC AaBbCeD 4o2bCeD . Repl
8. Replace
| Paste B
- [} Select~
Clipboard 5 Font Paragraph Styles Editing -
~

1 | XXTESTPATIENT-TGWI, Donotuse (Mrs)  Date of birth: 30-Sep-1952 (69y)

Report Path: All Records
C/0 Nhs Digital Test Data Manager, Solution Assurance 1 Trevelyan Sq., Boar Lane, Leeds, West Yorkshire, L51 6AE

NHS Number: 399055 1103 Usual GP:

To get started, go to the
and apply He:
headings in your

54 words

Home tab
s to the

Consultations

xt
consultation (LIVI) HARLEY, James (Mr)
oat (Review)

Date
01-Feb-2022 19:33
Problem  Pain

BE & -

Email

v
Print. Cancel E

- In Adastra you need to double click into your case and select current consultation

- Paste your notes into the history tab. Add the drop down ‘LIVI consultation — notes
copied over from EMIS’

ek

[rrrmr=ep—

Gmetney x| jton Qe x | @ Srine drcn Tt Test
1w * | s ot | Moo Hotory | Event st | Prevens Emcries | Somos Motz | 7 Correct | Summery G fecrd | Fomary Core Ao | Prevous onmatzion | Cncen e | Eave st | T 41 .

) adastra

[ 2 reerereosese

- Time of consultation needs amending to reflect the EMIS timings. This can be found at
the top of the Adastra case record. Simply click on the numbers and type the time you
want

- Aclinical code will need adding — this should be as accurate as possible and guidance
taken from the EMIS notes

Your action will then vary, dependant on if you had tasks assigned
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LIVI Process

No Task Assigned

o Select finish
= Disposition should remain the same
» Case questions: Select yes for EMIS, the 2" LIVI consultation will detail
the answers for the others (Covid & safeguarding)
= Qutcome: Reflect the patient outcome in consultation
» Safeguarding: Ensure the answer to questions match the EMIS
consultation

Task Assigned

o Appointment or Home Visit request — select admin to send case to the non-
clinical queue for CC review. Remove the LIVI tag so it’s clear this needs clinical
review (this can only be done by case edit and change case tag, not via right
click)

= Case to then be dealt with in usual process. If the CC advises other
actions could be considered this should be dealt with by the CC, we
would not refer back to LIVI. WACCS to be clear and answer case
guestions, put Covid status in notes and ensure it’s clear this has been
consulted by LIVI

o Follow up call needed — forward the case to CC follow up and add clear notes
via comfort note to explain what's required e.g. ‘LIVI triage, patient needs follow
up call at xxx’

o Referral form needed — LIVI will call the Shift Manager to discuss the need if
they feel a referral is needed. At this point they may want to speak to the CC.

e They will then complete a task to assign the referral. The WaCC should complete
the relevant form where possible, saving this in the patient forms folder, for this
then to be reviewed by the CC or nominated clinician. If clinical support is
needed to complete the form, liaise with CC. Completed and approved form
should then be sent in the usual way. Case must then be closed:

» Select finish

= Disposition should remain the same

= Case questions: Select yes for EMIS

= Qutcome: Reflect the patient outcome in consultation

= Safeguarding: Ensure the answer to questions match the EMIS
consultation

e You should then mark the task as complete by selecting ‘Complete task with note’ in
EMIS and note ‘complete’

Other Outcomes
There may be potential other outcomes in EMIS:

Failed contact — In this instance the patient case in Adastra should be moved back to the
advice, and a failed contact attempt logged (ensure the red phone button is pressed). It should
then be managed in our usual process. Remove Livi tag

If you are unsure, or if anything is unclear, speak to the Shift Manager.
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Appendix 1

LIVI Process

Process Flowcharts- Booking Patients & Completing Patients

LIVI Booking Process

Identify suitable patient

Adastra

EMIS

Tag case as LIVI

Find patient via Pt Trace
using NH5 number

Move to Mon-Clinical Queue
(Right Click: Select LIVI)

Patient |dentified, select Patient
& Accept

Pt is now in task bar at top

In Non-Clinical Queue add
note:
LIVI apt booked at: (TIME)

Right Click into time slot and
select
"Book current patient”

Enter Reason and add any
additional notes
Check mobile number

Clear patient from Task bar
Right click: "clear Patient”

Patient is now booked into the LIVl appointment book.

BrisD
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LIVI Process

LIVI Appointment Completed

Adastra

Move from NCQ to advice
by case edit

Double click into case

Open Consultation Tab

In History Add drop down
Tag "LIVI Consultation-
Notes copied from EMIS "
and paste copied notes

Amend both the
consultation start & end
time

| Add coaing

| Case Completed

Select Finish

Patient Complete

EMIS

Patient has bee.. completed by LIVI

trame)

Check Workflow Manager for Tasks

Double click on Patient to add to
task bar.

Select consultavons to find EMIS
record

Highlight Consultation Notes &
select Print: "Print Selected Notes".
Ad document created, re-copy notes

Clear patient from Task bar
Right click: "clear Patient"

Requires F2F Or HY

Select Admin, select reason for
forwarding, answering all questions:
found at the top of the EMIS
consultation notes

Patient is now in the NQC, remove
LIVI tag via case edit and add
standard note: "consultation end
time........" for CC approval
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LIVI Process

Identifying Patients

Patients to book in with LIVI will be identified by WaCCs, and then agreed with Shift Manager,
and we must ensure we work within the following guidelines:

6/12/24 hour disposition cases. Must be booked within NHS111 target timeframe (2hr
can be considered on a weeknight only)

Patients we don’t anticipate needing a physical review
Must be registered within the BNSSG area and currently be there
Patient must be aged over one year

* Wil not treat tonsillitis or earache in under 5-year-olds

* Wil not treat UTIs in under 16-year-olds, men, pregnant ladies or those with 3+
infections in a 12-month period

Patient needs to be validated

Must have a mobile number as their contact number

Patients unlikely to need an onward referral, for example, EPAC, TIA
No chest pain/pregnancy/TIA/Stroke/EOL/Palliative

No patients who may need controlled drugs

No patients who require an interpreter

No employees of BrisDoc

Should fit the LIVI criteria (see below) and we anticipate they can be managed via the
phone

If at any time you are unsure, please consult the Clinical Coordinator for medical
guidance

BrisD
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What can Livi see?

LIVI Process

GPs can treat a wide range of medical issues by video, including:

You can also refer patients who:

Acne e"? Diarrhoea or ‘\ Nail problems
= being sick
Ciii/ Allergies g4 é Sinus problems
Lt @3 Eyeinflammation
Z_ Anxiety and (M Skin rashes
mj’ depression % Fever U &eczema
D) Asthma /,ng) Headache % Sore throat
(mild to moderate)
Indigestion & ;}@ Stomach pain
& Cold, cough & @ heartburn &
ry flu-like symptoms J—
’ ’ \ET Urinary
4%7 Insect bites &1 tract infection

Cold sores

Constipation

Insomnia or
difficulty sleeping

Other health queries

« Can't make it into the surgery. (eg. due to time or accessibility issues.)

¢ Are anxious and want to speak to a GP quickly.

« Are unable to get an appointment for days, or even weeks.

* Prefer to see a GP by video rather than face-to-face

Appendix 2

Setting up your account in EMIS and usage

Logging into EMIS

Your log-in details for EMIS are:

ADASTRAUSERNAME_BD (Please note this is your individual Adastra username, not a generic one)

Osprey2021

Setting up EMIS

When first logging into EMIS, you will need to do the following:

Click the arrow next to the ‘wand’ icon at the very top of the page

Click on Customise Quick Access Toolbar

Select ‘Workflow Manager’, ‘Appointment Book’, ‘Consultations’ and ‘Add Task’, and add these.
These icons will now show on this top toolbar

Open the Appointment Book, and click the Appts Config icon

Click ‘Your Session Holder Filters’. Select LIVI, and add

BrisD
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LIVI Process

EMIS usage agreement

Please see the clinical toolkit for the guidance clinicians use on EMIS usage. Although elements
of the document will not apply operationally we ask that all team members read and understand
this. You are being given EMIS access only for use within this Livi process.

Use of EMIS within Severnside — BrisDoc Clinical ToolKit

Please sign the below and return to the Team Managers either in person or via
iuc.managers@nhs.net

I confirm | have read and understood the terms of usage for EMIS.

Name:
Signature:
Date:
Change Register
Version Author Comments
01/02/2022 1 Nat Ryan Document Creation
03/04/2022 2 Nat Ryan Update to processes
09/06/2022 3 Nat Ryan Update to case streaming Adastra process
18/11/2022 4 Nat Ryan Update to clinical cases for LIVI
20/04/2023 5 Nat Ryan Full review
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