
Our Vision: To develop high quality, continuously improving outpatient 
services where enthusiastic, valued and able staff provide the right care, 
first time to patients. 
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Clinic Scheduling & Overbooking Escalation  

WPH Outpatient Department delivers a broad range of services including new 
and follow-up appointments, chemotherapy pre-assessments and nurse-led 
interventions. As a result of the increasing demand on Outpatient Services at 
WPH and the nature of treatments delivered in the directorate, it has become 
commonplace for some clinics to be over-utilised. Individual slots at times have 
been as much as quadruple booked, which ultimately leads to long waiting times 
and patient complaints. This was compounded by the fact that the various teams 
involved in outpatient scheduling, both directly and indirectly, were disjointed and 
had little oversight of what one-another were doing.  
 
The potential risk is that this could have a detrimental impact on the quality of 
service, patient experience and staff morale. Resource, in terms of clinic space, 
slot numbers and staffing is limited, and so ensuring that there is a robust 

scheduling process in place is 
crucial to ensure that patients are 
receiving the best care possible. 
 
Consequently, in early 2018, a new weekly meeting was 
established consisting of the Senior Sister, the Operational 
Manager, Clinic Co-ordinator and Clerical Support from the 
Consultant team, with the vision being to deliver a 
centralised, proactive approach to outpatient scheduling, 
ultimately improving patient flow and ensuring the efficient 
use of resource. 
 
Although still in its infancy, this forum has already identified 

a number of procedural changes in support of achieving this 
aim, including the generation and weekly scrutiny of an 
overbooking report which maps out all outpatient activity at 
clinic level for the next 4 weeks, flagging any forthcoming 
bottlenecks in the service. Additionally, the team are 
working with the consultant body to develop a standardised 
approach to overbooking escalation and management, 
giving enough notice so as to minimise the impact on the 
patient and the service. Another benefit is ensuring, on a 
weekly basis, that all of the relevant stakeholders have 
oversight of any scheduling changes. 
 
The next step of the project will be to use the data collected through this forum to inform scheduling in 

the Outpatient department on a longer-term basis. 



E-Check In and Workflow  

Electronic check in and workflow system – rolling out in outpatient 
locations.  
The OO team is managing the rollout of the Electronic check in and workflow 
system across 24 outpatient locations over a period of 2 years.  
 
What is the e check in and workflow system? The E check in and workflow 
system is an IT system that helps to track patients all the way through their OP 
appointment, from when they check in to when they leave the dept. The system 
was developed in house by the STH scientific computing team which means it 
can be tailored to the needs of each OP dept.  
 

What are the benefits for staff using this system?  
The system enables staff to keep track of all patients in the 
dept, how long they are waiting, where they are, which staff 
they are with etc. The system allows you to see which patient 
is waiting to see you, and you can decide at the click of a 
button where the patient needs to go next. You can click from 
the workflow system straight into ICE to order tests. You can 
also click straight through into E Outcome to complete the 
patient’s outcome form. 

 
What are the benefits for patients? This system will allow outpatients to check in using a touchscreen 
kiosk which will help to reduce queuing at reception. The use of this system will smooth the flow of 
patients through their OP appointment, giving patients a better experience.  
 
How is the system rolled out? We work with a dedicated e check in working group in each OP location 
to understand how their OP clinics work. We then map out the patient process or pathways for these 
clinics in collaboration with the working group. We test these pathways on the system, we train staff and 
provide support to the dept. in the run up to go live, during go live week and beyond as needed. 
 

Where is the workflow system being used? The system is now live in 15 OP locations:   

 
 

Which OP teams are the project team currently working with? The project team is currently working 
with a range of OP teams including Diabetes & Endocrine Centre, Surgical Outpatients, ENT, Hearing 
Services, The Hand Centre and Pain Clinic.  
 
Which OP locations will the project team work with in the future? Metabolic Bone Centre, Renal, 
Chesterman, Physiotherapy RHH, Therapy Services, Infectious Disease Clinic and Clinical Immunology 
& Allergy Unit.   
                                                                                                                                           
We look forward to working with you!   
The project manager is Claire Holden, who is based in the Outstanding Outpatients team, and you can 
email the project team on OutstandingOutpatients@sth.nhs.uk                                                        

E-Check In & Workflow 

E-Check In and Workflow Current Active Locations 

RHH Outpatients NGH Outpatients 

Rheumatology 
Urology 
Weston Park Outpatients 
Antenatal Clinic 
Charles Clifford Dental Hospital 

Medical Outpatients 
Dermatology 
Ophthalmology 
Neurology 
Gynaecology 

Brearley Outpatients 
OPD1 (Huntsman) 
Northern General Eye Centre 
Orthopaedics 
Fracture Clinic 

“It makes it much easier to 
see where patients are. You 
can see where bottlenecks 
are within the clinic and this 
highlights areas in need of 
improvement” 

Rebecca Bustani (Matron) 

http://www.sheffieldmca.org.uk/outstanding-outpatients  @OutstandingOP   

mailto:OutstandingOutpatients@sth.nhs.uk


The story so far… 
In April and May 2018 patients and staff in 
Medical Outpatients at RHH were asked about 
the things that matter most in the Clinic. 

 
All the comments were put 
together and staff joined 
discussion sessions to choose the 
most important things to work on. 
 
 

What’s happening now? 
Look out for new  
working parties on  
themes of: 
 
 
Want to get involved?  
Contact:  OutstandingOutpatients@sth.nhs.uk 

15 Step Outpatients Challenge  

‘On Tuesday 3rd July, three teams visited all the 
MSK NGH and RHH outpatient clinics to carry out 
the 15 step outpatients challenge.  The 15 step 
outpatient challenge tool kit has been developed in 
response to the patient who said  “I can tell what 
kind of care my daughter is going to get within 15 
steps of walking onto a new ward”.   
 
Each of the three teams were made up of a patient 
representative, a member of staff from another 
department, a leader from the outpatient 
improvement team and an MSK executive.  Each 
team had a mixture of administrative, clinical and 
management in their group.  The group were tasked 
with seeing an area for the first time and getting an 
impression as soon as they arrived to establish 
whether the clinic: 
 
 Inspires confidence in the care we are about to 

receive 
 Makes us feel safe, in good hands 
 Provides indications of good quality health care 
 
The toolkit was used to provide feedback in 3 areas: 
Welcoming and caring, well organised and calm, 
and informative.  From this feedback, each area will 
develop an action plan that will be sponsored by the 
MSK Executive and we have agreed the exercise 
will be repeated.   
 
The material for the 15 step outpatients challenge is 
available here: https://www.england.nhs.uk/wp-
content/uploads/2017/11/15-steps-outpatient.pdf 

Renal Team Update 

Keeping the focus on improving patient experience, 
we have arranged to time the patient journey in 
clinics from arrival to departure in an effort to 
improve our waiting times.  For all patients we have 
simplified our appointment letter and have specified 
instructions as to what they need to bring with them 
(urine sample, medication list, home blood pressure 
readings) in a further attempt to shorten their wait.   
 
To avoid early arrival patients waiting outside the 
building, we are looking at making earlier 
appointments.  For long-stay patients, we have 
organised individual TVs with headphones.   
This multidisciplinary group is working well and we 
are striving to recruit patient representatives as we 
need their input, so we have designed a poster to 
advertise and encourage patients to join us. 

Your Updates 

Integrated Geriatric Stroke Medicine 

Directorate (IGSM) Update 

‘For IGSM we have successfully completed most 
of our actions. We have worked alongside the 
Lorenzo optimisation team to introduce e-
outcoming to our Geriatric clinics, held in 
Brearley outpatients.  E-authorisation and 
E-check in (for stroke clinics held in MOP) have 
also been introduced since the event last 
November. The plans for all of these were 
discussed in our monthly secretarial meetings so 
that we could provide updates on the progress, 
and gather feedback from our consultants via the 
secretaries as we went along.  
 
Reviewing our DNA’s is also an on-going 
process and we have targeted one clinic in 
particular which has the highest DNA rate. 
Earlier this year we started a reminder call 
service to the patients booked onto this clinic a 
few days before, with all the information logged 
on a spread sheet. Once we have gathered 
more data for this we will review again with a 
DNA analysis.’ 

http://www.sheffieldmca.org.uk/outstanding-outpatients  @OutstandingOP   
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@OutstandingOP 

Making it Personal 

Launch of the People Strategy across STH 

Alongside the NHS 70th Birthday celebrations the Trust launched their 
People Strategy ‘Making it Personal’.   
 
There were stalls in the dining rooms on both sites, healthy walks to 
encourage health & wellbeing, and visits to as many departments as 
possible, including community services, to spread the word. Staff even 
dressed up in healthcare uniforms from across the ages to really 
celebrate in style! 
     

    
If you want to find out more you can find 
the People Strategy Leaflet here. 

  
#brilliantplacetowork  

Useful Info 

Reducing DNAs Workshop 

Last month’s OO Skills Series session focussed on reducing that common problem of DNAs.   
The session looked at using data to identify process-related causes of DNAs, and introduced a 
behavioural change model which can help diagnose other issues and perhaps lead to person-centred 
solutions.  A helpful discussion followed where the attendees shared what they had already tried and the 
relative success or merits of each scheme. 
 
The presentation from the session is available on the Outstanding Outpatients sharepoint page (look for 
Transforming Patient Care), and includes a link to useful data from Lorenzo. 

Introduction to E-Check In & Workflow 

Our next two OO Skills Series sessions are 
designed to help teams get ready for E-Check In 
and Workflow in their areas. 
 
The sessions will include an overview of the 
system, the implementation process and issues to 
consider so that you can get a head start on 
planning. 
 
Friday 27th July, 1-2pm: Room 4, R Floor, RHH 
Friday 14th Sept, 1-2pm: Postgrad common 
Room, MEC, NGH 
 
All front-line and operational staff from affected 
departments are welcome.  To book a place 
contact OutstandingOutpatients@sth.nhs.uk. 

Capacity & Demand 

If you are looking at capacity and demand in your 
outpatient areas, you may benefit from some 
analytical support from the NHS Improvement; 
they have developed a selection of tools which 
are available on their website and free to use: 

Payment for Activity 

Are you thinking about improving your pathways 
but have concerns about the impact on income 
associated with changing the way you deliver 
care?   
 
If so then take a look at our new guide on 
Sharepoint: How do we get paid for outpatient 
activity and how do tariffs incentivise innovation?  

http://www.sheffieldmca.org.uk/outstanding-outpatients  
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