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1 Introduction

Please keep this guide with you on every shift until you are fully confident in dealing with
these cases and are able to work with minimal supervision.

Your Smartcard and your Adastra login details are essential for you to carry out
your work in the Call Centre. If you do not have a Smartcard or have not been
issued login details for Adastra, please inform the Team Leader(s).

On shift, you will need to report to the Team Leader in the Call Centre.

This manual is to supplement a face-to-face briefing and ongoing on-the-job
support.

On the login page when accessing Adastra, please ensure that you enter the
system using the location ‘Glover Street’.

At the end of your end of your shift, please let the Team Leader or Team Leader
Assistant know if there are any cases that require a handover.
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2 The role: Data Entry

The purpose of this role is to convert self-referral calls from the worklist
into an Adastra case.

Our centres

Aston Bourne Road - Green and Hot Centre
Erdington Stockland Green - Green and Hot Centre

Hurst Lane - Green and Hot Centre
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3 Self-Referral Worklist

Step 1: This worklist is for all referrals made by patients directly themselves.

To access this work list, the UTS staff member based at Aston Bourne Road will access
the UTS website using www.drivethrucare.uk/uts _gate.php. The user will be presented
with the log in screen. To access gate, select Login button.

{ Urgent Treatment Service - Gate badge’r}

To access, use the follow login credentials:
Username: BUTCDATA

Password: Please ask the Team Leader

Urgent Treatment Service - Gate

‘Admin Login (UTS)

Usenty Requrred (612 aiphanumerc)

Password: Required (6-16 alphanumeric)

Step 2: Once you have logged in, you are shown a screen with a selection of Badger
locations as part of the UTS Gate. It does not matter what location you choose to log in
with.

Urgent Treatment Service - Gate

Choose which UTS site

Mot Only currenily aclive sites are displayed

Site Code Site Name

ABRUTC Boume Road Aston UTC BE TRD
ESGUTC  Stockland Green Primary Care Cenire B23 60J
HLGBUTC  Hurst Lane Clinic Casile Bromwich B35 OFY

Urgent Treatment Service - Gate

ESGUTC_UTS - Entry Gate - Referral Code Check

Enter Referral Code XXXO(-XXX-XXXX

CHECK CODE

Current Status for ESGUTC_UTS at Wed, 07 Oct 2020 00:10

Metric Value Description
Issued: 24 Possible.
Available: 22 Avaitatie.
Allocated: 2 Booked.
Arrived: 0 Checked I
Not Arrived: 2 Nof Checked in.

L=
Step 3: Once logged in and having chosen a location, you are presented with the main
screen which informs you of the status of booking slots available. To access the self-
booking list, select the work list button on the right.

Step 4: The work list screen will initially open on today’s schedule, however options are
available to look at yesterday’s and tomorrow work list too. In the exercise, we will only
require the self-booking case for today. When a patient completes self-referral, their
details appear in this list
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NB: Forename/Surname/DoB/Mobile number have been hidden on screenshot.

Urgent Treatment Service - Worklist badgé’r

UTS worklist for ESGUTC_UTS on Thu 15/10/2020

Copy AdAstra Reference Forename Surname DoB Mobile Booked Slot Time History

.30 Wed 14/110/2020 | Thu 151052020 back pain on right side bottorm of
( Gate J ( Print J (Vesterday) ( Today J (Tmmnrruw) ( Logout J

I'\me MNow: Thu, 15 Oct 2020 08:33 Last Updated: 12/10/2020 22:00

Within your role as a Call Handler, you are expected to filter out cases that have not been
added to Adastra (identified by a ‘+’ under the ‘Adastra’ heading in the Worklist; the
example shown has already been actioned and so displays ‘OK’ instead.)

Step 5: Open up Adastra on second monitor and select ‘Call
Handlers’ options, then ‘Receive a Call’ (as per standard).

‘ Call Handlers

("
— Comfor’%\& Safety
Sca
oy . ‘
@y Receive a Call o
S )
=1 Receivea Call
US) (Supervisor)
;.J Record Patient
= Arrival (D)

;] 111 inbox (0)

Step 6: Choose the case you want to input onto Adastra

using UTS work list information on adjacent screen. To search initially on Adastra, use the
patient Date of Birth on the Worklist (location to enter DOB shown in red in the first
screenshot below) and enter details on to the search option on Adastra (example
10091977) and select ‘Search’ on right

o Receive a Call X ‘

|01-Oct-20 23:29:02 01-0ct-20 23:33:41

Requires all ko match?

After pressing ‘Search’, you will be shown a screen with lists of patients and their details.
Patient information in the following screenshot has been redacted.
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Step 7: Using the patient’s name, locate patient on list shown in Adastra and double click.
This action will open the demographics screen.

Important: Ensure you are logged in with smartcard and run PDS spine trace on
patient.

If the patient’s details are on the ‘Patient Lookup’ list, then proceed to Step 8. If the

patient’s details are not found by the system, you will need to press New. .. I
‘New...” at the bottom of the page. You will then need to fill out the

patient’s information in the opened ‘Demographics’ window. Contact the patient via
telephone and request the information to enter in the available spaces in the
‘Demographics’ window.

1620v-22 11:28:78

Step 8: Check patients details on Adastra with information on ‘Work List’. Ensure that
telephone numbers are matching. You will need to contact the patient via telephone to
confirm the patient’s details (identity of patient, surgery etc.).
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Step 9: Select ‘Details’ tab on Adastra

Demographics | Details

ALANPOD -- 10-Sep-77 (43 years)

Step 10: Moving back to the UTS
Worklist, select the “+’ button in the
‘Copy’ column next to patient details DRI SataiE T ==
you want to copy.

Copy Reference Forename Surname

A popup will appear indicating Data copied to clipboard.

vanvw. drivethrucare.uk says

Data copied to clipboard

Click OK in pop up box to close.
This action has copied the following patient information:

Reference code
Name

DOB

Mobile

History

Booked

Slot Time

Information copied will look like the format below.

Ref: 3009-039-6275; Thor ODINSON (01/01/1997); Mobile: 07904536139; Hx: [Fever,
cough]; Booked: Wed 30/09/2020 11:12; Slot: Wed 30/09/2020 11:20;

Step 11: The information stored in the clipboard will need to be copied into Adastra
symptoms box. To do this, access Adastra patient
details tab, click into Symptoms box (will turn blue).
Right click on mouse and select ‘paste’.

Cut
Copy

Paste
Delete
Select All

Step 12: Stored information in clipboard will be copied into symptom box.
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B\gﬁ: 3009-039-6275; Thor ODINSON (01/01/1997); Mobile: 07904536139; Hii [Fever, coughl; Booked: Wed 30/09/2020 11:12; Slot: Wed 30/09/2020 11:20;

Step 13: To book patient into UTC, select ‘Store Call'.

Store Call TC
amalgamate
Sensitive

W19 Dispatch

Step 14: On ‘Modified Case Type’ screen, select T\Centre Nurse followed by the next
button.

® adastra

Modify Case Type

Case Type Usage

& Dental Patient to attend Treatment Centre to see a Nurse

v COWIDIR
Home Visit
Horne Visit AVS
Hormne Visit Murse
MESSAGE SERVICE
MIU Cannock
OOH ABE Diversion
Public Health England
Reception Advice
Repeat Prescription
South District Murse
South Staffs DN
TiCentre Dactor

Telephone Answering

Step 15: Choose ‘Routine’ priority in ety
‘Modify Priority’ window followed by |«

‘Next’ button. X

Step 16: On Schedule screen,
select relevant treatment centre in the list on the right. Ensure you select the correct
location & click ‘Patient-attributable delay’ (as shown).
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= Chelmsley Wood (UTC)

- LClinician

EI Erdington-Stockland Green (UTC
- LClinician

EI Heartlands Transit Hub (HTH) (2

EI CRC North Bham (Slade Rd) (3.0
i e CRC Morth Bham v

£

L=+ 0121 756 2100 () |

| Patient-attributable delay

Directions

Step 17: The relevant appointment schedules will be shown on the left of
the ‘Schedule’ window. The colour shows the availability of slots in the
system. Personal details have been redacted.

x1 ot Length

Step 18: Using the information copied across to symptoms at Step 10, for slot time (i.e.
Wed 30/09/2020 11:20) obtain the correct appointment slot to book into schedule. Double
click into appointment slot.

Caze booked - Mo caze number allocated pet

The patient will now be allocated an appointment slot time, as shown below.
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Exdingtar-Staddand Green (UTC) - Chinicien - 16-Hov-22

4 November » 4 2022

MO TU WE TH FR SA SU

@ Fiex Cenire
ICOF 111 Appaintments.

Gaver Street (0,09 mi)

onoen
5 Good Hope (5.32m)
— —_— — —_— — —_— — —_— — —_— — —_— — —_— — —_—
i

Gncen
Hesrtiancis Surgery (3.3 m)
cin

00-1510 Tcases Tsis

iwan
ICOF Aston Pre.,
Giician

= Katie Fload South Bham GP WiC
z"h _— _— _— _— _— _— _— _— _— _— _— _— _— _— _— _— South Bham GP WiC.
0 Chelmsiey Viood (UTC)

Cincan

£ ErdinglonStocken Green UTC
Gincisn

£ Hearbands Trorsit b (4TH) (2
HTH

RE Mot ham (Sade &) (3.0

CAC North Bhem

5 CRC Morth Sl (st Lane) (5.2
CAC biorth Soiuk

Solul (5.06 m)

waan
111 Appoiniments

* [ ErdStodéand Oiican (UTC)

Step 19: Finally, click ‘Next >’ in the lower right-hand corner on the right to finalise the
appointment.

brections

® adastra

'@ Surgery Open

The surgery is open, please select Next if you are sure you want to
continue.

NB: Dependant on the time of day/week the booking
has been made, a pop up may appear warning you
that the surgery is open. To progress, click the ‘| have
read and understood the above’, then next.

A 1 have read and understood the above.

A ‘Case Stored’ notification should appear | case stored
to confirm that the case has been

successfully stored. @ ada Stra

Case details stored to database

Step 20: Finally, to log that you’ve added
case on Adastra, got back to

https://www.drivethrucare.uk/uts worklist.php and click on the ‘+’ button
under the ‘Adastra’ column for the patient added. The ‘+” icon will change to ‘OK’.
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https://www.drivethrucare.uk/uts_worklist.php

Please speak to Team Leader(s) if case is to be put on a new case or to be reopened if a
UTS case.
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4 Ummanu: Virtual Waiting Room

Step 1: Log into the Ummanu Virtual Waiting Room with your login username and
password. If you are unable to access to Ummanu, or you have not been given login
details, please see your Team Leader(s).

Step 2: Once you are on the main Virtual Waiting Room system site. Click on
‘Consultations’ to progress to the relevant section of the system.

Please note: The following screenshot displays a Team Leader’s view of the system. You
will only be able to see the ‘Consultations’ section for selection within your role at Badger.

‘ & Femigiobal - Admin Console < Home

‘ = badgéi'

Home

EN

I CONSULTATIONS

o

e
SERVICES

& l

UNITS

AL

USERS

Add, edit and manage
users

Create and manage
consultations sessions

Create and manage

services

Manage the organization
structure I

d

i

CONTRACTS

il

REPORTS

5

OPERATIONS

View Real-Time
operational dashboard

View and filter reports &
analytics

Manage contracts

Once directed to the ‘Consultations’ section, you will be able to see a list of cases present
in the system. Patient information has been redacted. This database is used by clinicians
only.

‘ O T e o T —

badoer

Admin Console

jome > Consultations
£ Consultations

Filters W Columns  ResetlList

Today ) ( Tomorrow )

Cons.IDY CaselDY Priority Y Creation Time ¥ Createdby ¥ & Cons.time ¥ Customer ID Y Customer name

c1e675e6-bc04-427e-
9c7e-a48019b3c73b

NHS System
User

166-860-064-4414 Routine Nov 16, 2022 at 12:10 Nov 16, 2022 at 12:10 6242079666

( By Groups
Providing Unit

Assigned To

Queue Type
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Step 3: When a case is in the ‘Medical Records Pool, double click on the case. Using the

information provided, you will now input this into the Ummanu Virtual Waiting Room
system (VWR).

©) 3.39.03 - Beringfum erxd itk 6P Emergerecy Sericrs
O File (4 Window &) Help

= gt

p——

e
mraperey

-

Dcemcied

O

] o show stats For cases at i ocation

Coneareceved fam 111 0=
wiaung fo cincan
wiiing o Despsich

witiog for Cave sueming

LOG OFF.

Locied. Case . | AmalTme | sppormen.. |4 .| o, G

® adastra

Step 4: Create a new case by clicking on the ‘Create a new
Consultation’ button in the lower right-hand corner of the

screen. This will open a window to allow you to enter the
patient’s details.

Create a new Consultation

& English

& Femigobst - Admin Console - Appointments

Create a new consultation

Consultation Details

Service

Discard
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Step 5: In the first drop down selection under ‘Service’,
select ‘Bader virtual waiting room — Badger’.

Create a new consultation

Consultation Details

Service

[ Badger virtual waiting room - Bac ]

Step 6: Having the case open, you need to check on the NHS Spine the patient details,
and then input the details from ‘Case Streaming’ into the relevant boxes. The NHS
number should be inputted into the ‘User ID box’. You should also check the priory of the
case.

& 3 Femigiabal - Admin Console - Appoimments

Create a new consultation

Consultation Details

Service

Badger virtual waiting room - Bac ]

Provider name (Optional)

Online Clinic

Planned Conv. Type Priority

Audio external Routine

Customer Details

User ID Given Name *

Family Name * Gender

Discard + Add to group

Step 7: Once filled in, press the ‘Create’ button at the bottom of the window.

& 3 Femigins - Admin Canssle . Anpoinmants

Create a new consultation

Family Name * Gender

Francis Male

Date Of Birth * Email

03 ]

Primary phone number *

44 7587774239

Customer is alsc  Patient

Patient Details

User ID Given Name *

Discard + Add to group

The case has been successfully created in the Ummanu Virtual Waiting Room (VWR)
system.
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5 System Fail Email

Overview
A case that cannot be received via Adastra is received via System Fail Email. The Team
Leader(s) is/are responsible for supervising this process.

Step 1 — Team leader

Email is saved in email folder after printing hard copy

. ‘Not Our Patient’ cases — Contact NHS111 and return the case to them. If not
contactable, ring patient and advise their details came to the wrong service and they
should ring 111 again.

. Other cases - printed copy passed to DEC or Call Hander

Step 2 — DEC/CH — create new case on Adastra, send to Case Streaming and select
‘Advice’. There are no other choices. Clicking ‘Next’ sends the case to the ‘Medical
Record Pool’. All cases have routine priority.

Step 3 — DEC/CH - create Ummanu Case in VWR with ‘Routine’ priority (Case in Adastra
‘Medical Records pool’).

System Fail Email: Step-by-step

Step 1: Open the 111 Inbox in Adastra, and log into the System Failure Inbox website.
You can access this site by going to portal.nhs.net into the address bar. Then click on
‘Access Email’.

© 230 semguem s D gy S
File (9 Window £ Help

® adastra
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I NHSma 2 Portal - Home x4

¢ C @ portalshenet

NHSmail Enabling collaboration for health and social care

Acceptable Use Policy

HHSmail are required to accept the Acceptable Use Policy (AUF)
tobe henefit from the services available in the NHSmail

CeQ0000

a &,
| i.d

Get Help m Join NHSmail

NHSmail Partners Support

rinership between Hyo

Step 2: After reaching the NHSEmail site and accesing the ‘Access Email’ page as shown
in Step 1, you will need to log into the system.

The details are:
Username: badger.systemfailure.net

Password: Please refer to your Team Leader(s)

Enter the login details.

@ Signin X +

& [¢] @ fs.nhs.net/adfs/Is/?client-request-id=e6efdacc-9aeb-3cb6-3751-9e7633b1eb72&username=&wa=wsignin1.0&wtrealm=urn%3afederation%3aMicrosof.. & w O
g

NHS

To use the NHSmail shared tenant services you must
review and accept the NHSmail Acceptable Use Policy
(AUP).

No action is needed if you have already accepted the
AUP.

Sign in with your NHSmail account

[EmaH Address

Password

[ This is a private computer

Unlock Account or Forgotten Password? Click here
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Step 3: In the inbox, you will see emails containing patient information and an attached
cover sheet. Print the case details.

Step 4: Using the method shown in Section 3, enter the patient information contained in
the email into Adastra.

Please note: If a case in the System Fail Inbox is not in Ummanu or Adastra, you will need
to print the case, and then follow Section 3 and Section 4 to add the case into Adastra
and Ummanu.

Step 5: Once the case has been entered onto the Badger Adastra system and put into
‘Case Streaming’, it will follow the normal OOH procedure. You may need to contact the
patient to obtain further information if needed.
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6 NHS 111

Cases from NHS 111 arrive on Adastra and at the same time automatically into the
Ummanu Virtual Waiting Room (VWR). 111 Inbox operators should log into Ummanu
(Section 4) and also open Adastra.

Step 1: Open Tabs
Open the 111 Inbox on Adastra and Case Streaming on another tab

Step 2: 111 Inbox

Adastra cases arrive in the 111 Inbox. The inbox operator checks the case has an NHS
number and if not, looks it up on PDS and enters it on the record. No other checks are

carried out. All cases are sent to ‘Case Streaming’. All cases should have the ‘Routine’
priority.

scat x| o mescanesan oo | ouesweamvg < | cae ke i orswn) s | L asap cove e ¢ | atycaeepee M Lisrene

tarlocaton  |ocued | Case | armiaiTine | Appormen | az | org. Graup

-
[t

[ stinboz sy
[
[

[ prneses
5] Mcb e

5

[ Cam Tt
i Locstons) (53) -

® adastra

Step 3: Case streaming

On every case, the Inbox Operator selects ‘Advise’. There are no other choices. Clicking
‘Next’ sends the case to the ‘Medical Record Pool’. All cases should have ‘Routine’
priority.

viaiting for Caes Sasming

Lt |locaton |locked | Case | ArmelTine | Apponimen | & . | Org. Graup

o] Mok )

o Cosatha

1 ocaron )

5] cose stmsmng (9
5 Erestzrecveen

el Cases (1)

=) specair

[ et
[e=

g

B e

B Wite Bl

w-,%‘ ReacEamsi
[
[ wasae
=
[

< fppstamr e 44 < Recard Lof 1 » e
Cape Trackrg (A1

o=t
Sore: TS S ATESTCALL
® adastra
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7 Patient Interaction

When contacting patients during this process, it is essential that Booking Clerks
state their name and the service they are calling from and why they are calling.

An example of good telephone etiquette:

“Good morning/afternoon/evening my name is and | am calling you from
the Urgent Treatment Service regarding you booking for ..........

THEN: Confirm the date/time/location of the booking and obtain patient’s vehicle
make, model, colour (if arriving by vehicle) — if the patient is arriving on foot, then
this is not needed.
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8 Notes

Please use this page to make notes within your training, write down questions and record
any reflections or observations.
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9 Sign-off
Module 2: Data Entry

Training Log

Please use this log to record your training sessions with the Training Team Trainer or Clinical Lead
for each Module.

Session Trainer / Trainer / Trainee Sign
Clinical Lead | Clinical Lead
Name Sign
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Training / Clinical Lead Sign-off
Please obtain signatures confirming that you are now able to work independently on this module.

Date:

Staff member (Full name):

Staff member signature:

Training / Clinical Lead (Full name):

Training / Clinical Lead Signature:

This Form must be returned to Glover Street FAO: Training Team
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