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1 Introduction
1.1  Purpose of this document
RIVIAM’s Multi-agency Referral Hub enables healthcare, social care and third sector
partners to receive referrals and work together in a seamless, efficient, secure way
online, co-ordinating care and support for people.
It enables true team co-ordination and collaboration by creating a digital ecosystem
where multiple organisations can work together on a single platform, creating
efficiencies for all, reducing duplication, and improving patient care.
This User Guide provides new or existing users with a step-by-step guide explaining
the different ways referrals can be submitted to the Multi-agency Referral Hub.
It also describes how users can access the RIVIAM Workflow referral management
system to triage referrals and progress them through each step to completion.
Measuring outcomes and reporting is an important element of the referral management
process. RIVIAM can discuss customer requirements as required.
tae TTOGER o
Stroke e
&\v\% Bath \
\ ‘ \ ) ]C'rg'
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2 Background

2.1 What is the Multi-agency Referral Hub Service?

The Multi-agency Referral Hub Service enables multi-agency care providers such as
Hospital Discharge Teams, Local Authorities, healthcare, social care and third-sector
partners to connect, collaborate and co-ordinate care. All partners can work together
so people can receive the care they need.

This user guide will illustrate how the service enables partnering organisations to
digitally:

e Create and receive referrals in a variety of ways.

e Co-ordinate care provided by partnering organisations. For example, Hospital
Discharge Teams, Local Authorities, health and social care providers and
various third sector organisations.

e Create efficiencies in the hospital discharge process, improving patient flow,
freeing up hospital beds and preventing re-admission.

¢ Identify and manage people receiving care and see the contacts associated
with their care.

e Partners can share information seamlessly in RIVIAM and see a single view of
a person's care to deliver a joined-up approach. This is useful for managing
MDTs.

¢ Manage demand. They can create, triage, manage and track referrals,
coordinating what has been done for whom, by whom and when.

o Partners will be able to collate data and report on outcomes recorded.

People receiving care want, need and expect organisations and agencies to work well
together so their care is organised. As a result, organisations need to avoid repeating
information, duplication and wasted resources. RIVIAM's Multi-agency Referral Hub
Service meets this need.

2.2 Why is the service so useful?

2.2.1 For Local Authorities, healthcare, and social care providers

RIVIAM's Multi-agency Referral Hub Service enables Local Authorities to work
seamlessly with their commissioned service providers and third sector organisations
delivering and demonstrating joined-up care for people, improving lives.

RIVIAM's Multi-agency Referral Hub Service is secure, efficient, and easy to use. In
addition, the data provided on RIVIAM dashboards can be used to collate and report
the services' outcomes.

2.2.2 For Hospital Discharge teams

The Hospital Discharge Service means different authorised teams can digitally:

e Complete one online form that can create multiple referrals sent to various
partnering Local Authority services and third-sector organisations.

¢ Identify and manage people referrals that require discharge-dependent
services.

o Easily identify people where an expected discharge date has elapsed and view

the status of a referral.

Update estimated discharge dates and amend the hospital ward as required.

See the progress of a referral being managed by a partnering organisation.

See a timeline of activities being managed by a partnering organisation.

Work seamlessly with partnering health and social care providers, delivering

and demonstrating joined-up care for people, improving the flow of patients

within a hospital, freeing up beds and preventing re-admission.

RIVIAM Digital Care 8/56
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RIVIAM provides partnering Local Authority and third sector organisations with a view
of the Hospital Discharge dashboard to monitor and manage the progress of a referral
via RIVIAM Workflow.

2.2.3 For the third sector

Many third-sector organisations use a case management system specifically for their
individual service which does not integrate with other partnering organisations. RIVIAM
solves this problem by providing the digital ecosystem where the partnering
organisations can work together.

For partnering third sector organisations, the service provides an efficient way of
receiving and managing referrals together online, reducing the burden of paper-based
and manual processes and duplication.

RIVIAM provides third-sector organisations with a single view of a person's care,
helping them and other service providers deliver a more joined-up approach for people.

2.2.4 For social prescribers

For social prescribers based in Primary Care Networks that are partnering with local
authorities, health, and social care providers and multiple third sector organisations,
RIVIAM makes it easy to create, receive and manage referrals. The service will reduce
duplication, give the referrer the ability to track their referrals and enable them to
manage referrals and easily onward refer. In addition, RIVIAM will act as their referral
management tool.

2.3 RIVIAM support

RIVIAM support is provided from 9.00 am to 5.30 pm every weekday, excluding bank
holidays.

We have a Help Centre with lots of useful information for our users:
https://support.riviam.com/hc/en-us.

You can also use Webchat to connect with one of our support team or submit a support
ticket via the Help Centre or by emailing support@riviam.zendesk.com.

RIVIAM Digital Care 9/56
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3 Creating areferral

There are four ways in which a referral can be created digitally. All online referrals are created
securely via the following channels.

1. A professional referral via the website.

2. RIVIAM Workflow internal forms or Service directory.
3. Re-assign the referral from one pod to another.

4, The Hospital Discharge Service.

t The RUH Welcome to the

Community Wellbeing

g} | e Dischax .t....m.

j/

Figure 1- Creating an online referral

3.1 A professional referral via the website

A professional referrer can create a referral via the website. The user can launch the
online form on the professional page by selecting Submit referral.

Calhe s on: 0300247 0050 Home  SekesWeOfer  forclesionals  Ourbanners  News m
Community
Wellbeing Hub

T

ey mabing i eteral

Figure 2 -Professional Referrer Form via the website

RIVIAM Digital Care 10/ 56
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This online form can be built to the exact specification required by the customer.
In this example, there are four sections to be completed on this online form.

About you.

Person referring.

Person needing help and support.
Support needed.

el

Some fields on the online form are mandatory based on customer requirement and
must be completed to submit the form. When one page has been completed, select
Continue to move to the next page.

Once each page has been completed, select Submit Referral.

A confirmation page will appear displaying the referral number and contact details for
the customer.

Community
Wellbeing Hub

Bath and North East Somersef t

v

Referral submitted successfully

Referral reference code: RIVIAM_Wed-Apr-26-2023_13154
Contact details for Community Wellbeing Hub
If you would like to speak to someone about your referral, please get in contact:

Telephone: 0300 247 0050

Email: BATHNES.thehub@hcrgcaregroup.com

Start a New Referral

Figure 3- Professional referral confirmation page

Please Note: The form can be configured to allow professionals to select multiple
_‘ﬁ'_ options for the support needed and generate multiple referrals through a single

form submission. Alternatively, the user can complete another referral form by
selecting Start a new referral.

3.2 Create areferral via an internal form in RIVIAM Workflow or the Service Directory

There are several ways to create a new referral whilst logged in to RIVIAM Workflow.
The diagram below gives instructions on creating a new referral depending on whether
the person or Contact is already known to RIVIAM.

Please see three scenarios below and instructions on how to create a new referral.

RIVIAM Digital Care 11/56
© Copyright 2023 All rights reserved.



RIVIAM Multi-agency Referral Hub Service [ J
User guide

digital care

A new referral for a person A new referral for a person A new referral for a person
with NO other existing from an existing RIVIAM with existing RIVIAM
RIVIAM referrals. contact or referrer. contact and referrals.
*Go to the Contacts Page +Go to the contacts page +Go to the People page
«Search for the contact «Search for the contact + Search for the person
name *The contact will appear in * The person will appear in
*No contact found search results. search results.
«Search for the perseon « Select View +Selectperson.
*No person found +The list of the contacts' +The list ofthe persons'
«Create a referral to launch referrals will appear referrals will appear.
the referral form » Create a new referral. +Selectnew referral.

Referrers are also able to submit a referral from a Service Directory. The Service
Directory provides descriptions and customised forms for each listed service.

3.3 Reassigning areferral from one pod to another

If a referral has been received in one pod and the person receiving care requires
services offered by another pod — ie the referral is inappropriate - the user can reassign
the referral from one pod to another.

Please see section 9.1.7.

3.4 Areferral viathe Hospital Discharge Service

When a patient is admitted to hospital the Discharge Liaison Officer or Discharge
Facilitator can complete an online referral form to identify the support and care a
person may require enabling them to be discharged from hospital.

Using one online form, the discharge team can create multiple referrals which will be
sent to a variety of partnering Local Authority services and third sector organisations
based on the persons level of need.

Discharge Liaison Officers and Facilitators will be able to make referrals to services
including home from hospital services, food support, help with benefits, mental health,
housing, and other support groups. These are services are delivered by a range of
Local Authorities and third sector partners.

The Hospital Discharge online referral form can be built to customer specifications. In
this example, the online form has four sections:

e About You (the person).
e Support Needed.

¢ About Referrer.

e Consent.

3.4.1 NHS Mini Spine check

When the referrer clicks on Submit Referral, RIVIAM will try and match the patient
demographics and NHS number to details on NHS Mini Spine. If the NHS number and
demographics match no further action is required.

If the NHS number and demographics do not match, a pop-up window will appear as
follows. The referrer can close the form and check the patient details again on the
referral form. Alternatively, the referrer can continue to submit the referral form anyway.

RIVIAM Digital Care 12 /56
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3.4.2 Confirmation page

If the referrer selects Submit, a referral confirmation page will appear. The referrer will
see a list of the referrals that have been created based on the responses completed on
the referral form. If there are multiple referrals for the same person, the referral number
will be the same with sequential numbers at the end of the referral reference.

Patient not matched with NHS details

Please check that you have entered the patient's
first name, last name, date of birth and postcode
correctly.

If you are happy the details are all correct, please press

Submit Anyway.

Figure 4 -NHS Mini Spine not matched

v/

Referral submitted successfully

Cormact decaits bor Commmmity Wellbaing Hub

T YO OO Fh 10 SPeRk 0 SOTHORe STOUT yOu referral, PlERIe §9t in (OMECT

Referral details
Ratorrmoce code Pod ervce lire

Age UEinen) Mospeal Tampan coss

RVIAM Wed-Agr-19-2033_0019_3 Aga UE (new) o packs

3
3
]
i

WA Wed-Apr-19-3035_ 00199 4 Age UK (nww Maw: preparaten

We are praesung your refemad. Please wait ..

Community Wellbeing Hub

© 2023 BaNES Councll and HCRG Care Group Need help? Gl the hub on 0300 247 0050 Powered by

BCRG Care Group home
f » . Bath and North Last Somerset Council home \' R | v l A M
Privacy policy SIgital care

Figure 5 - Referral confirmation page for multiple referrals.

The referrer will also be able to see which organisation (pod) the referral has been
referred to and which service line requested.

The referrer will receive confirmation of the referral submitted by email. SMS
notifications can be set up as specified by the customer.

The email confirmation includes the referral numbers and the organisations they have
been assigned to.

RIVIAM Digital Care 13/56
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Community
Wellbeing Hub

nawy i

VRIVIAM

Figure 6- Email confirmation of the referral and PDF attachment

There is a link to the RIVIAM Workflow login page where the referrer can log in to
monitor the progress of the referral.

The email contains the customer contact details and a link to their Privacy Policy.

There is a PDF copy of the referral attached to the confirmation email.

3.5 PDF copy of the referral
A PDF copy of the referral will be attached to the referrer's confirmation email.

The documents section of the patient record will show a PDF attached to the referral.
The PDFs will be visible referrals submitted via the customer website, the Service
Directory, and the Discharge Service.

RIVIAM Digital Care 14/ 56
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NHS Number Date of Birth
44333222211 0302/1981
To support this referral, do you | Yes
s understand that your
@= [NHS] information wil be shared with

3 organisatons at the
Community Weiibeing Hub?

Wouid you ke a copy of your | Yes
referral?

i
H
i

How shall we send it to you?

Figure 7 - PDF of referral

Please Note: Referrals created from RIVIAM Workflow will not have a PDF in

(LI
'ﬂ' documents section within the patient record.
[ ]
RIVIAM Digital Care 15/56
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4 Login to RIVIAM Workflow

4.1

New user

Enter the RIVIAM website URL provided by your management team.

VRIVIAM

digital care

Usemame or email *

Iynsaycoc@riviam com

iputer/solution and any information it contains is limited to

Figure 8- RIVIAM Login page

RIVIAM Digital Care

VRIVIAM

Many thaniks.

@ RIVIAM Taam
iligent information for better fives

2018 41

Figure 9 Activation email

© Copyright 2023 All rights reserved.
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If you are a new user that has not logged into RIVIAM Workflow before you will have to
activate your account by completing the following steps. Once complete, you can log in
as per the instructions in section 4.2.

You will be given a link for your Community Hub; this link will take you to the
RIVIAM Workflow login page
Enter your Email address.
Select the activate link under the Login button.

Check your email Inbox for a RIVIAM Activation Code. If the email does not
appear, please also check your Spam Folder.

16 /56
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Please Note: When you are added as a new user you will be automatically
_‘ﬁ’_ emailed an activation code. This code is valid for up to 12 hours. If you try and
== | Use the code after this, it will be invalid. To request a new activation code, select
forgot password and follow the on-screen login instructions.

\'IdQ_I_\IIIAM

Pravide your email adcress, mobile number and actvation code
1o activate your accoun:

Email address *

lynsayeec@riiam com

Activation code *

Mobile number *

Aecess to this somputer/solufion and any information i contains i limited to
authorised users only.

Legal action can be tzken against unauthorised se of or unauthorised access
1o, this computer/Solution and/or any information t contains, including pursuant
15 the Computer Misuse Act 1980.

If you are an authorised user, by procesding to access and use this
computer/Solution andor the information i contains, you are acceping any
{ems of use, notices and policies vihich are contained or referenced within i or
‘which have othervise been drawn {o your attention 3¢ an auihorised user

RIVIAM Digita Care is a trading name for Target Business Technology Limited

®2013- 2023 All rights reserved.

Figure 10- Enter your activation code

e Enter the activation code on the field.

e Enter your mobile telephone number.

e Select Activate.

e Create a password and select "Complete Setup".
e The login page will load.

VRIVIAM

digital care

your account on RIVIAM
passviord. Pieass note, your password must contain atleast &
or more:characters, one uppercase characler, one loweroase
character and a number.

Password

Complete setup

Aecess to this computerisclufion and any information it contains is imted to
authorised users only.

Legal use of, o unauthorised
1o, this computer/Solution andior any information it contains, including pursuant
4o the Computer Misuse Act 1390.

If you are an authorised user, by proceeding fo access and use this
ution andior the information it contains, accepting any
{emns of use, naticas and policies uihich are contained or referenced within it or
‘which have ofhersise been drawn to your attention as an authorised user
RIVIAM Digital Care is 2 frading name for Target Business Technology Limited

©2013- 2023 Al rights reserved.

Figure 12- Enter a password

RIVIAM Digital Care 17 /56
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Usemame or emall *
lynsaycec@riviam com

Password *

or activale a new cade

against unauthorised use of, of UNaUINCrised access
i aNG/OF any iNFormation It contains, ICluding pursuant
Act 1890

user, by proceeding
nformation it contains,

RIVIAM Digital Care is a trading name for Targett Business Technology Limted

13- 2023 Al rights reserved

Figure 13 - Log in page

4.2  Existing users

e Go to the login page.
e Enter your username and password and select log in.
e Some customers have a two-factor authentication process. In these cases, an

SMS code will be sent to the mobile number entered when creating your
password.

e Enter this SMS code and select log in. The SMS code is valid for up to 8 hours.

VRIVIAM

digital care

Please verify it is you by using the code we just sent you

SMS code

Access to this computer/solution and any information it contains is limited to
authorised users only.

Legal action can be taken against unauthorised use of, or unauthorised access
to, this computer/Solution and/or any information it contains, including pursuant
to the Computer Misuse Act 1990

If you are an authorised user, by proceeding to access and use this
computer/Solution and/or the information it contains, you are accepting any
terms of use, notices and policies which are contained or referenced within it or
which have otherwise been drawn to your attention as an authorised user.

RIVIAM Digital Care is a trading name for Targett Business Technology Limited

© 2013- 2023 Al rights reserved

Figure 14- Two-Factor authentication code

RIVIAM Digital Care 18 /56
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4.3 Forgotten password

If a user has forgotten their password, please select “forgotten password” under the
Login button and follow the activation process again.

VRIVIAM

digital care

Figure 15- Forgot password

e Select Forgotten password under the Login button.

Enter your email address.

Select request code.

Go to your email inbox to retrieve the code.

Enter the code on the activation page.

Enter your mobile number.

Select Activate.

Choose a password.

Select complete set up to login.

If required, enter a Two-Factor Authentication code which has been sent to your
mobile telephone number entered whilst activating your account.

1, | Please Note: If you change your mobile telephone number, you can update this
=M~ | by selecting forgot password and reactivating your account outlined above.

RIVIAM Digital Care 19/56
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5 Home page

5.1 Home page overview

Use the Home page in RIVIAM to find out information
and use shortcuts to help manage.

1. A current work list — shows the referrals that are locked for you.

2. Recently accessed referrals.

Figure 16 - Home page overview

RIVIAM Digital Care 20/56
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6 People page

6.1 People page overview
If the user is aware that the person receiving care has referrals already on RIVIAM they
should use the People page. The people page has a search function enabling the user
to find the person.
6.2 Search for a person
Select the 'People’ tab in the top menu and then use the person finder to enter the
person's first name and last name or NHS number, then click 'Search People.' RIVIAM
will search for the person and list the results.
nitY | fors | Peode e Gonacs  GEV Disane @ O
Person finder
tester test e.g. 9876543210 Qmp-:ph
Search results for 'tester test'
Figure 17 - Search for a person
You can enter a full or partial first name and surname, or enter the NHS number if
known, then select Search People.
If RIVIAM finds the person, a list will be displayed in the research results. For further
details Select person on the right-hand side. This will open another page where the
user will be able to
1. View existing referrals.
2. Create a new referral.
3. Show atimeline of activities for the person.
RIVIAM Digital Care 21/56
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NHS Confidential pabent mformation
Home  People Referrals Contacts CEV Discharge Loggedinas lynsay | Lk, 4]
BANES Community Wellbeing Hub - TEST

Community
Wellbeing Hub

A Tester Patient Test
Person name Address
& show Timeline NHS Tester Patient Test Flat 12 Melcombe:
S Road Melcombe Court
flumeer Gender Bath BA2ILP
Not specified

Date of birth
02/01/1887 (26 years, 3 months)

Recent referrals New Referral Recent consultations

Show 10+ |entries Thera are no consultalions for this person

Date last
Reference number timeline Pathway/Step

Bath & North East BANES_CWH_Thu-Apr-  20/04/2023  Bath Mind (new)
Somerset Counch 20-2023_1643 14:66:08 (Reteiats from form or

sarvice directory)

Wellbeing

Figure 18- Referrals relating to the person

The people header will display the person's name, address, NHS number and date of
birth. In the recent referrals section, they will see a list of existing referrals. The user
can view existing referrals, create a new referral for this person or view a timeline for
this person.

6.2.1 View an existing referral for the person

Select the View referral link and the patient’s referral page will be displayed. Further
details on the functionality included in this page is provided in Section 9.

Community T
! Hor Poopi Contacts CcEV ischarg i i referms
Wellbeing Hub fome ooplo | Referrals entacts . Discharge: | @ Weasou ke otock s eerae

% Pathway Dashboards

Persan name Adress Reteral tolerence
- INHS [ttt Faa e o 2002103
) Welcombe Court Referal received date 20.04.2023 14:66
S numbs Dete of bt Bath
Te jant Ts 02011897 (28 years, 3 montha) BAzILP Dete made by contect 20-04.2023 14:58
x .
@ Referral Detais
QO Referi Detass Form IEZ) Tnis referral is 5 days 2 hours old Actions n
= Tasks Bath Mind (new) Changs service line?
Sath hnd (new) s
BN Referral Coniacts «@ Wating days ki dags
0 days 0 hours 5 days 2 houss Referrsl pricrity
Documents
4 B Ploase select a referral priorty N
Now ]
20.04.2023 14.56.00 26042023 00.45.00 =t
. - Progress To Next Step

x Reassign Pathway
Referrals from form or service directory Show All Timeline:

Figure 19- Existing referral for the person

6.2.2 Create a new referral for the person
From the people search results, the user can create a new referral for the person.

To create a new referral, select New Referral link. This will launch the referral form.

RIVIAM Digital Care 22 /56
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Figure 20- Create a new referral for an existing person
As the person is already known to RIVIAM, only three sections of the form will need to
be completed.

1. The Contact/referrer details.
2. Triage.
3. Outcomes.

Complete all the sections on the form and select Submit Referral.

A pop-up will appear confirming that the form has been submitted successfully and give
a referral reference code. For example:

Form submitted successfully

Reference code: BANES_CWH_Fri-Apr-28-2023

The new referral will be routed to the appropriate service provider (pod). Users
assigned to the pod will receive an email notification that a new referral has been
received.

RIVIAM Digital Care 23/56
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Hi Lynsay,

This is your automated notification email from RIVIAM about pathways you are involved with
There are a total of 1 cases received in the following pathways since 28/04/2023 09:01
Pathway
Age UK (new)
Step Referrals

Referrals from form or service directory 1

If you have any questions about this email or wish to change the alerting profile, please email us on
support@riviam zendesk.com

Thank you,
The RIVIAM Team intelligent information for better lives

Powered by:

VRIVIAM

digital care

Figure 21- Notification of a new referral by email

If the user uses the People Search, the new referral will be listed.

Communi
il ‘{uh Home  People  Rafenals  Conacts  CEV  Dischage 4
e BANES Communty Wilbeng Hie - TEST
Q  search Resus INHS| Perzon rama -
Tester Patient Test it 12 maicomee
e Road Melcombe Caurt
A Testr S e Ganos Bt BAZSLP
Not specifies
& ShowTimeine Data of b

CATIIIIT (26 years, 3 months)

Recent referrals m Recent consultaticns

Show 10 v enfries Thvees a0é 10 ConsLTations o s persan

Date last
Refersnce number timeline Fathwayisiep

BANES_CWH_FirApr- 28042023 Age L)
282023 1774 08:67:38 2

) BANES_CWH_ThirAp 20412023
Wellbeing 202023 1643 14:50.08

Figure 22- People search shows new referral

6.2.3 Show Timeline

By selecting this section, the user can see the timeline of events. This can include new
referrals created, the referral being progressed to the next step and any activities
recorded during the management of the referral. By selecting the arrow on the timeline
event, the user can see the additional notes added by referrers.

RIVIAM Digital Care 24 | 56
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Community
. Contact [=
Wellbeing Hub Home People Referrals Sontacts v
L SLYBASFORD
I g | SLY BASFORD timeline
&
Create referral
A Ciealed by Phi Hesketh
1851 E
222025 2287
Create referral
22052023
1018 45
y-22.2025 2287
22.05-2023
10:16:49
12.05-2023 Create referral
=R Created by RIVIAM
Create referral
12-05-2023
162837

Wellb

20132023 vo 14

Figure 23- Show a combined timeline for a person

RIVIAM Digital Care
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7 Referrals page

7.1 Referrals page overview

The Referrals page gives you an overview of all the referrals in RIVIAM and the service
provider organisations (pods) that the user has been assigned to.

7.2 Dashboard

The Pathway Centre shows data and graphs on the distribution and number of
referrals received/updated per day, week, and month. You can filter
down specific dates here.

Pathway Centre alt . n

Referrals from 01/04/2020 to 30/04/2020

Figure 24 — Dashboard metrics

7.3 Organisational Pods (or Pathways)

Below the distribution graphs, the user will see an overview of all the organisational
pathways they have access to. These are sometimes referred to as organisational
Pods. The user will only be able to see the referrals that have been assigned to their
individual Pods. If a user tries to access a referral in Pods that they do not have
permissions to access, they will receive an unauthorised message.

The names of the Pods correspond to the name of the organisation or services
provided. By selecting the Pod, the user will be able to navigate into the individual Pod
dashboard.

RIVIAM Digital Care 26 /56
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Figure 25 — List of Organisational Pods (Pathways)

Please Note: A partnering organisation is only given user rights and permissions
to access the referrals that have been assigned to their Pods. They may see
L. | referrals have been raised for other partnering organisations but will not be able
MR~ | to access them unless they have permissions set up by RIVIAM to do so.

User rights can only be amended by RIVIAM Support Team with authorisation
from customer management team.

RIVIAM Digital Care 27156
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8 How to manage a referral in RIVIAM Workflow

8.1 Pathway dashboard

When you click on an organisation’s Pod (Pathway), you will be taken to the Pod
dashboard. The Pod dashboard summarises all the referrals assigned to the
organisation.

The pathways in the Pod show the different steps for a referral, and these have been
configured to meet the customer’s specific requirements.

Referrals can be managed through each step of the referral management process.
Referrals will be received and triaged, then care will be organised and services
delivered through to completion of the referral.

The diagram below illustrates the progression through each step of the referral
management process. The sub sections will then give more detail on each step.

Figure 26- Steps to manage a referral

Please Note: Customers can customise the steps above to meet their
-~ | organisation’s requirement.

Some Pathways or Pods may have bespoke steps set up in their pathways

8.1.1 Referralsin
In this example, referrals can come from

1. Reassigned from another Pod.

2. Referrals received from an internal referral form or Service Directory. This is a
form created from within RIVIAM Workflow or from the Service Directory.

3. Referrals from the Discharge Service.

RIVIAM Digital Care 28 /56
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4. Self-referrals (when available).

8.1.2 Criteria met
A new referral will remain in the Referrals in column until the user assesses it.

To progress the referral to the next step, the user can decide if this referral is
appropriate for the services provided.

The user has the option to choose one of the following steps to progress the referral to
criteria met:

1. Accepted.
2. Not appropriate — reassign.
3. Not appropriate — no further action.

If the referral is accepted, it can be moved to Accepted step in the criteria met queue. If
the user thinks the referral is not appropriate and needs to be reassigned, or that no
further action is required, the referral can be moved to those steps.

8.1.3 Ready

If the user accepts the referral, the user can then start to take action to meet the
requirements of the referral. Once this is completed, the referral can be moved to the
Service in place step in the Ready column.

To progress the referral forwards from the Service in place step, the user can choose
from the following options:

e Person receiving service.

e Need met.

e Need met and additional need identified.
¢ Need unmet.

e Service declined by person.

8.1.4 In Progress

To progress the referral forward, the user will select the Progress to next step in the
patient record and choose another option, for example Person receiving service and
this will move the referral forward to that step.

8.1.5 Outcome

When the service has completed, users can progress the referral by choosing from one
of the following Outcome steps.

1. Need met.

2. Need met and additional need identified.
3. Need unmet.

4. Service declined by person.

Outcomes selected will be used for reporting purposes.

8.2 RAG status

Referrals in a Pathway or Pod have a [R]ed, [A]mber and [G]reen status that is
calculated by the number of hours since the referral was received and the working
hours for the service. For example, the working hours might be 9am to 5pm Monday to
Friday. This can be configured for each service, in line with their referral KPIs.

RIVIAM Digital Care 29 /56
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8.3 Key performance indicators

0 209 Open 183  Reassign 1 Accepted 6

Received today In management Service in place 16  Person receiving service 3

0 32.89

Completed today Average working days in
pathway

Figure 27- Key Performance indicators

A set of key performance indicators are shown for each Pod or Pathway. They
include the total number of referrals received today, in management and completed.

RIVIAM Digital Care 30/56
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9 Referral management

9.1 Referral navigator
When you select a referral, you will be taken to the Referral Navigator page.

The patient header will display the demographics for a person and the referral
reference number, date and time submitted.

From this page there are many actions the user can undertake to manage the referral,
make updates, or amend the patient record as follows:

Lock / unlock a referral.

Record an event or upload a document.
Progress to next step.

Reassign to another Pathway or Pod.
View referral details section.

View referral details form.

View Tasks.

View Referral Contacts.

View Documents.

View Journal.

Actions.

Change the Service line.

Change the Referral Priority.

View the referral status.

View the related referrals.

View the last five documents relating to the referral.

The following sections provide instructions on how to perform actions on the Referral
Navigator.

The Overview of the Referral Navigator highlights where actions can be completed.

RIVIAM Digital Care 31/56
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Figure 28- Features of the Referral Navigator



9.1.2 Lock/unlock referral

The lock icon on the right-hand side enables the user to lock a referral whilst reviewing
and editing it. Once completed, the user should then unlock the referral. If the user
does not unlock the referral, colleagues will not be able to make any updates until it is
unlocked.

Referral locked successfully

Kate Malif
o This referral has been locked so only you

Referral reference: BANES_CCC_TEST_2019-11-20_272

can progress to the next step

Referral received date: 20-11-2019 14:00

Date made by referrer: 20-11-2019 14:00

Actions n

Figure 29 - lock/unlock referral

9.1.3 Change service line

Users can change the service line as required by selecting the arrows on the right and
selecting one of the options from the dropdown menu.

Change service line?

Hospital transport

4p

AGE UK (new)

Help packs

Shopping
Prescription collection
IMeal preparation
Medical appointments
AGE UK (new)

Hospital transport

Figure 30- Change service line

When selected you will see a popup window appear in which you will add some notes
to explain the change requested. Then select confirm. A timeline event will be added
which includes reason for the re-allocation.

9.1.4 Referral priority

Users can assign or amend a priority to a referral. This can be useful for managing the
team’s workload. This will add a timeline event.
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Referral priority

4p

Planned

Urgent
Planned
Routine

Figure 31- Set referral priority

9.1.5 Record an event or upload a document

Events can be recorded against a referral at any point. For example, an event can be a
letter sent or a call made/received.

Add a timeline event

Select tmeiine event

Note *

Action required?

«

Upload attachment PDF and MS Word documents.

Figure 32- Record an event

An attachment can also be uploaded here to support an event. To upload a document,
select a timeline event for example Inward post and a Note. It is possible to link the
event to a contact or referrer. The contacts will be selectable from the dropdown menu.
Select Choose file from your device and the file will appear listed. Add a document
description and a file type e.g., supporting documents. Then select confirm. A pop-up
message will appear to say file uploaded successfully.
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Add a timeline event

Select timeline event

Inward Post

Event related to contact:

Please select a contact

Action required?

No Action

Uplaad attachment PDF or MS Word document

Drag and drop a fil into this area of upicad a fle below

N file chosen
Referral discharge form - a p.pdf successtully uploaded.

Referral discharge form -a p.pdf

Please select a file type %

-

-

ar

Figure 33 - Upload a document

9.1.6  Progress to next step

Click progress to next step on the right-hand side as shown below.

VRIVIAM
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Awaiting triage review

17-04-2020 17:03:00 17-04-2020 17:03:27

Reassigned fro

[m Person name Address
Fred Franklin 10 London Road
NHS number Date of bith .
1nz4 07-04-1977 (43 years 0 months) BA1 68D
X This caseis old
|G-n-ul pathway |um-ym-h-u-n¢m
0 days 0 hours 3 days 10 hours 0 days 10 hours
0 days 0 hrs 3 days 18 hrs day

Now
22-04-2020 11:43:18

Awailing triage review

Show All Timeline

Case reference. 20200417170327_419fe

Case received date 17-04-2020 17:03

Date made by contact: 17-04-2020 17:03

Actions

Change Service Line?

Family support ]
Case Priority
Please select a referral priority $

Record an event

Progress to next step =

Reassign pathway

Figure 34 - progress to next step

Progressing to the next step involves clicking the relevant step under "Move
forwards" as shown in the below screenshot. You need to provide an explanation of

why you are taking this action.

RIVIAM Digital Care
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9.1.7

Confirm next step

To move this case onto the next step in the process, select from the steps below.

Move forwards Move backwards General
Green - Awaiting initial Contact Red - Completed in pod

Red - Completed in pod Red - In progress

Red - In progress Awaiting triage review

Signpost to 111 Reassigned from other pod

Signpost to GP Red - Awaiting initial contact

Please describe why you have made this decision:

=3

Figure 35 - confirm next step

By selecting confirm, this will progress the referral to the step. An explanatory note
needs to be included. This will appear on the timeline entry for this change.

Reassign to another Pod or Pathway

If you decide that a referral needs to move to another Pod or Pathway, you can do this
by clicking the "Reassign Pathway" button on the right-hand side of the referral
dashboard (under "Actions").

This will allow you to:

1. Select the Pathway where you would like to move the referral to.
2. Select the appropriate step within that pathway (i.e., reassigned to another
pod).
You also need to provide a description to support this decision then click 'Confirm'.

Re-assign referral to new pathway

Please select the pathway below to move the referral to:

‘Select the pathway to move the referral to:

W

Mental wellbeing

Select the step to allocate to:

W

Reassigned from other pod

Please describe why you have made this decision:

Cancel

Figure 36 — Re-assign to new Pod (Pathway)

Once a referral has been re-assigned, it will appear in the Pod and referral dashboard
of the Pod the referral has been reassigned to. This will include the date, time, who the
referral was reassigned by, and which Pod (Pathway) it has come from.
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m Person name Address Case reference: 20200417170327_419te
Fred Franklin 10 London Road
- Case received date 17-04-2020 17:03
NHS number Date of birth Bath
12u2un 07-04-1977 (43 years 0 months) BA168D Date made by contact 17-04-2020 17:03

m This case is old

Received
17-04-2020 17:03:00

General pathway

O

‘ Money matters and work

Working caye
3days 10 hours

Working days
0 days 0 hours

Working days
0 days 10 hours

Awaiting triage review

Reassigned from other pod Now
17-04-2020 17:03:27 21 51:45

22:04-2020 11:43:18

Awaiting triage review

Show All Timeline

Moved pathway to money matters

Updated on 17-04-2020 by Kate Malinowski

Re-assign referral to different pathway / Fred Franklin (View Referral)
Created by: Kate Malinowski

22-04-2020 -~
11:43:17
Successfully re-assigned referral from pathwiay General pathway 1o Money matters and work from service fine Family support
to False Reason for re-assignment: Moved pathway 1o money matters

Actions

Change Servics Line?

Family support

«

Case Priority

Please select a referral priority N

Record an event

Progress to next step

Reassign pathway

Clinical Outcomes

This referral has no outcome assigned.
Assign referral status

Not appropriate s

Figure 37 — Referral Navigator timeline

Please Note: Customers are advised that when a referral has been completed in
_‘h’_ a Pod and it is discovered that the person requires support from another service
=mm | Provider, it is recommended that a new referral is created and assigned to the
other Pod.
9.1.8 Referral status

The user can update the status of the referral by clicking on the arrows on the right and
selecting an option from the dropdown menu. Note that the Referral status may also be
automatically updated when the referral progresses to a new step. This will depend on

the customer’s set up.

Referral status

This referral has no outcome assigned.

Assign referral status

Open

Accepted
Completed

In progress

Mot appropriate

Ready

Reassign

Need met

Need met + additional
C Unmet

Declined
R Migrated

Figure 38- Update Referral status

RIVIAM Digital Care
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9.1.9 Discharge status
This section is only seen where a person has been referred by the Discharge Service.

The Discharge Status section gives the user an overview of the person's current
location, admission date and expected discharge date.

If other referrals are linked to the same discharge, then they are listed with their curent

m Person name Address Referral reference RIVIAM_Mon-May-22-2023_00764_2
TIMMY OTTON 1 Lynwood Road
- Referral received date 2205-2023 10:28
NHS numoer Date of birth Thames Ditton
9449308047 18-03-1950 (73 years, 2 months) KT7 0DN Date made by contact 22.05-2023 10:28
Current episode of care .
Discharge linked referrals View combined timeline
This referral discharge status: ([EEZED
Royal United Hospital
Combe wrd AGEUKMHospital t 1
ombe wrd =n esplal ot
Admitted on: 2023-05-22 1028 e
Expected discharge date: 2023-05-31

Figure 39- View Discharge status

9.1.9.1 View combined timeline

By selecting View combined timeline, users can see all events recorded for all referrals
for this discharge. These are listed chronologically.

Referral timeline

22 May 2023 O Hospital transport: Referral created and assigned into service line: Hospital
10:28:34 transport

22 May 2023 Welfare Check: Referral created and assigned into service line: Meal preparation
10:28:42

22 May 2023 Welfare Check: Test
11:09:30

22 May 2023 () Welfare Check: Referral priority set to Accepted
11:09:31

22 May 2023 Welfare Check: Referral priority set to Service in place
11:10:08

22 May 2023 O Welfare Check: Test
11:10:08

Figure 40 Combined timeline for discharge referrals

N Please Note: The user can see a list of related referrals. However, if they do not
'ﬂ' have the permissions to access another pod, they will see the referral listed but
— not be able to view the details of that referral.
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9.1.10 Related referral(s)

The related referrals section shows the user a list of all related referrals that have been
created for this person. In the Discharge tab, the list of related referrals will list the
referrals related to the discharge event.

9.1.11 Last five documents

The last five documents section will list any documents that have been produced or
uploaded as part of this referral.

To view the referral itself, you can do so as follows;

1. View the referral in the document viewer tab.
2. Download the referral as a PDF to your device.
3. Open the referral PDF in another page.

. View thi Download O th
Last five documents retorral  the  referral on

on screen  referral another page

N l .
Referral form m E E
19-04-2023 13:12:47

Figure 41- How to view an uploaded document

9.1.12 Update Referral Details or contact details

e To update the person’s details, select Referral Details from the left-hand navigation
menu.

e Choose an option in the Referral information navigator. This will display the current
information.

e To make an update select Update and change the fields as required and select Save.

e Click on the person's name above Referral Details on the left-hand navigation menu
and this will update the patient header.
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Communlty o ow  eor s Coms | oo owans
N
- o [NHS] oresed frr—
. « e et e, st e
I- I
——— Refarral information navigator Parson neading support

Fueson making

wono .ol W

Figure 42- How to update referral details

9.1.13 Referral Details Form

VRIVIAM

digital care

BANES_CWH Mon-ue 10921 533
sz n3s

sz 13

This section will load the referral form and the user will be able to view the details on

the received referral form as read only.

Community
Wellbeing Hub

Home  People  Refemals | Contacks  CEV  Dschame
K Pattway Dashbosrds

() Person mating coniact

M Disclarge dashicard Person making contact

B jscxspanow x

Contact first name -

S Retersl Datsts O I

(e}
2
4
FH

B Contact sumame

R o

& o Contact telephane numbser
= -

2

PIE35E 00 10 I8 IEA3IXAN CO08 +44) 300 90T IILOS 3

Contact smail address

MuSt 02 2 vala et s

Cantact arganisation of service

Figure 43- View the referral details form

9.1.14 Tasks

ny spaces

NS Conndent

This section is where the user can see any tasks associated with the referral.

This functionality is configurable and may not be used by all customers.

9.1.15 Referral Contacts

In this section, the user can add a new contact or remove/edit an existing contact.

RIVIAM Digital Care
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@weubnin!nuh Pocpie | men Coin | v | Dacnam

®
-
q =
[ ]

Figure 44- How to add/remove or edit a referral contact

Select referral contacts from the left-hand menu.
To add a new contact, select Add Contact, enter the details, and select save.

To remove or edit an existing contact, select the Contact, and then select remove
contact/edit contact. Make the amendments and select Save.

9.1.16 Documents

In this section, the user can view the list of documents that have been added to a
referral. Tick the document you would like to view, and the referral form will load in the

viewer on the righthand side.

‘Community
Wellbeing Hub

Home | People | Referls | Contacts | CEV  Dischame

Az

Figure 45- Documents tab

Please Note: The generate documents functionality is used to generate letters
-n- from templates added to RIVIAM.

This functionality is configurable and may not be used by all customers.
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9.1.17 Discharge status

This section will only be displayed for referrals received from the Discharge Service.

KHS Confidential patient infomation
Home People Referrals. Contacts CEV Drscharge Logged in as lynsay &, <0
BANES Community Wellbeing Hub - TEST

Community
Wellbeing Hub

#  Pathway Dashboards

Ferson name Address Reterral reference RIVIAM_Wed-Apr-18-2023_00158_1
(R —— oyl s g
Lower Brisiol Road Retorral received date: 18042023 13:12
HHE pumesr Date of birth Bath
B Jjack spanow x Tz 03.08-1883 (28 years, 11 months) BA2 JEE Date made by contact 18042023 13:12
B Referral Detads
Current episode of care
Wy Referral Detais Form Discharge linked referrals View combined timeline:
This referral discharge status:
B Tass
Royal Unried Hospital
¢ snon stay Nao related referrals found.
B ReferaiContacts @ Hecar o e
Admitied on’ 20230419 1313
B Documenss Expected discharge date: 20230424

2 Joumal

Figure 46- Discharge status tab

This page displays further details on the current episode of care and the Referral status
flag. Discharge linked referrals will list and the View combined timeline will display the
timeline of events related to the referrals.

Referral timeline

18 April 2023 O Repair: Referral created and assigned into service line: Repair
13:27:39 By RIVIAM for RIVIAM_Tue-Apr-18-2023_00135_4

18 April 2023 Repair: Test
151202 By Claire Hopkins (CCH) for RIVIAM_Tue-Apr-18-2023_00135_4

18 April 2023 Repair: Referral priority set to In progress
15:12:02 | By Claire Hopkins (CCH) for RIVIAM_Tue-Apr-18-2023_00135_4

18 April 2023 Hospital transport: Referral created and assigned into service line: Hospital
13:27:12 transport
By RIVIAM for RIVIAM_Tue-Apr-18-2023_00135_1

18 April 2023 Hospital transport: Test
15:51:45 | By Phil Hesketh for RIVIAM_Tue-Apr-18-2023_00135_1

18 April 2023 Hospital transport: Referral priority set to Ready
15:51:45 By Phil Hesketh for RIVIAM_Tue-Apr-18-2023_00135_1

18 April 2023 Hospital transport: Test2
15:58:34 | By Phil Hesketh for RIVIAM_Tue-Apr-18-2023_00135_1

9.1.18 Journal

This functionality is configurable and may not be used by all customers.

RIVIAM Digital Care 42 ] 56
© Copyright 2023 All rights reserved.



RIVIAM Multi-agency Referral Hub Service [ J
User guide

digital care

10 Contacts page

10.1 Contacts page overview

If the person or contact is unknown to the user, the user should use the Contact page
to begin the referral process.

There are three ways you can use the Contact's page:

1. Step 1- Search for a contact — the first step is to find a contact in RIVIAM. If
there is a contact, then you can review a list of related referrals for this
Contact.

2. Step 2 - Search for a person —if you cannot find a contact, the next step is to
search for the person who is receiving the care instead.

3. Step 3 - Create a new referral — if there is no existing contact or person in
RIVIAM, complete a form to create a new referral. This will capture and create
the person and contact details.

10.2 Contacts landing page

Select the 'Contacts' tab in the top menu. Here you will be able to find out information
and use shortcuts to help you perform your role.

This includes your:

1. Last 10 contact subscriptions — shows the contacts records that you have
subscribed to.

2. Recently accessed contacts — shows the contact records that you have
recently visited.

3. Contact Knowledge Base — will display useful articles and news.

| jane ; y ’ Q Search contacts

i\ Contact Knowledge Base @ Las! 10 contact subscriptions @ Recently accessed contacts

Figure 47 - Contact landing page

10.3 Search for a contact

Enter the Contact's first name, surname, postcode or contact number. Click 'Search
contacts'.

christine targett BA13RZ e.g. 07850123123 (no spaces Q Search contacts

Figure 48 - Search for a contact
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This will show all search results for the Contact as shown below. Click 'View' to select
the Contact you are looking for.

NHS Confidential patent mformation
Home Feople Gases contacts Logged in as Kate Malinowski Virgin Cara BANES CCH Wellieing D

Jane smith BA1 3RZ 6.0, 07850123123 (no spaces) L

Contact search results

Show (10 %) entries. search: [
Hame 4 Phane 4 Email 3 Postade N N
Sally Smith yahoo oo uk

Sharon Smith (BathMES) Sharon.Smithd &virgincare. ca.uk

Showing 1102 of 2 enties Provous [ 1] mew

Clear rasults

Figure 49 - View contact

The next page will show all active referrals associated with this Contact. For example,
this Contact could be a doctor and all their referrals would be displayed here.

The list will outline the reference number, the person's name, their relationship with the
Contact (e.qg., carer, doctor or relative) and the pathway step of the referral.

MHS Confidential patient information

P
Home eople Cases. Contacts Logged in as Kate Malinowski Virgin Care BANES CCH Wellbeing

name: Address Telephone w
Sally Smith 07802413161 Edit contact details

Email

Active cases Actions.
RIVIAM Reference Number  Person Relationship to case  Pathway (step)
Subscribe to
)_b7dde i it Relative Genaral pathway (Reassigned to a pod or third sector pathway) View

Figure 50 - Active referrals
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10.3.1 Active referrals page actions

WHS Confidential patient information

H P I
lome: ‘eople Cases Cantacts Logged in as Kate Malinowski Virgin Care BANES CCH Wellbeing

name: Address Telephone .
Sally Smith 07802413161 Edit contact details
Email
Active cases Actions
RIVIAM Reference Number  Person Relationship to case  Pathway (step) )
Subscribe to
20200415085609_b7dde Sadie Smith  Relalive General pathway (Reassigned to a pod or third sector patiway)

Figure 51 - Active referrals page actions
There are several actions you can perform on this page:

10.3.1.1 Edit Contact’s details

You can edit the Contact's name, address, telephone number of email by clicking the
'Edit contact details' button in the demographic header as shown below.

Cantact Name: Addrass Telaphane
Aoife Targett 07802413161 Edit contact details
BA13RZ

Figure 52 - Edit contact details

10.3.1.2 Subscribe to the Contact

Subscriptions allow a user to register interest in a Contact. This puts the Contact on
the 'Last 10 contact subscriptions' list on the home page.

10.3.1.3 Create an event

You can create an event against a contact e.g., call made, or letter sent. This will
then appear under the contact timeline on the referral dashboard.

10.3.1.4 View referral

This will take you to the referral dashboard.

10.3.1.5 Create a new referral
The user can create a new referral by clicking the 'Create referral' button. The user
will then be asked to search for the person in person finder.

If the user cannot find an existing person with that name, the form will load and
include three parts: Person needing support, Triage and Outcome as shown below.
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Community NHS Confidential patient informaticn

Wellbeing Hub Home People Referrals ontacts CEV Discharge ﬁo <0
BANES Communéy Welloe
#&  Contact Dashboard
Contact name Agdress Telephane "
@  Contaxt Subscriptions Graire Wil Argyll House 07982009163 Eoiemi =5
12 Gen Genve surset
AT Ema
[+ [ clairegeiairehopkins.co.uk
O Recorses frens . - -
() Personneeding support
X 1censiy the person ths is about Person needing support @
(9 B2
O Oucome First name *
Surname -
Telephone number *
Piease 00 notnclude intemalional code (-44) and dor nchude any spaces
Wellbeing )
wavian J Email address

Figure 53- Create a referral

If you do not have an existing contact or person, the form will show four parts: Person
needing care, Person making Contact, Triage, and Outcome.

10.3.1.6 Search for a person

If you cannot find the Contact after searching, then you can search for the person who
is receiving the care instead. To do this, click the 'Find Person' button as shown below.

jass taylor BA1 3RZ e.g. 07850241672 (no spaces) £ Semach corkacs
Contact search results

o results found

Clear results

Figure 54 - Search for a person

You can then search for the person instead by entering their full or partial first name
and surname or NHS number as shown below.

Please note: There are two search bars on this page. The top search bar is for the
Contact and the lower search bar is for finding the person.
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First name Surname Postcode Phone number Q
les mess BA13RZ e.g. 07850123123 (o spaces) S=anhiconiact

Person finder Create Referral

First name Sumame NHS number q
less mess e.0. 9876543210 SRS

Search results for 'less mess'

[No matching person found

Figure 55 - Search bars

If you find the person, then you can click 'Select person' to see more information about
this person.

If the person does not exist elsewhere, then you need to create a new referral Create a
new referral for a person.

If you do not have an existing contact or person, then you can create a new referral for
a person. To do this click on the 'Create referral' button as shown below.

First name Surname Postcode Phone number q

les mess BA13RZ e.g. 07850123123 (no spaces) S=anhiconiact
Person finder Create Referral

First name Sumame NHS number q

less mess e.0. 9876543210 SEED FERAD

Search results for 'less mess'

[No matching person found

Figure 56 - Create a new referral

You can then fill out a form in RIVIAM. If you cannot find a contact, the form will show
four parts: Person needing care, Person making Contact, Triage and Outcome as
shown below.
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RIVIAM Dynamic Forms

(O Person needing care

Person needing care m
O Person making contact

Triage
8 =

Figure 57 - New referral form no contact
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11 Referrals received from the Discharge Service

11.1 Overview

11.2

RIVIAM Digital Care

If a referral has been received from the Discharge Service, the user will see additional
functionality added to the Referral Navigator.

Community

Wellbeing Hub Contacts CEV

Home  People Referrals Discharge

3 Pathway Dashboards

RIVIAM_Tue-Apr-25-2023_00302_3

[INHS|

NHS numser
TaTSET2E4T

Address
3B Englishcombe Lane

Referrl recenved date: 25.04-2022 14:52

Date of bith Bath
02.04-1863 (50 years. 1 month) BAZ2EE Date made by oontact 25042028 14:52

- x

=3 This referralis 6 days 5 hours old Actions n
@ Refers Detsis

CWH hespital co-ordination (new)
M Relerst Deiis Fom
= Tesks
B reericoes @D
2 Received Referrals from discharge service Now
ssacaiss e Tsims wsne ceseants mress

™

Service in place

Show All Timeline

Referral status.

This referral has no ouicoms assigned

25042023 Referral Status Assigned .
14:38:40 Created by: Claire Hogkins (CCH Assign refemal status
Ready s

25-04-2023 Moved on & step .
e Created by: Claire Hopkins (CCH]

Discharge status @
2504-2023 Create case
iasz87 -

Created by: RIVIAM
Current location

Royal United Hospital
Pany ward
Ade

Expeed siszhange

Figure 58- Discharge status on Referral Navigator

Discharge Status

The Discharge Status section on the right gives the user an overview of the person’s
current location, admission date and expected discharge date.

For further information, the user can select the Dicharge Status from the left-hand side
navigation menu, and a new page will open as follows.

Community

! Home  People  Refeals | Comtacts | CEV  Dischan
Wellbeing Hub o bl @ T
X Pathway Dashboards
Person name sdiress RIVIAM Wed-Apr-19-2023 00135 1
[ — VHS Rl e bans g o
— Lower Bristol Road 19042023 13:12
1S o Date ot irtn Batn
B o x e 03-06-1983 (28 years, 11 months) BAz3EE 19042020 13:12
Bl Retenal Detas
Current episode of care X . .
@ Referral Detais Form Discharge linked referrals
This referral discharge status:
B Tasks
Royal United Hospital
fay No related referrals found.
B reenmconss @D -
424
& Documents
% Joumal

Figure 59- Discharge Status tab

The patient header at the top will display the person’s demographics.
The two sections below will give the user information on

1. The Current episode of care.
a. The referral discharge status flag (Red, Amber, Blue or Green).
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b. Details of the hospital admission and expected discharge date.
2. Discharge linked referrals
a. Alist of related referrals created via the Discharge Service.

Related referral(s)

Show | 10 W | entries

Referral date Pathway

Figure 60 - List of related referrals

b. View combined timeline. This is a view of the combined timeline events
related to the discharge across all referrals for the person in hospital.

. Please Note: The user can see a list of related referrals. However, if they do not
=~ | have permission to access another pod, they will see the referral listed but not be
= | able to view the details of that referral.

11.3 Discharge Dashboard

The partners Discharge dashboard contains seven sections. Some columns can be
filtered, however, only the Discharge Teams will be able to amend expected discharge
dates and ward allocation.

Person with search box.
Discharge status.
Expected discharge date.
Ward.

Days since last referral.
Confirmed discharge date.
Referral status.
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11.4 Overview of the partners discharge dashboard

Users will see all discharge records that include referrals for their organisation.

Overall discharge
RAG status.

Discharge dashboard

Show pasients who are- In-patient

Expected
dscharge date

of NHES Number

Brian Ross (674 987 2376)
Dod: 02 3
33 Erglishcambe Lave, BAZ 2EE

2y

Patient details
taken from the
referral

Deganisation

Royal United Mospital
Royal Usined Hospital
Royal United Hospital

Location of the
patient - set by
the Discharge
team

Pathway Whed

Bischarge home

Non discharge
critical referrals
can be viewed,

the Discharge
RAG status

but do not affect

Days elapsed
since the
discharge referral
was originally
created

Daysisifice Can

rirmed dischange

first rpderral date

Total discharges
in for discharge
RAG status

Rederral status

Ak AGEUNC | AGE LY (Narw)

CCITED) on oo

Green indicates
that the referral
is discharge ready

PR LS I AGELf Light Dommetics

Red indicates that
the referral is not
discharge ready

and is close to the
discharge date

Figure 61- Overview of discharge dashboard for third sector
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11.6

11.7

Background colour coding of referrals

Discharge referrals that have passed their expected discharge date and have a red
overall RAG status will have a background colour yellow and a clock icon.

Discharge referrals that have not passed their expected discharge date will have a
background colour white.
Person

The person column details the patient's name, NHS number, date of birth, address, and
postcode.

There is a search bar in the header so that the Discharge Liaison Officer or Discharge
facilitator can search by person name or NHS number.

Clicking on the person will open the patient record. For further information on this,
please see section 9.1

Discharge RAG status

— ==
L ooty e
PrTrr—

Figure 62- Discharge RAG status flag

The discharge dashboard calculates an overall Discharge RAG status for each person.
The Discharge RAG status is colour-coded Blue, Red, Amber, and Green. There is a
filter box at the top of the dashboard column so that users can select to view each
status.

11.7.1 How the overall Discharge RAG status is calculated

The overall Discharge RAG status is calculated by:

1. Checking the Referral RAG status of each discharge critical referral. If the service
line for a referral is not discharge critical the referral will always be shown as
white and ignored.

2. The highest status level sets the overall Discharge RAG status for discharge
critical services only.

Overall discharge
RAG status
Taw - -
Referral
= OO 0000
Status

All referrals are green — At least one referral is blue — At least one referral is amber At least one referral is red -
overall status is GREEN overall status is BLUE — overall status is AMBER overall status is RED

Figure 63- How the overall Discharge RAG status is derived

The Referral RAG status for an individual referral is based on the time to discharge
date and whether the partner has progressed the service to a point when it is ready
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for discharge.
>= Service

line Ready
state

Green

Referral Status

< Service line
Ready state

More than 5 days to go 3 days to go
5 days

Days to discharge date (d)

Figure 64- How the referral RAG status is derived

o |If the referral has more than 5 days until the expected discharge date the
discharge status will be blue.

o |If the referral has 5 days or less until the expected discharge date the discharge
status will be amber.

e If the referral has 3 days or less until the expected discharge date the discharge
status will be red.

o |If the referral is ready for discharge, then it will be green.

Non-discharge critical referrals will be shown in the dashboard as white. These
referrals will have no impact on the overall discharge RAG status.

11.8 Expected discharge date
This is the date that the Discharge Liaison Officer or Discharge Facilitator expect the
person to be ready to be discharged from hospital.

11.9 Ward allocation
This section lists the ward the person is in. There is a filter box where you can list
people with referrals in all wards or in the specific wards selected.

11.10 Days since first referral
This section gives the Discharge Liaison Officer and Discharge Facilitator a way of
seeing how many days has passed since the first referral(s) were raised.

11.11 Referral status

The referral status section lists all the partnering organisations that have referrals for
this person. For example, this person has seven referrals across four service providers.
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Referral status

Figure 65- Referral status

The colour coding of these referrals is based on the readiness of the service for
discharge and time remaining until the expected discharge date. As shown above.

11.11.1 Referral status colour
The referral status provides a visual cue for users to follow up on discharge-critical services:

e Red - Services are:

o critical or discharge dependent

o not ready for hospital discharge and

o there are less than 3 days until the expected discharge date.
e Amber - Services are:

o critical or discharge dependent

o are not yet ready for hospital discharge and

o there are between 3-5 days remaining before the expected discharge date.
e Green - Services are:

o critical or discharge dependent.

o Ready for hospital discharge.
e Blue - Services are:

o critical or discharge dependent

o more than 5 days remain until the expected discharge date.
e White - Services are:

o not critical or discharge dependent

11.11.2 Opening the referral from the dashboard

If the user clicks on the referral, it will open another page giving more detailed
information.

This header section shows the organisation, the pathway, the patient's name, and the
support required.
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It lists the person's name, date of birth, NHS number, address, and post code. It will list
the Discharge Status, Estimated Discharge Date, Ward, Days since the referral was
made and the referral status, based on their progress.

Royal Unied Hospit! / Paay 0/ Daniel Denby | Fnances and Debis H B

Persan Discharge status  Estimated discharge Ward Days since Refesral Status

- i z T

A Finances and Debts
1 Frar
=
=

Figure 66- Opening a referral

The service provider contact details are listed should the Discharge Liaison Officer or
Discharge Facilitator would like to contact them by phone or by email.

11.11.3 Timeline of activities

Timeline

29 March 2023 Referral priority set to In progress
10:58:08

29 March 2023 Sally i= out with the person in Bath on Friday 30th March
10:58:08

29 March 2023 Referral created and assigned into service line: Finances and Debts
10:42:54

Figure 67- Timeline of activities and notes.

e The timeline shows a history of the status update events for a user to review.

¢ When a partner organisation changes the status of the referral, they include a
status reason which is included in the timeline.

e Also, if a user creates a timeline event for discharge, then this will also be
included in this timeline.
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12 Outcomes

When a referral has been completed it should be moved to the correct outcome referral step.
RIVIAM will produce reports for a customer’'s management teams with this data.

Our outcome management functionality is currently in development and will include the ability
to capture and report on patient outcomes.
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