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Person-Centred Care

. . nae | elationship
“Two years ago | was at a stage in my understanding A change in the Retationshig

.. that was so limited it placed the entire weight of | }h (R dgferent won qf\\
responsibility for my care on the doctors treating my ”"\ N

condition. | was a passenger, along for the ride.

Access to my medical data ... in short | am no longer a
passenger, | am now very much part of the
management team for the effective treatment of my

condition.”

O.C. Manchester Oct 2017
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Mental Health Learning Objectives

Use Patient Online safely and effectively A change in the Relationship

/—/“-'.*,__
%)

Health literacy and digital inclusion {5 (et oo bihes

Coded records for mental health conditions

Managing test results for online access

a > w Db =

Patient Online In care and support planning
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Webinar Programme

Introduction to Patient Online and the new toolkit
Supports mental health conditions.

Role in comorbid long term conditions

Special precautions for patient with serious mental iliness
Scenario
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Questions
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GP Contractual Requirement in England

Book and cancel appointments

Order repeat medication h
: Contractual reguirement
Detailed care record Hal requl

for GPs in England

To offer and provide ...

... unless It could cause
L e i | Rarm to the patient

and codes in consultat
== Result (signs, symptoms)
Allergies/ad — (numerical values
reactions and normal range) (2)  Codes showing referral
] made or letter d
Values [BP, PEFR) (no attachments)

Other codes
(ethnicity, 0OF)

e
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GP Contractual Requirement in England

Book and cancel appointments

Order repeat medication h
: Contractual reguirement
Detailed care record Hal requl

for GPs in England
Extended record access (all or part) To offer and provide ...

... unless It could cause
} pemosraptics & Immunisatons E:::(fg:lrgrc;frzsicall | harm to the patient

and codes in consultat
= Result (signs, symptoms)
Allergies/adverse — ] (numerica | values
| reactions and normal range) (2)  Codes showing referral
=1 made or lettersr d
Values (BP, PEFR) (no attachments)
- A" 4
[ Medication
-+ (dose, quantity and _
. last issued date) Q Problems/diagnoses Other codes

(ethnicity, 0OF)
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RCGP Survey, August-Sept 2016 (n=211)

"GP (30%)
Practice Manager (54%)

I'T

= Reception /5% offering online access
to the detalled coded record

Secretary

Other (9%)
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Reasons to recommended record access

Test results

Record content
Self-manage LTCs
Understand LTC care

Proxy access

Clinical documents
|

Prepare for consultations

0. 17.5 39. 52.5 /0.
% respondents giving each reason

RC Royal College of
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Patients Registered for Patient Online

0@ < ] i * &) K| (0] app.powerbi.com oF ol

Microsoft Power BI -+

Patient online management information (POMI) NHS
Digital

National summary

30 November 2018 h All ~ (I} indicates that some services are provided by subsidiary supplier Informatica

The percentage of patients registered to The percentage of patients registered to order The percentage of patients registered to view
a a u book/cancel appointments online: repeat prescriptions online: detailed coded records online:

Online repeat prescription ordering: Online detailed coded record view:

25.99 2575 || 665

https://bit.ly/20eevimq
Number of transactions this month: Number of transactions this month: Number of transactions this month:
™ 3M 748K
RC Royal COllege Of Microsoft Power Bl { 2of6 > B O A

G P General Practitioners
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https://bit.ly/2oeevmq

Patients Registered for Patient Online

NHS Digital

GP Data Hub

POMI
https://bit.ly/20eevmg

RC Royal College of
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app.powerbi.com ]

Microsoft Power Bl

\ Patient online management information (POMI)

Online services by practice

Digital
1) Select reporting period (required) 2) Search for your GP practice (scroll or type below box to search)
Your practice's clinical system is
30 November 2018 A BENTHAM MEDICAL PRACTICE (B82061) v supplied by: EMIS
|
Which online services are offered by my
nrartira?
Appointment booking/cancellation: Repeat prescription ordering: View detailed coded record:
Yes Yes Yes
What percentage of patients are registered to use these services at
v rractira? _ _ ; . . . .
Appointment booking/cancellation: Repeat prescription ordering: View detailed coded record:

Black lines

renresent overal 2599 25.75

Cpresent overs

England figures \ \

17.32 . 17.29 @ 1656
0.00 ’ 100.00 0.00 ’ 100.00 0.00 ’ 100.00
How many times were the services used this month?
Number of times online appointment booking/cancellation used_ @Mumber of times online repeat prescription ordering used_ @Mumber of times online detailed coded record view used_
211 214

200

0

30 Nov
Microsoft Power Bl { 3of6 > B ®

13


https://bit.ly/2oeevmq

Health Literacy

* 59% women, 50% men use Internet for health information (ONS 2018)

* 43% of working-age adults in England have low health literacy
- ability to read and write
- computer and numerical literacy
- abllity to interpret graphs and visual information

e Teach back - chunk and check

R [
Person-centred Care Toolkit
U

GP 14




Digital Exclusion

People Who Have Never Used Internet (%)

16 (Good Things

Foundation

- Office for
GEJ 14 AN National Statistics
g 15 August 2018 NHS Widening Digital Participation
b https://bit.ly/2LtjgZR
S 9
)
o i Future Digital Inclusion
3 https://bit.ly/2f4nTaR

0

18-24 25-34 35-44 4554 55-64 65-74 Online Centres Network
Age Groups

https://bit.ly/2vSe AOw
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Practice barriers to record access

* Training

» Workload

- clinical assurance of the record
- patients’ response

Record quality

Safeguarding

Motivation

Royal College of

General Practitioners
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RCGP Patient Online Programme

AIm - to Increase awareness and confidence In using Patient
Online In patient care

Intended for the whole practice team

Toolkit of guidance documents and templates
Webinars
Podcasts

Input from other Royal Colleges, academia and the voluntary
sector, and individual health professionals and patients

RC Royal College of
GP General Practitioners
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Patient Online Toolkit

Book and cancel appointments
Order repeat medication

Detalled care record

Extended record access (all or part)

Royal College of

General Practitioners

Managing new applications
Safeguarding

Information Governance
Patient Information

Clinical benefit

19



. atient Online Toolkit

I{(:: J"':J.’?".‘d] [.:L'IHI_",'L_!:I_' of

l_] P Ceneral Practitioners elLearning Trainea ePortfolio Contact us Login

Training and practice Learning Policy and campalgns Clinical RCGP near you Primary Care Development

About us

Home Chnical Resourcas Chnical Toolkits Patient Cnline Toolkit

Patient Online Toolkit

Jv|es]+ %'
A toolkit to support
the provision of ;-
GP online services |

The Patient Online toolkit has been written by the RCGP, in collaboration with NHS England, for GPs, nurses

and practice staff to offer Patient Online to patients effectively, efficiently, safely and securely. The toolkit also

includes clinical exemplars which demonstrate how Patient Online can empowaer patients to take greater

control of the management of their health conditions as part of a person-centred approach to care. 1

I = [ ]
niredueton ::: O r u k/ atl e to I I e
[ | z I l I l I l

Setting up Patient Online services {:'; ;

— !
Registering new applicants for Patient Online ()
Record access @
Clinical care @ |
Clinical exemplar 1: diabetes mellitus {:’: 1
Clinical exemplar 2: end of life care {:'; l

lr

Clinical exemplar 3: dementia {:'; [R5 1
Clinical exemplar 4: inflammatory arthritis {:';
Acknowledgements @®
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At et Online ToolkKit

elLearning Trainee ePortfolio Contact us Login

I‘\( Hu'-:"‘n al Colles e of
L JP General Practitioners

Training and practice Learning Policy and campalgns Clinical RCGP near you . .
Clinical care

About us

Clinical exemplar 1: diabetes mellitus

Homea Chnical Resounc sinical Toolkits Patient Cnline Toolkit

Clinical exemplar 2: end of life care

q Clinical exemplar 3: dementia

A toolkit to support
the DFOViSiOH of Clinical exemplar 4: inflammatory arthritis

GP online services

Acknowledgements

The Patient Online toolkit has been written by the RCGP, in collaboration with NHS England, for GPs, nurses
and practice staff to offer Patient Online to patients effectively, efficiently, safely and securely. The toolkit also

ST AL

i

cCes lef‘]aI q 1“,] ’”r . _: ri.am. - ‘; , o

[

includes clinical exemplars which demonstrate how Patient Online can empower patients to take greater
control of the management of their health conditions as part of a person-centred approach to care.

f

rcgp org. uldpatlentonlme

Introduction

Setting up Patient Online services

Registering new applicants for Patient Online

Clinical care
Clinical exemplar 1: diabetes mellitus
Clinical exemplar 2: end of life care
Clinical exemplar 3: dementia

BELS v,

Clinical exemplar 4: inflammatory arthritis

Acknowledgements
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Record Access Clinical Exemplars

Record access

‘\(\a(s Clinical care
5 inical exemplar 1: diabetes mellitus
6035\ me(\\s Clinical lar 1: diabet it

« Resource for patients and clinical stalf to provide high
quality cazs rhaiy

* Online &

access 1o their noles.

e Bathand N o o P R e
e Bntlherd b Lo e et - -

.. -5 » T
e Puitied | o SR AP A e I
[N — .

-
e buton

The resources in this section are for GPs and practice nurses who help patients make decisions about their
diabetes, especially practice nurses working in diabetes clinics, but the principles can be applied to many long-
term conditions. It covers the use of Patient Online record access to enable patients to:

» use laboratory results and other coded data that is relevant to their diabetes to monitor the impact of their

RC Royal College of self-care and adherence to treatment
GP General Practitioners » use the information to help decide what matters most to them and prepare for consultations
» review and contribute to their diabetes care plan. 22




O atient Online Toolkit
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Patient Online Toolkit
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splication form for onli

Address

Email address

Telephone number

1. Booking appointments
7 Requesting repeat pres

_ I have read and unde

4. If | suspect that my accou

5. Iflsee info
will contact the practice as soon

For practice use only

Patient NHS number

ldentity verified by
(initials)

Documentary evidence provided
Authorised by

Date account created
Date login credentials emailled/given

Level of record access enabled

Date clinical assurance completed

Application form for onliné access

’

Mobile number

| wish to have access to the following online services (please tick all that ap

criptions
3 Accessing My medical record

| wish to access MY medical record online and understand and agree with each statement (tick)

rstood the information leaflet previded by the practice

~ willbe responsible for the security of the information that | see of download

" |f | choose 10 share my information with anyone else, this is at my own risk

nt has been accessed by someone without

my agreement, | will contact the practice @S soon as possible

rmation in my record that is nota
as possible

6. If | think that | may come under pressure to give access to some

unwillingty | will contact the practice as soon as possible.

Method used

oded record [
tive [

Detailed ¢
All prospec

All retrospective | ]
Other limited partsC] | ]

for refusal if record access is refused after clinical

INHS

England

ne access to the syractice online services

f birth

Postcode

piy):

\ouching with information in record
O

Notes / explanation

Assured by (initials)

assurance.

Patient Online Toolkit
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DATA QUALITY

RCGP PATIENT ONLINE GUIDANCE

Since 31 March 2016 Englizh practices have been contractually required to promote and offer online
access to “all Information from the patient’s medical record which 1= held in coded form™ as well as the
uzual transactional services. The requirement haz not changed zince then. By June 2015 almost 6% of

patients In Fngland had online record access.

There I= al=o a non-contractual requirement for practices “to provide patients with online access to
clinical correspondence such as discharge summarles, outpatient appolntment letters, and referral letters

[from a chosen prospective date] unless It may cause harm

to the patlent or contalns references to third

parties.” There Iz no requirement to offer access to consultation free text and word-proceszed care plans

but all GP systems are capable of this.

A pood quality patient record must be fit for thees new purposes. It I= not always clear which patients
have online record access and It I= Impossible to know who might have access next month It makes
sense for everyone In the practice who Is recording Information in the patlent record to bear this In mind
at all imes. This guldance i= intended to offer guldance to clinlclans about how they should respond to

thic challenge.

Box 1: Good data quality is data £t for purpose

The electronic patient record is created for many

purposes, which include to:

=  record what happened in consultations, the
opinion of the clinician and the plan agreed
with the patient

*  summarise important elements of the patient’s

health

call and recall i

support practice administration

demonstrate performance for payment purposes

chared record views

=  actas a resource for all secondary uses of the
patient record.

Characteristics of good records for online

dCCess

Clinlcal records that are accurate, unamblguous
and well organized work for patiente and cliniclans
alike. It I= clear that Inaccurate, amblguous and
badly curated data can be confusing and may
mizlead both patlents and dinidans with a
negative Impact on the patlent’s health and zafety:

GP systems differ in how they organize patlent
records, especlally the coded data, and particularly
problem codes. This guldance does not offer advice
on how to uze spedfic systems. Tralning materlals
provided by your practice system supplier or the
Matlonal User Group are the bect source of advice
for that, but there are principles of what constitutes

a good quallty record that apply to all eystems.

Data quality in the electronic patient record has
long belng deecribed by the acronym CARAT,
standing for Complete, Accurate, Relevant,
Acceeslble and Timely.

Complete - In a high quality record, all the key
data about a patient’s health will be coded (zee
the Good practice guldelines for general practice
electronlc patient records: guldance for GPs. 2011).
Patlents with record access may offer dlagnoses,
allergiee, vacclnations, operations or events that

they see are missing.

Accurate - A patlent’s record changes with time

as problems occur and become Inactive and az
working symptom-based problems acquire a
formal dlagnosls. GP records must represent
clinlcal uncertalnty; coding an uncertain dlagnoele
may be micleading. Text qualifiers that record
uncertalnty may not be vizible to the patient,

or other diniclans using shared records. When
different codes are used for one condltion it may
appear as though there have been several epleodes
of, for example, stroke or cholecyetectomy.

Some dlagnosle codes are amblguous and are

beet avolded. Patlentz chould be warned when
they apply that they may not understand all the
medical terme In thelr record (zee Health Literacy
below).

Relevant - There may be data that you would
normally not code, that would be of
Interest to the patlent If they could =ee it In the

Data quality

lent Online Toolkit
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Summary so far

Online record access

* Benefits and barriers

» GP uptake of Patient Online In England
RCGP Patient Online Toolkit

Royal College of

General Practitioners
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Patient Online and Mental Health

Book and cancel appointments
Order repeat medication
Detailed care record

Extended record access (all or part)

Royal College of

General Practitioners
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Patient Online and Mental Health

Book and cancel appointments

Order repeat medication

» Booking appointments

potentially less intimidating

Royal College of

General Practitioners

g

 Avoid confusion with

complex prescription
regimes.

 Reminds patients when they

last ordered.

o Alerts them to medication

review dates.




Patient Online and Mental Health

Book and cancel appointments
Order repeat medication

Detailed care record

Extended record access (all or part)

Immunisations

Results
(numerical values
and normal range)

’L Demographics

Allergies/adverse
reactions

Values (BP, PEFR)
(I Medication

(dose, quantity and

last issued date)

O @ [ X

Problems/diagnoses

RC Royal College of
GP General Practitioners
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l

.42»_‘

&

Procedure codes
(medical or surgical)

and codes in consultation
(signs, symptoms)

Codes showing referral
made or letters received
(no attachments)

Other codes
(ethnicity, 00F)

Problem list

Lifestyle and work
Examination results
Test results
Questionnaire scores
Care plan codes

Past medication
Allergies and ADRS
Preventive healthcare

33



Patient Online and Mental Health

Detalled care record

Office of National Statistics survey 2013

» 43% of the British population used the internet for health related
Information, 35% of which were mental health related

Royal College of Psychiatrists
» Patients use internet to improve health literacy

RC Royal College of
GP General Practitioners
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Patient Online and Mental Health

Book and cancel appointments
Order repeat medication

Detalled care record

General iInformation
https://www.rcpsych.ac.uk/healthadvice/atozindex.aspx

https://www.mentalhealth.org.uk/a-to-z
https://www.mind.org.uk/information-support/a-z-mental-health/

https://www.rethink.org/diagnosis-treatment

Lab Tests
https://labtestsonline.org.uk/tests-index

RC Royal College of
GP General Practitioners
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https://www.rcpsych.ac.uk/healthadvice/atozindex.aspx
https://www.mentalhealth.org.uk/a-to-z
https://www.mind.org.uk/information-support/a-z-mental-health/
https://www.rethink.org/diagnosis-treatment

Patient Online and Mental Health

Book and cancel appointments
Order repeat medication

Detailed care record

Extended record access (all or part)

and codes in consultation
—N— Results (signs, symptoms)

Allergies/adverse =] (numerical values

’L Demographics p/ Immunisations ™ Procedure codes
(medical or surgical)

reactions and normal range) (=),  Codes showing referral
=1 made or letters received
&9  Values (BP, PEFR) (no attachments)
o A\ 4
[ Medication
(dose, quantity and _
last issued date) Q Problems/diagnoses Other codes
& (ethnicity, 00F)

RC Royal College of
GP General Practitioners
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Patient Online and Mental Health

Book and cancel appointments
Order repeat medication

Detailed care record

Extended record access (all or part)

Immunisations

[

’L Demographics

Results
Allergies/adverse (numerical values
reactions and normal range)

Values (BP, PEFR)
(I Medication

(dose, quantity and

last issued date)

O @

Problems/diagnoses

RC Royal College of
GP General Practitioners
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.42»_‘

&

Procedure codes
(medical or surgical)

and codes in consultation
(signs, symptoms)

Codes showing referral
made or letters received
(no attachments)

Other codes
(ethnicity, 00F)

Attached documents
Consultation notes
Free text

\ g
Hospital OPD letters

Discharge reports

Radiology reports

Referral letters

37



Patients Using the Detailed Coded Record

» Identify any inaccuracies that might be Problem list

present Lifestyle and work

Examination results
Test results
Questionnaire scores
Care plan codes
Past medication
Allergies and ADRS

Preventive healthcare

RC Royal College of
GP General Practitioners
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Using the Detailed Coded Record

Problem list

Lifestyle and work

* Generally improve their health literacy Examination results
though access to their detailed coded

Test results
record

Questionnaire scores
Care plan codes
Past medication
Allergies and ADRS

Preventive healthcare

RC Royal College of
GP General Practitioners

39



Using the Detailed Coded Record

- |dentify any inaccuracies that might be Problem list
present Lifestyle and work

* Generally iImprove their health literacy Examination results
though access to their detailed coded Test results

record
Arthritis-relevant codes

e (Check blood test results
Care plan codes
Past medication
Allergies and ADRS

Preventive healthcare

RC Royal College of
GP General Practitioners
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Mental health and comorbid disease

» Patients with long term conditions 2-3 times more likely to
experience mental health problems.

» Patient Online can help integrate mental health and physical
health more closely

» Can be used for care planning and priority setting and multiple
aspects of patient care.

Further detailed guidance on the use of POL In
chronic long term conditions such as diabetes,
Inflammatory arthritis, and dementia are available

IN the RCGP toolKkit.

Royal College of

General Practitioners
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Summary so far

Patient access to record data relevant to mental illness

Coded Information enables person-centred care

RC Royal College of
GP General Practitioners
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Safe Online Record Access

Identity verification A charxge in the Ke[fmun&hip

--—
/-J ..\‘:

. . 5 = ( : g(mﬁ el \\,)
Safeguarding — coercion, proxy access /,’:WC“’ L U-;
Clinical assurance of the recorad /L\

’wmtsfh% N\
r~* o erlkr wm«guy

Redaction of potentially harmful data "

Good data quality — unambiguous

Continuity of care

RC Royal College of
G P General Practitioners
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Safe Record Access In Mental lliness

1F - N | H'l.«]‘[iumh')
Increased vulnerability to coercion A change in The Retationshig

Increased sensitivity to record content

Record intrinsically more unsettling

Refusal and withdrawal of access

Proxy access

RC Royal College of
GP General Practitioners
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Patient Online Too
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Clinical Scenario

* Andrew Mason Is a 32-year-old who over the last few months has
problems with his mood.

* He has multiple symptoms of depression

* He reports that he drinks 22 units per week and smokes 20
cigarettes day.

 His GP carries out a PHQ-9 and a GAD-7, scores 19 and 11
respectively.

 GP diagnoses depression, refers to local IAPT services, and starts
Sertraline 50mg once a day, with a review In 2 weeks.

Royal College of

General Practitioners
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Clinical Scenario coding

* Andrew Mason Is a 32-year-old who over the last few months has
problems with his mood.

* He has multiple symptoms of depression

* He reports that he drinks 22 units per week and smokes 20
cigarettes day.

 GP carries out a PHQ-9 and a GAD-7/, scores 19 and 11
respectively.

 GP diagnhoses Depression, refers to local IAPT services, and starts

Sertraline 50mg once a day

. Review in 2 weeks. Coded information in Red

Royal College of

General Practitioners

GP
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Clinical Scenario use of POL

Andrew can use Patient Online to access his detalled coded record and
use transactional services.

He sees his recent diagnosis of depression, his PHQ-9 and GAD-7
scores, his alcohol and cigarette use.

His medication list includes an acute prescription for sertraline 50mg
daily, but he cannot order a repeat.

His review date Is noted as a diary entry and reminds him to make an
appointment for review with his GP, which he does online.

Royal College of

General Practitioners
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Clinical Scenario review

1. Several weeks later his GP repeats the PHQ-9 and GAD-7, now 9
and 6 respectively and records the results. Andrew agrees to
continue the sertraline and return to the GP places It on repeat.

2. Andrew can continue to access POL transactional services and view
his detalled coded record.

Royal College of

General Practitioners
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Clinical Scenario overview

1. Highlights how clinical coding can be used in a more
straightforward case of depression to enable POL.

2. Coding encourages best practice and provides information that
IS accessible to the patient via POL

3. Can be used to encourage patient engagement, safe
prescribing and medication review.
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Summary

Patient can be useful in mental health conditions ...

for patients and the practice
Access to coded Information supports person-centred care
Patient Online

empowers patients,

Improves record accuracy and health literacy, and

supports care of co-morbid disease
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What's Next

Guidance document that contains all of the

relevant information, resources and links to
related guidance

Podcast

Further collaborative work
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Questions?
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