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Online Services practice support programme – Manchester HCC

Foreword
Please find for your attention our end of programme report for the delivery of the online consultation training
programme for MHCC.
Our programme of work in Manchester has been really exciting given the breadth of subjects we have been
asked to cover. The team have built up some great relationships and Manchester is undoubtedly an area of
innovation that offers an insight into what can be achieved through a combination of strategic vision from
commissioners, excellent IT infrastructure and an eagerness to improve the use of technology on the front
line. The fact that most of the work from practices, detailed in this report, has been undertaken amidst a
backdrop of the Covid-19 pandemic makes it even more impressive.
We have thoroughly enjoyed delivering this programme and would like to thank everyone at MHCC who have
supported us with the comms and planning to allow us to deliver an array of support that has supported
practices at a time of uncertainty.

Regards,

Marc Schmid,
CEO
Redmoor Health Limited.
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Introduction
This programme aimed to deploy a flexible working offer for practices in
Manchester to enable the possibility of remote working, home working and
developing a model for online consultation. It sought to address the challenges
presented by the Coronavirus Pandemic as well as improving business continuity
in the system and the quality of the online services offer.
The programme had three main aims:
Enable practice teams to work remotely, including from home, if they wish
Enable practices to use online consultation and video consultation from the
practice to reduce face to face interactions
To develop skills, knowledge and capacity to improve the use of digital
applications across primary care.
Practices in Manchester were encouraged to use a blend of EMIS Online and
Accurx video as a method of engaging with patients and coaching was provided
on a range of online services.
Given the challenges presented by COVID19 on primary care, and the need to
protect staff from potential routes to infection, this programme was delivered
remotely.
Redmoor was contracted by MHCC to provide weekly webinars, 1 to 1 sessions,
an application support centre and attend practice and PCN meetings to support
digital change. This report covers webinar activity 23rd April – 20th August 2020.
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Proposal
Engagement would start early to gain an insight into how the programme could be developed and embedded. Early training webinars
would be undertaken and be used to rapidly progress the programme and begin implementation immediately. A team of trainers with
extensive EMIS and primary care experience were to be recruited to support each of the 84 practices to gain the confidence and skills
to use EMIS Online Consult and video. The programme launched with a series of webinars for all practices which had both clinical and
technical support. Following this, a series of digital ‘surgeries’ would be available several times a week to practices from where they
could share their experiences and have more enhanced support. Finally, each practice would have access to 1-1 remote support from
dedicated trainers. This support included out of hours support if needed. Enhanced support would also be provided to more digitally
developed PCNs to support the development of a hub approach.
Given the huge challenges posed by Coronavirus, this programme commenced immediately and would run until the end of September
2020.
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Timeline
An assessment of IT infrastructure and engagement with practices was started early to provide a baseline for existing digital requirements.
This baseline data enabled the programme to move quickly with the chosen software – EMIS Online and Accurx.
As a result, the following timeline would apply:
Video deployment
programme
Development of
detailed project plan
Clinical
Engagement
Introductory
webinars
Workforce
training
Programme
review
Qualitative
evaluation
Case study
capture
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Project implementation
In response to these challenges MHCC tasked Redmoor to
increase the uptake of Emis online consult forms used and put
in place a support package.
Once the programme commenced it became clear after speaking
to some of the practices that the main challenge was actually
understanding how to plan and implement a Total Digital Triage
Model first so a development programme was initiated to help
with this.
What we delivered:
Support via the Application Support Centre for all digital
applications open 8 am to 5 pm daily, Mon to Fri and email
service for out of hours.
A suite of webinars delivered weekly on a variety of topics that
enabled the practices to drop in and interact with Redmoor
trainers and each other.
1 to 1 support with 25 practices so far that consisted of initial
fact finding to establish where the practice was currently up to
on their journey followed by a summary email with suggestions
and links so the practices could decide on their next steps.
A follow up call with the subject expert from the Redmoor
team.
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A bespoke training programme that was flexible enough to
respond to any ‘practices’ needs.
Reports capturing good practice which were relayed to
commissioners and NHS England to showcase how effective
the individual sessions were to the practices.
Recruitment of a dedicated team of experts with EMIS and
primary care experience.
Attendance at PCN meetings with the MHCC project manager
and Digital Programme Manager to introduce Redmoor and
discuss how we could help on a wider scale.
Support for the Northenden PCN with social media sessions as
a group and individually to help educate the patients population
on Online Consult.
In response to these challenges MHCC tasked Redmoor to
increase the uptake of EMIS Online consult forms used and put
in place a support package.
Once the programme commenced it became clear after speaking
to some of the practices that the main challenge was actually
understanding how to plan and implement a Total Digital Triage
Model first, so a development programme was initiated to help
with this.
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Project implementation
We worked with the MHCC team to deliver the programme, a bespoke training package was developed specific to outlining all the
key functions of EMIS Online consult and ways to implement a Total Triage Model within the practices. This support was reviewed on
a weekly basis to incorporate ongoing changes within primary care. We covered 22 topics throughout our sessions including patient
facing services, access to medical records, proxy access, personal vouching, appointment book configuration, EPS4, ERD, flu season,
SMS messaging, NHS 111, digital inclusion, websites, social media, care navigation and more.
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Feedback quotes
We love the Redmoor Team and have even changed the time of our practice meeting so we can attend
the weekly webinars. Since our first session with Wendy our social media has really taken off resulting in
more online consult forms being done by patients. It’s fair to say we were sceptical about using it but now
we use Facebook, Twitter and Instagram to educate and communicate with our patients.
- Sarah @Disdsbury Medical

Wanted you to know. I have struggled for nearly 3 years trying to get online
consult embedded in practices. Your team is excellent so knowledgeable,
flexible and have great communication skills. As well as personal support
giving me renewed enthusiasm the support they have given and are giving
practices is really helping Manchester move towards the goal of becoming
triage first. Best wishes.
- Debbie Jackson, Project Manager – MHCC

Thank you for all your help resolving our issue we now have
confirmation that NHS111 are able to book appointments.
- Jaqueline Whitelegg, Longsight medical

Hi Wendy, thanks for this and for all of your
help yesterday. I think we’re finally sorted!
- Rachel, Team Leader Barlow Medical Centre
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Results

9

Attended webinar and increased
online activity

23

Attended webinars with no
increase in online activity

7

No attendance at webinar and no
increase in online activity

39

No attendance at webinar and
increase in online activity

4

Unknown

2

Initial increase in online activity then
reduced (2 attended webinars)

5

Footfall in deployment/staff
changes
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Results summary
19 webinars.
293 attendances including MHCC staff average 15 per webinar.
31 attendances from MHCC and Manchester Care Partnership = 262 total practice
attendances.
25 practices engaged in 1 to 1 support for Total triage sessions, many having
multiple sessions.
Reps from 61 (72%) different practices have attended at least one webinar.
4 practices attended more than 10 sessions - Didsbury, The Arch, Benchill and
Florence House.
A variety of staff from 11 (13%) practices attended 5-9 sessions Gorton, Bodey,
Bowland Road, New Islington, Northenden, Northern Moor, Surrey Lodge, The
Robert Darbishire, Victoria Mill, The Jolly, The Arch.
23 (27%) practices are showing increased online activity who have had support
from Redmoor.
Alisa Craig, Ashcroft, Ashville, The Alexandra already established with online
services attended also and numbers increased.
Had support and initial increase – Vallance x2, David, Conran, Corkland Road,
Woodlands.
Ashville use “Ask my GP” activity info not available.
Spike in attendances: 18/06/20 Appt book and EPS 4. 20/08/20 Flu preparation.
MHCC staff, with an average of 15 per webinar.
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Attendance by practices

11

Ailsa Craig Medical Centre

1

Fernclough and Willowbank Surgeries

2

Peel Hall

1

Alexandra

1

Five Oaks

2

Princess Rd

1

Ashcroft

1

Florence House MCP

23

Robert Darbishire

Ashville

1

Gorton Medical Centre

8

Surrey Lodge

6

Benchill MC

13

Hawthorn

3

The Arch

11

Bodey MC

5

Hazeldene

4

The Avenue MC

3

Borchardt

1

Kingsway

2

The Borchardt MC

1

Bowland Road

5

Ladybarn

1

The Docs

3

Brookdale

1

Levenshulme

2

The Jolly

6

Brooklands

2

Lime Sq

1

The Neville Practice

1

Charlestown MC

4

locum GP

The Park Medical Centre

3

Conran MC

3

longsight

1

The Robert Darbyshire Practice

6

Corkland Road

2

Manchester Medical

3

The Singh

1

Cornerstone

1

Manchester Primary Care Partnership

7

The Vallance MC

2

Cornishway

2

MHCC

25

Urban Village

5

Dam Head

2

Mount Road Surgery

2

Vallance

2

David

1

New Collegiate

3

Victoria Mill MC

6

Dickenson Road MC

2

New Islington MC

7

West Gorton

3

Didsburv Medical Centre
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Newton Heath

1

West Point MC

2

Droylsden Road

4

Northenden Group Practice

7

Whitley Road HC

3

Eastlands

3

Northern Moor

5

Wilmslow Road

3

Egton

1

Parkside

1

Unknown
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Cost breakdown
Timeframe
6 Months

12

Webinar
Attendees

Helpdesk

1:1s

Total

Cost per head Training Session

Cost per head Helpdesk

326

220

112

658

£61.35

£60.24
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Case study

The Arch Medical Practice
Hi Debbie,
Fantastic result, lots of promotion again with MJOG text campaigns and
admin staff actively signposting patients onto our website page as an
initial first point of contact. I’ve also had some really positive feedback from
patients as well so word may be spreading between patients themselves
within the community.
We’ve also been doing some ~ work as well especially around respiratory,
j.&, COPD CAT assessments. I find when I would like a patient to complete
a questionnaire on Online Consultant if I put the direct link into the text
message itself I will usually have a much higher uptake than I would do if I
expected the patient to find the form themselves.

I also think it’s helped that we have recently redesigned our workflow structure having a designated ‘Online Communications’ page on
our appointment system to better streamline the work coming in. We’re on track to have even more forms submitted for this month,
maybe a Guinness world record is on the cards.
Many thanks for your continued support.

Matthew Jennison
Quality Lead
The Arch Medical Practice
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For more information please visit our website

www.redmoorhealth.co.uk
Suite 115
Business First
Millennium Road
Preston
Lancashire
PR2 5BL
01772 669088
hello@redmoorhealth.co.uk

