Extract from NHS England document

June 2016

SCCI1605 Accessible Information (the ‘Accessible Information
Standard’): Notes on the NHS e-Referral Service
Overview of current position (July 2016)
The Accessible Information Standard requires all providers of NHS care and / or
adult social care to identify, record, flag, share and meet the information and
communication needs of patients, service users, carers and parents with a disability
or sensory loss.
In the context of the NHS e-Referral Service, GPs have responsibilities as both
service providers and referrers, with the latter of particular importance with regards
to the ‘share’ element of the Standard. Secondary care providers also have
responsibilities to identify, record, flag, share and meet individuals’ needs.
Specifically, where needs are shared by referrers – including via the NHS e-Referral
Service – then providers must act upon them.
Referrers can, and should, record patients’ information and / or communication
needs on the ‘additional requirements’ screen within the NHS e-Referral Service so
that those needs are shared with the provider (who can then take the necessary
action to ensure that those needs are met).
Providers should ensure that they have an ‘Additional Requirements Manager’, able
to access – and respond to – additional requirements as shared via the NHS eReferral Service.
The current NHS e-Referral Service referral process and the Accessible Information
Standard
1. Referral initiation
 The referrer and patient initiate the referral and choose the appropriate services
(based around the patient’s clinical needs).
2. Verification and recording of needs
 The referrer checks the patient’s information and communication needs, ensuring
that they are accurately recorded.
 Information can be updated by selecting the ‘update person’ button on the ‘check
patient’s details’ prompt screen / pop-up.
 The next screen then allows the referrer to update the patient’s ‘preferred contact
method’ and ‘preferred written communication format’.
 This screen can also be updated at a later time by the referring organisation after
the booking has been made.
3. Recording ‘additional requirements’
 If appropriate, the referrer should then update the ‘additional requirements’
screen (by selecting the ‘add additional requirements’ button on the ‘appointment
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request details – summary’ screen), recording the patient’s Advocacy, Transport
and / or Translator needs.
This is the screen where the referrer should record the information and / or
communication needs of the patient (that the provider needs to be aware of and
take steps to meet), in line with the Accessible Information Standard.
The accessible information and / or communication needs of a patient should be
recorded under the ‘advocacy’ section of the ‘additional requirements screen’.
The patient’s information and / or communication support needs should be
recorded using ‘free text’ (in line with the ‘fully specified names’ (FSNs) of the
data items associated with the four subsets of the Standard or ‘categories’). It is
essential that records clearly indicate how the patient’s information and / or
communication needs can be met, to enable the provider to take action, for
example, ‘requires British Sign Language interpreter’ or ‘requires information via
email’.
This screen can also be updated by the referring organisation at a later time after
the booking has been made.

4. Booking appointment
 The patient then follows the booking instructions to access the Patient Web
Application (PWA) or The Appointment Line (TAL) to choose the place, date and
time of their appointment. Most GP practices also have staff available to help the
patient choose and book their appointment.
 The TAL has textphone facilities charged at local rate, and the ability to send out
letters in braille and large print. If digital support cannot be provided effectively by
TAL, for example because the user has a speech impairment, the TAL service
will guide the user and suggest that they contact their referring organisation for
help.
5. Provider confirmation of appointment and ‘additional requirements’
 The provider confirms the appointment (or cancels the appointment if, for
example, the provider clinic is cancelled, and asks the user to pick another
appointment).
 The provider organisation should have an Additional Requirements Manager who
is responsible for ensuring that additional requirements are met when the patient
attends the booked appointment.
 Organisations that do not currently have an Additional Requirements Manager
(i.e. a user with this role on their smart card), should submit a request via
http://www.hscic.gov.uk/referrals/contact to enable an individual to be assigned
this role, and therefore ensure that they are able to view and act upon additional
requirements identified by the referrer.
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6. Completion of referral – sending referral letter
 The GP completes the referral by adding ‘clinical referral information’ (e.g. a
referral letter) that should also state the patient’s accessibility needs in a
prominent position.
 The NHS e-Referral Programme recognises that it is now a requirement that,
where manual (attachment) letters are produced, the accessibility information is
included prominently in the script of these letters.
7. Appointment
 The patient then attends the appointment of their choice, supported by accessible
information and any communication support they need – in line with the
Accessible Information Standard.
Future developments
Work is ongoing to seek to embed the Accessible Information Standard into the NHS
e-Referral Service, including improving automation and the visibility of accessible
information and communication needs.
Note to patients
If you have information and / or communication needs, make sure you ask your GP
to include details about them in the NHS e-Referral Service and in relevant
correspondence when he or she refers you to another NHS service.
Further information





For further information about the Accessible Information Standard visit the NHS
England website or email england.nhs.participation@nhs.net with ‘Accessible
Information Standard’ in the subject line.
For further information about NHS e-Referral Service visit the Health and Social
Care Information Centre website.
Patients can access further information about NHS e-Referral Service on NHS
Choices.
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