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History of the ‘Royal’, the RNC & RIMS

Royal Newcastle Hospital 1817 — 2006
— Commenced as a convict hospital in 1817

— Provided Tertiary Hospital services for the Hunter
Region until severely damaged by a major
earthguake in 1989

1991 John Hunter Hospital commissioned and the
majority of acute services moved from RNH to JHH

2001 — Hunter Strategy initiated - ACCESS Project

Outpatient services provided at RNH & JHH
campuses until 2006 HUNTER NEW ENGLAND

NSWE@EHEALTH

€ Hunlsd Mea England Area Healln Sercios 20005, All righis res ey,



= 2006 - Royal Newcastle Centre

* 84 In-patient beds for elective surgery

' -?3
A o

» 5 Operating Theatres, Interventional, Rehab. & diagnostic services
 Ambulatory Care Centre combining RNH and JHH outpatient clinics
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"?5 =  Ambulatory Care Centre — Outpatient Services
— A ‘Marriage of convenience’

— Several reviews undertaken to improve OP services prior to
and after opening the ACC

— Strong clinician resistance to integration and change — and
In particular to the..............

Referral Management Centre
— Consolidation of administrative functions
— Combined Call-centre & Referral Management

— Multiple clinicians, multiple rules, limited resources

— Referrals received from GPs, ED and internal stakeholders.
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Profile of the Ambulatory Care Centre
— 760 sessions per week — medical, surgical, paeds.

— Average 500 patients per day
2006 — 2007 106,200 attendances
2007 — 2008 116,500 attendances
2008 — 2009 114,000 attendances

— 45+ different specialties

— 250+ different clinicians

— 84 Consulting / Procedure / Interview Rooms
— A lot of history

— A blend of cultures
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It's all about PATIENTS
= Referrals represent patients

= Referrals are the link between the primary carer
(GP) and specialist services

= The quality of a referral determines how the patient
IS evaluated.

= Once received, the referral (patient) has to be
managed and something done about their problem.

= Demand for services usually exceeds supply.
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The Problem - why we developed RIMS?

= Average 150 documents received per day for any one of 45+
specialties, and increasing

= Referrals variable in quality, from 1 — 15+ pages

= All referrals printed, collated, manually recorded in the Referral
Management Centre

= Referrals dispatched from RMC to multiple locations — resulting in
multiple handling, lost documents, delay in patient care.

= [nability to track & often trace the referral, to monitor its progress and
inform patients and referrers of appointment status.

= Slow triage turn-around time; angry patients, GPs and specialists
= Time wasted searching for ‘lost’ documents in multiple places

= Much blaming and complaining HUNTER NEW ENGLAND
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RiMS — Managing Outpatient Waiting Lists
?‘g The effect: - A lot of stress & mountains of paper !!
{ .
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| Waiing List | Specilty Tringe | Finalise | Inquiry | Maointcnancs | Reports You are logged in as Janet Bums  EaiETE RS
Fax Documents Wailing
MREM: DOB: Number of Documents: 2212
Surname: : Gender: New today: O
Firstname: Filter patiznt: ‘7 Refresh | Get Faxes
Document Reccived DTTH Status Specialty Faticnt Namc HMAN "
62066336 52066454 _62965527.p | D1/0442000 16:30:25 HEW v | WIATT LA DOMHA ,=:|!
£2965357_52956446. pdf 01/05/2009 09:41:37 NEW - | WANT SHIKYTA
52066211, pdf 02/03/2009 09:04:00 INCOMPLEE x| FORTUNASO GIUSEPRINA
ud 52856223 D 02/03/2008 09:56:00 NZW |
ent £2056224, pdf 02/13/2009 10:02:00 RMC_COMAAETE | | e . ERVIN MICHAEL 3-:51-:91
GIIE6228, gl D2/13/2009 10:17:00 m=vi | F 3
APRAZST. prif NPAAIONG 11:44:00 INCOMMEE -
BI9E6261 . pof 02/03/2008 12:31:00 HEW | A
S1OEETET pof 02/03/2008 (2:36:00 INCOMPLEE -|
53086264, paf 02/03/2008 13:46:00 MW -|
52086265 pof 02/03/2005 12:46:00 MEW "
£I0EETEE paf 02/03/2000 12146100 [y - |
62966263, pdf 02/03/2009 12:58:00 __m=_.~ 1 v_|
52966263, pdf 02/03/2009 13:07:00 W - | -
Manual Utilities Pick up fax
Pravious Commants Sawe Eommeiltl p
Merge of documents 62966236.c4F, S2966454 pdf, 62965527 pdf by LLeary from
SEvelnr
. . . Paticnt assigned
Figurg 13: Incoming Fax Screen Document datagrid Patient name fileer
scument comment  Patient search Status combo box Specialty combo box No patient assigned

text boxes
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& - whatis RiMS
A ..
— RIMS is a new, original workflow tool developed

completely in-house by administrative, nursing &
IT personnel

;

— RIMS interfaces with iIPM to manage patient
access via electronic referral to specialist
outpatient services

— RIMS eliminates manual processes, improves
triage time and ensures transparency &
accountability.

— RIMS captures, stores, tracks & displays patient

iInformation from referrer toﬁBE%%EW ENGLAND
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— RIMS provides a messaging interface between
GPs and the RMC to ensure timely referral

processing.

— Using RIMS all referrals for outpatient
appointments are wait listed according to clinical

priority.

— RIMS can be applied to any clinical scenario that
requires internal/external document interface,
storage & transfer of information in it’s original

format, exchange of and commentary on
Information — e.g In-patient waiting list RFA.
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Faxed Referral
GP

pdf Referral fil

Fax server

Pdf Referral files

ColdFusion
(gets and receives data)

Coldfusion Server /
IS - RiMS Web application
(connection to data and
application)

Adobe Flex
(Flash website)

Referrals can be electronically routed back to GPs if information is missing.
Referrals can be electronically routed to other departments if sent to
Ambulatory Care

PAS System

(iSoft iPM)

pdf Referral Files——»

Pickup
Process

File name,
location,
date received,
incoming number

HL7Y
Waiting List
Message
via
Integration Service
{egate)

RiMS User
Interface
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RIMS functionality — behind the scenes

= Faxes are received on the RMC number and written to a directory as a
pdf file and a text file.

= The file contains the fax details, number of pages, & time received.

= A pick-up process collects the .pdf & text file and moves them to the RMC
database (SQL server).

= The operator opens the file, looks in iPM, and matches the referral to a
patient MRN (or creates one).

= The referral details are entered into the iPM Wait List

= An HL7 waiting list message is sent via the Integration Service to the SQL
server containing the RiMS database.

= Using Coldfusion technology the RiMS web application links the iPM data
to the RiIMS database referral information and the operator then activates
the onwards journey of the referral to triage or elsewhere.
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Waiting List

Fax Documents Wailing

MRN:
Surname:
Flrstname:
Document
GrIE6356_62966454 6006551 7.p
52965857_67956446. pdf
52966211, pdf

63955223.2‘

52966224, pdf

i

ent
GEIEGZ28, T
A*GFRAZ5T. prif
E2SE6261 . pdf
S*9E6263. pdf
52956264, pdf
52986265, pdf
EANEETES, pdf
E2366268, pdf
52366263, pdf

Manual Utilities

Pravious Commeants

Merge of documents 629665364

Figure 13: Incoming Fay

Specilty Tringe | Finolise

DOB:

I Gender:

Reccived DTTH

D1/0442009 16:30:25
01f05/2008 09:4L:37
02/03/2008 08:04:00
D203/ 2008 15:56:00
02/12/2009 10:02:00
D213/ 2009 10:17:00
N2/A34200G 11:44:00
02/03/2009 12:31:00
020342008 12:36:00
02/03/2009 13:46:00
D2f13/2005 12:46:00
D2#12/2000 12146100
02/03/2009 12:58:00

02/03/200% 13:07:00

Screen

scument comment

Patient search

text boxes

HF, 52366454 pdf, 62966527 pdf by LL=ary

Inquiry | Maintenance | Reports

Filter patiznt:
| NEw |v ‘ | Assign'to .. v|
DELETED COLORECTAL 4]
| EXTERNAL DERMATOLOGY '
|
FORWARDED DIETETICS E
E
INCOMPLETE ENT
W EYE
~ OTHER GASTROENTEROLOGY
RETURNED - INCOMPLETE GENERAL MEDICINE
_ | BMC_COMPLETE GEMERAL SURGERY v

wou are logged in as Janet Bums

Save Comment
I

Status combo box

Document datagrid

Specialty combo box

Patient name filer

Change Passward

Mumber of Documents: 2212

up fax

New today: O
Reafresh | et Faxes |
ry
Faticnt Name MRN
VAT LA DOMNA ,=:|'
WANT SHIENTA |
FORTUMASO GIUSEPRINA
ERVIN MICHAEL 3057291
A
A
Pick
from
Selrvelrr
Paticnt assigned

No patient assigned
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j = RIMS searches IPM database & matches

Filter

referral

Referral information Management System
Rafamral rlm;gament-::ntr: - Outpatiant Deparmant
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BaNES GORDON
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HMALE
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Figure 27: Waiting list screen
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Waiting list grid
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= RIGREINE. o
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025002 13,0
625062 14,00
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'
I
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EJQEE]LT
GINEET1E
A2544220.0cF
E2966221,.pcf
E2965220. 0

E E

Finalise Checkbox

Feceived Daie

0203/2003 08128
020372003 08450
020372009 0%9:03
03/03/2000 09:18:
020272008 09:17
02U2/2009 05:25:
020372003 0331
020372009 09134
02/03/2000 09:34:
02,03/2000 09:37:
02022003 09:48
020372003 09153
02/03/200% 09155

Document grid

Dirag a dicursnt trom dhle Bar i marchisg
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= Screen Views available to Clinical personnel

" ?a
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Referral nformation Management Syst=m

HUMTER MEW EMNGLAMND
Referal Hanagement Cente - Cutpabent Depakment

NSWEHEALTH

Trispe

Filer | Sebsd 3 SpeciEts v || Gebact s dinican * | Chesr Fillwr | | Rafrash Kumbar wsfing triags 25

Frinrity Spacisity Claniciam Trissgpud
STEVENS ROEERT i e ) QM4 L4 HALE EIEEFElpdF | ANI0OR A0:25:00 . poyditin 90 dave « | CATHOPAEDICE W =
SLECHLEY JOHANKE 1576053 DL LOAT | FEMALE | R2mET6Lof DAAIZ009 Q20T Ko Gpacdked - CRTHOFAEDICS

Figure 11: Specialty Triage and Inquiry screens available in Triage Access

Referral information Management System HUMTER MNEW EMGLAND
Rafarral Managemant Centra - Dukpatient Dapartment NSVWEHEALTH
- - oo

Neferral Haswdenmsce aed Deai i

L Search Swrnmme ey

Fiker on spacisity... | * Start Dubs: 4 End Date i
et . ) Remcarsd | Wl Docurmant (s Trimged | Fnslised
Fih Seaschi
T becumom view, Fered oa O FILTEN - 76 Recort
PFastient FRM LUE ] Gienaler  Specialty Climscian Prraprifly Beceived Datr Date O WSl DeC Assigned  Triage Date  Trlsgped By Fasalise Date
ARTHUR WIVIENNE (65937 | 01101934 | FEMALE | RESFIRATORY | Saitos, Widk | Wb Bpecfied I6M2TI08 001 DINNINS L4 =
BALL GARY DL7ION | L7/D4/184%  MALE RESFIRATORY  Wark, Fatar | Hot Spacifed 240z 008 00:

Figure 12: Only the Inquiry screen is available in View Only
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= Pop-up correspondence to GP (referrer)
— RIMS operator electronically

ticks the box and inserts
comments to advise referrer
what additional information
IS required.

— The GP fax number
is entered and the
RIMS document with
fax coversheet is returned
to the GP.

— Other documents can be
attached e.g. specialist list.

Return to: Wendy Fudney

|¥] Manual Fax Number: 112345 I

Because:

|| Itisillegible and we are unable to triage it
|| We have been unable to contact the patient using the contact details provided
|| The specialist you have nominated dees not conduct outpatient clinics at the RNC

It does not include the patient's

| | First name

|| Last name

|| Mailing address

|| Date of Birth

|| Contact telephone number (preferably home and mabile)
|| Test results referred to in the correspendence

Tt requires the following additional information

|| Reason for referral (provisional diagnosis)

|| Specialty requested

|| Name of specialist requested

|| Referrer's first and last names

|| Referrer's mailing address for correspondence

|| Referrer's contact telephone and facsimile number
|| Referrer’s signature

Referrer's provider number
u provt ! |¥| Include original fax
Comments | | Include specialist list

Sent to Wendy Pudney

Send Cancel

* Tick the Manual checkbox to enter a fax number.
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3 = RiMS workflow

v

(5P faxes Referral to the Referral
Management Centre at RNC

1

Feferral is viewed through web
browser

(Internet Explorer)

and checked for completeness and
that it is for one of the RMC

specialties.

Patient allocated an MEN if reguired
and placed on YWaiting List in iPM with
category of ‘Not Specified

Document appears on delegated
clinical staff specialty list for trage,
viewy through Internet Explorer

|

Triage within specialty and allocation
of urgency:

Immediate 7 days

Urgent A0 days

semi-urgent 90 days

Foutine 365 days

Mot recommended

|

Triaged document appears on RMC
finalization list for finalising

Y

RMC staff set Triage categary in
IPM and add any comments

|

Fatient and GF advised by
letter generated from iFM of
appointment or estimated wait
time.
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E RiMS Key Performance Indicators

= No loss of referrals
= All referrals able to be triaged - Improved referral information

= Reduced queue time

= Reduced triage time

= Max. 5 day response time
= All referrals acknowledged
= All appointments wait listed and auditable

= Able to be used by all OPD services
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Outcomes of RIMS development

Paper referrals & manual handling eliminated

ALL referrals electronically received, stored, tracked and remotely
triaged —security of patient information.

More than 75% of patient referrals are triaged and the outcome reported
back to the referring clinician and patient within 5 days

Any referral can be retrieved from any PC on the network or remotely.

Enhanced communication between internal and external stakeholders
resulting in improved quality of referrals & timely care.

Triage & telephone queue times reduced by 30%

Ensures transparency and accountability for processing all referrals
Clinician engagement and confidence in ‘the system’

Replaces a complex, inefficient, unreliable process

Significant reduction in complaints

Saves 10+ reams of paper per week

Nominated for a Quality Award
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