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What is the PatientPack App?



Overview of the PatientPack App

Appointment Booking
Booking of appointments for your own practice, 

local hub or the virtual services

My Medical Record
View your medical coded medical record as per 

Patient Online requirements

Long Term Condition Mgt.
Empower patients to self-monitor their specific 
conditions

Self-Help Guides
Provide personalised guides for key conditions 
and topics with direct sign-posting into services

Accessible Consented Secure Multi-Language

Medication Management
View medication and order repeat prescriptions 

from your GP record

Lifestyle Management
View and manage your key lifestyle factors for 
prevention of long term conditions



Who will support me?



PatientPack: Rotherham Onboarding team

Danielle

Onboarding Team

Interim point of contact 
or helping your practice 
and staff get setup on 

the app

danielle.pearson@
substrakthealth.com

Maria

Onboarding Team

Interim point of contact 
or helping your practice 
and staff get setup on 

the app

Maria.Walschikow@
substrakthealth.com

Chris

User Experience 
Designer

Designs the look and 
feel of the app including 
any changes in features

chris@
substrakthealth.com

Miriam

Training & Support 
Lead

The point of contact for 
your staff and patients 
you are unsure how to 
do something or the 
app is not working

Miriam.stevens@
substrakthealth.com

via Support Ticket 
System

TBC

Onboarding 
Manager

Single point of contact 
for getting you setup on 
the app and during your 

go-live

To Be Confirmed



Practice Onboarding



Onboarding: Practice Onboarding Process

S T E P  1 S T E P  2 S T E P  3 S T E P  4 S T E P  5

R E C E I V E  Y O U R  
F O R M S

S E T U P  &
C O N F I G U R AT I O N

P R A C T I C E  
D E M O

I N I T I A L  PAT I E N T  
I N TA K E

W I D E R  PAT I E N T  
I N TA K E

Practice to fill out onboarding form and 
sign declaration to proceed

Easy web onboarding form to fill out to 
help us understand your practice

Declaration to be sign, scanned and 
emailed back to us

We will start to setup your practice and 
arrange a convenient time to demo to 

your practice partners

After the demo, we will start the setup 
and configure the app for your practice 
and agreed approach for appointments

Test the app configuration using a 
dummy patient

Provide a detailed walkthrough of the 
app ready for your approval

Agree approach for initial patient 
rollout (~500)

Provide any communication material 
and support for initial patient 

engagement

Train your staff on how to use the app 
and support them

Invite initial patients to register for the 
app

Obtain feedback from patients, practice 
staff and clinical team

Make any required changes based on 
feedback

Invite all practice patients using various 
communication methods

Provide regular support for practice 
staff and patients to resolve any issues 

as they arise



Onboarding Step 1: The Forms

To commence setup for your practice, we require you to complete 2 Forms. 

The online onboarding form is required to get the information we need so that we understand your practice and set you up correctly without delays or mistakes. 

The declaration form is required to confirm your approval to proceed with the setup of the PatientPack App on your practice clinical system



Onboarding Step 2: Initial Demo and Configure

Setup user for our team to connect app to 
your clinical system (TPP / EMIS). This will 
enable us to complete the technical setup. 
We test everything works correctly before 

the demo and practice setup.

Step 2.1 Step 2.2

Demo the app to your key practice partners 
and key staff members to provide 

understand of the full app and what it can 
do. This is a great chance to ask any specific 
questions about the app or raise anything 

that is important to the practice

Step 2.3

Discuss and agree what services you want to 
offer including any specific descriptions and 
messages so we can setup your practice up. 
We will provide some examples to help get 

you started based on previous best practice.



Onboarding Step 3: Demo and Approval

PATIENT

SMS

EMAIL

LEAFLETS

DISPLAYS

ACCOUNCEMENTS

We setup a dummy patient on the app and 
demonstrate the entire app end to end from 
your patients perspective. After the demo, 

we will ask for your approval to go-live. Now 
the app will be ready for real patients.

Step 3.1 Step 3.2

We will agree with you the best approach to 
communicate to your patients for informing 

them of the app using various channels. 
Using SMS, Email, Leaflets, Practice Displays 
or public announcements, we will get your 

patients on the app. 



Onboarding Step 4: Training and Initial Go-live

We provide weekly training via Webex that 
includes an general / new starter training on 

the app and focused training based on 
specific topics or new features. Physical 

training is available, but virtual is better due 
to staff rotas and annual leave issues.

Step 4.1 Step 4.2

We provide a help centre with guides on 
every part of the app for both patients and 

for staff. This can be found at 
support.patientpack.co.uk or from within the 

Admin Portal.

Step 4.3

You can raise a ticket at any point as a 
patient or staff member from within the app 
or help centre. This will always be available 

for queries, questions, issues or specific 
requests.



Onboarding: Training

Face to Face Training
Initial practice staff will be provided with face to face training when demonstrating the PatientPack app to them. This will include an introduction to the application along with 

detailed focus points based on the given practice and training needs of the practice

Virtual Training
Remote virtual training will be provided on a regular basis enabling staff to join at their convenience. This training will include introductions to PatientPack and also detailed 

training based on recent / new features, or identified training needs

Knowledge Base
Our extensive knowledge based will be available 24/7 to all patients and practice staff to each user has access to how to guides. This content includes the ability guides on 

specific tasks such as booking an appointment, processing medication, etc. 

All of the above are supported by our service desk which will operate as the first point of contact for both patients and practice staff to ensure they always have access to 

someone who can help them resolve any issues or obtain guidance from the Substrakt Health team



Onboarding Step 5: Wider Patient Intake

• Comms Examples

Step 5.1

Digital Display

Mini Booklet

Posters

Tweets & Website

SMS Messages

app.patientpack.co.uk

We provide you with communication 
material that has been approved by the CCG 

to help communicate with your practices. 

Using a range of material, patients can find 
out about the app to use it.



Monitoring Practice Onboarding



Onboarding: Monitoring

Onboarding Tracker
Substrakt Health manage and track all Rotherham practices onboarding using our customised tracking system. This enables us to track a practice through each step of the 

onboarding process and report their progress to the contract manager or CCG. 

See comments on 
latest progress of a 
given practice

Assign to Substrakt Health or CCG member 
to resolve specific practice issues

Entire Onboarding Tracker is 
used to provide Project & 

Programme Reporting


