
About WASP
WASP Software Limited is a boutique software house 
that has an in-depth knowledge of the Health and Care 
Sector and works closely with pioneering NHS Trusts, 
major PAS / EPR system suppliers and professional 
bodies to develop and deploy innovative online 
services. With a focus on niche market opportunities, 
WASP specialise in the delivery of scalable cloud-
native solutions that increase staff productivity, 
reduce error-rate and improve patient experience.

The Challenge
The NHS Integrated Urgent Care Service Specification 
identified NHS 111 as the 24/7 service capable of 
making it easier and safer for patients to get the 
right advice or treatment when they urgently need 
it. In order to reduce the demand on Emergency 
Departments (ED), new Urgent Treatment Centres 
(UTC) were established with the aim of providing 
alternative options for the less serious cases.

To best utilise these new facilities, patients would 
be encouraged to call NHS 111 First and would 
be directed to the most appropriate service for 
their symptoms. In return they would be offered 
an appointment at a UTC or advised to present 
at ED, where they would be expecting them.

Consequently, a target was set for every Provider Trust in 
England to offer Direct Appointment Booking (DAB) into 
Emergency Services from NHS 111 by December 2020. 

However, the ability to provide DAB in Urgent and 
Emergency Care (UEC) services has caused many 
issues as by their very nature, they are unscheduled 
incidents. The challenge, as faced by Provider Trusts 
within Kent and Medway Integrated Care Service 
(ICS), has been how best to provide scheduling 
services where none have previously existed. 

In addition, the majority of the ED systems used within 
the provider community did not have scheduling 
facilities into which appointments could be booked 
and there was no obvious option to upgrade those 
systems to provide this capability. This issue was further 
complicated by the fact that some of which were due to 
be replaced or upgraded over the following 6 months.

CASE STUDY

WASP Software
Maidstone & Tunbridge Wells NHS Trust integrates NHS 111 
First booking into Allscripts Sunrise Clinical Manager ED. 

ukcloudhealth.com  |  @ukcloudhealthwaspsoftware.co.uk  |   linkedin.com/company/ wasp-software-limited

“Expecting winter pressures in A&E to be 
a thing of the past is probably being too 
optimistic, but if patients can be treated 
in the most appropriate service, within a 
sensible timeframe without long waits, 
then all patients will receive an improved 
service and necessary focus can be given 
to the more serious medical emergencies 
in ED.” 

Michael Brett,  
Managing Director, WASP Software

Finally, the need to avoid long waits in ED became 
even more essential with the outbreak of the Covid 
pandemic and this became one of the primary 
drivers of the policy that had been in existence to 
relieve “Winter Pressures” on UEC services. 

The Solution
Rather than try to implement and/or upgrade each 
provider system, Kent and Medway chose to work with 
WASP to provide a “System-Agnostic Scheduler” that 
can provide and manage the DAB scheduling activity 
independent of systems in use at each provider site.

Working with Cleric (the IT system supplier for 
SECAmb — Kent and Medway’s NHS 111 Provider), 
WASP has been able to implement an ICS wide DAB 
service built around NHS Digital’s Care Connect 
and Directory of Services (DoS) facilities.

The WASP UEC Provider Scheduler allows each service 
provider to manage their own capacity and associated 
schedules and then publish their daily schedule within 
UKCloud’s secure, scalable and sovereign environment, 
connected to HSCN ready for bookings from NHS 111. 
The UKCloud environment allowed WASP to rapidly 
deploy services for multiple Trusts within the tight 
timescales defined by the December 2020 deadline.

When appointments are booked, the appointment, 
patient details and referral information needed by 
the administration and clinical teams in the relevant 
provider departments is provided through an 
“Expected Patient” list for that day which updates 
as and when appointments are booked.

https://www.england.nhs.uk/wp-content/uploads/2014/06/Integrated-Urgent-Care-Service-Specification.pdf


“Having the appointments and documentation 
within Allscripts Sunrise Clinical Manager 
has significant benefits to us operationally. 
No longer do we need to check for NHS 111 
appointments as we can see and manage 
these through the system we are used to 
using. Our reception staff are far less stressed, 
more productive and patient focussed rather 
than being tied up on repetitive and frankly 
unrewarding administrative tasks. Additionally, 
we will be able to manage our walk-ins 
better, streaming them to other local UEC 
services, even booking them an appointment 
online if they do not need to be seen within 
ED. This allows us to highlight the benefit 
of calling NHS 111 First to ensure they are 
booked into the most appropriate service.”

ukcloudhealth.com  |  @ukcloudhealth

Matthew Read 
Deputy General Manager Medicine and Emergency 
Care at Maidstone and Tunbridge Wells NHS Trust
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“This project has been a significant undertaking 
working together with all parties across Kent & 
Medway to improve UEC provision across the 
county. Some elements have been completely 
new and have taken some time to get right and 
settle down, including the DoS and making 
sure the patient ends up being seen in the 
most appropriate service. The pandemic has 
caused significant issues and long waits for 
Out Patient appointments which has seen 
additional stress on ED in recent months, but 
we do have some new tools that are allowing 
us to rethink our operational procedures and 
service delivery.”

Nick Sinclair 
Director of Operations — Patient Flow at Maidstone and 
Tunbridge Wells NHS Trust 

However, the primary motivation of choosing the 
WASP service over alternative options was the ability 
of the WASP schedules integrating with the Trust’s 
PAS/EPR and ED Systems. This avoids the “Swivel-
Chair” integration where administrative users need 
to manually transcribe patient details and referral 
documentation from one system to another. 

WASP Software offers UEC Direct 
Appointment Booking integrated with;

• Meditech
• Cerner
• Allscripts
• Dedalus
• Lorenzo
• iPM
• PatientCentre

The Results
Maidstone & Tunbridge Wells NHS Trust (MTW – part of 
the Kent and Medway ICS) were one of the first Trusts 
in the country to offer DAB through NHS 111, with the 
system being in place from mid-November 2020, with 
the first DAB occurring later that month. They are also 
the first Allscripts site integrating NHS 111 First DAB 
appointments into Sunrise Clinical Manager ED.

As a result of the solution:

• Integrating NHS 111 appointments details and 
associated referral documentation into the PAS/
EPR and ED system has eliminated onerous 
administrative tasks and improved clinical safety. 

• Patient experience is improving, as more patients 
begin to use NHS 111 — although there is a long 
way to go. Patients can now be streamed to 
the most appropriate urgent and emergency 
care service rather than simply turning up 
at ED in the hope of being seen quickly.

• Staff experience and morale continues to improve. 
Staff are no longer inundated with manual, 
repetitive tasks but are more productive, less 
stressed and have more time for the patients. 

• Health care professionals are able to access the 
NHS 111 referral documentation online and within 
the patient record, this includes any Patient History 
if they are already known to the Trust. This provides 
a more complete picture of the patient, their history 
and the details associated with their referral. 

• Kent and Medway have been able to rethink 
their operational procedures and service 
delivery owing to these new digital tools 
which offer new levels of functionality whilst 
integrating with their existing IT environment. 

How UKCloud Health helps WASP
UKCloud Health’s team of experts in cloud and healthcare 
worked closely with WASP to deliver a secure, trusted 
cloud-based service that provides uncompromising 
protection and integrity to Kent and Medway Trusts. 
The solution leverages UKCloud’s sovereign cloud 
platform that is natively connected to the Health and 
Social Care Network (HSCN) and is optimised for the 
NHS Data Security and Protection Toolkit (DSPT) — so 
that WASP could avoid the time, cost and complexity 
of building a digital foundation of infrastructure and 
connectivity and instead focus on enabling better patient 
outcomes. This collaboration with WASP is a perfect 
example of UKCloud Health’s ability to accelerate and 
assure the adoption of digital healthcare solutions.


