
Capacity Tracker plays a key part 
in driving digital transformation 
in care homes  
Emma Lenden, Change Manager at NHSX worked with the Capacity Tracker team 
to deliver a series of proxy surveys with the aim of introducing process to allow 
care home providers to place orders for medicines online – doing away with 
paper-based systems.  
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What were you trying to achieve?

Emma said: "The 'proxy' survey work aimed to raise awareness in care homes, 
during the Coronavirus pandemic, that technology was available to allow them to 
order medication online, while encouraging more care homes to use the system and 
secure support from CCGs to implement the process in a partnership approach. We 
also wanted to identify who had implemented the process and check if they had the 
right information governance in place." 
Capacity Tracker provided Emma and the team with a list of care homes with online 
ordering capabilities and pharmacy technical colleagues at a local level in the CCG 
or Primary Care Network (PCN) checked that the care home management had all 
the tools they needed to successfully implement the process. This included having 
the right data security in place, as well as secure email systems. 
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Proxy access is considered 'low-level', but it is a start in developing social care 
access to information within the social care sector. 
Take up was around 40% across all the surveys which went out in November 2020, 
March, and May 2021. Each survey could be accessed through the Capacity Tracker 
platform. The survey was repeated over three phases to capture more participants. 
What is the data used for?

Emma: "We use the survey data to target different communications to the different 
homes depending on what sort of level they were at with proxy access. The data 
acted as an 'enabler' to support homes to get the basics of information governance 
right. That would not have been possible without this targeted work."
Emma explained that, currently, just 40% of care home providers have online 
records in any format. "The programme allowed us to upscale, at pace, the 
numbers from an 'immature' level to a more 'mature' one." 
What did the programme deliver?

As a result, many more care home providers are now aware of proxy access and 
interaction increased overall. It helped drive awareness of digital security and proxy 
ordering, along with targeted implementation in a busy sector with finite capacity. 
Emma: "There is still interest from CCGs that want to use the survey outputs so they 
can target those providers interested in adopting the process, while the data is still 
relevant."
What do care providers have in place to order medicines?

Emma: "Many care homes use a paper-based system with patient prescriptions 
being taken (or faxed with associated problems if the machine is switched off) 
to a GP practice. If the provider has secure email, they can send the order to the 
practice, but few have that function. This makes it difficult to audit and without 
secure email the care home hopes that within 24 hours there is a prescription ready 
to be collected." 
What are the benefits to care homes?

With the proxy ordering system secure patient data can be see, along with their 
medicines requirement. The doctor authorises ordering and the pharmacy can turn 
it around in 24 hours. 50% of any prescription errors are resolved using the proxy 
ordering system and patient access application. The care homes knows when the 
prescription is ready to collect from the pharmacy. 
Emma added: "So, it is a streamlined, accurate and safer drug order. There is a 
reduced administration burden on the care home and the pharmacy. 
What was the role of Capacity Tracker?

Emma: "It has been a really powerful tool to gather data and make care homes 
aware of the opportunity. Capacity Tracker housed the survey and alerted users to 
when they are available. It allowed us to focus effort on the right places – making 
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the entire process more efficient and more timely.
"Capacity Tracker also allowed NHSX to identify when and which care homes were 
ready to take the next steps in their journey to 'digital maturity' and start their 
journey to an online and secure shared record system."
What's the next step?

The programme continues to roll-out and is being monitored on a local level. Emma 
added: "The work has created a fledgling partnership with Barclays Digital Eagles 
who are supporting care homes to achieve greater digital maturity through training 
– at no cost to the NHS. However, training to care homes is still being delivered by 
both NHS regional teams and organisations such as Bupa Care Homes."
"If all care homes could order medicines online that would be great and is certainly 
ambitious at this point, but the goal is getting to a shared care record, giving the 
right person in the care home the right information their patient. One application 
might be an activities coordinator being able to see information about the patient 
that allow them to design appropriate activities to a nurse being able to view a 
summary care record to provide the best care they can. 
"At the moment, in many cases, that information is retained on paper. A shared 
record system is the ambition, but if we can start with medication ordering that is a 
great starting point."


