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Hello and welcome! 
In our new quarterly publication, we will be sharing news and updates from 

across the business, aiming to give you a better understanding of who we are 

and the services we provide. We’ll also be putting the spotlight on some of the 

people who work here and each issue will focus on a health topic. 

For our first issue, we will be sharing with you what we have been doing to 

ensure patients and staff are safe during the coronavirus pandemic. Plus we 

are delighted to announce the launch of our new Group of 50 initiative, and in 

support of World Sepsis Day this month, one of our clinicians explains more 

about this life-threatening condition. 

We hope you enjoy reading this; we always welcome feedback 

so if you have any comments or suggestions for future topics, 

please get in touch by emailing communicate@medvivo.com  

Very best wishes, 

Liz Rugg, Chief Executive 
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As the government announced 

the UK’s lockdown, our 

Executive Management Team 

were ready to start implementing 

our business contingency plans.  

Many staff who could work from 

home, were encouraged to do so 

immediately; anyone with long term 

health conditions began shielding; 

and we launched a recruitment 

campaign for additional staff to 

support our operational roles.  

We have been overwhelmed by the 

level of support from staff who have 

been willing to take on additional 

roles to ensure services continued. 

Colleagues working primarily in 

support services even now continue 

to pick up shifts to support the out 

of hours service; and registered 

healthcare clinicians employed in 

other areas of the business 

volunteered to add resilience to our 

home visiting clinical teams. 

In addition to existing staff, we also 

recruited another 40 people on 

temporary contracts. Although 

some have now returned to their 

previous workplace, others now 

have permanent contracts with us. 

Our technical services team also 

had a busy period. As well as 

ensuring everyone was equipped 

for working from home, they also 

helped to set up a remote triage 

team to support our clinicians 

working in clinics across the area. 

Working with our Commissioners 

and local partners, we reviewed our 

working bases. In line with the rest 

of the country we operated on a 

“hot” and “cold” clinic basis to 

ensure the risk of cross 

contamination between staff and 

patients was minimised. 

By working together we have been 

able to ensure patients could  

continue to safely access our 

services across Bath, North East 

Somerset, Swindon and Wiltshire.  
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Medvivo Timeline 
 2004: Wiltshire Medical Services formed (WMS); awarded GP out 

of hours contract in North Wiltshire 

 2005: Awarded the out of hours contract for West Wiltshire 

 2007: Access to Care launched  

 2011: Contracted to deliver integrated services across Wiltshire  

 2012: Telecare service contract won for Wiltshire Council; WMS 
acquired by Telehealth Solutions to become Medvivo Group Ltd  

 2013-4: New Telecare contracts in Hampshire, Bexley, Dorchester 

 2016: Doctorlink formed providing digital health services 

 2017: Rated “Outstanding” by the Care Quality Commission 
(CQC) 

 2018: Contracted to deliver Integrated Urgent Care service in 
Wiltshire, Swindon and Bath and North East Somerset  

 2019: “Outstanding” CQC rating retained; High Intensity User 
contract awarded; Telecare service acquired by Appello UK. 

 2020: Video consultation service launched 

While the past five months have 

been incredibly busy, these 

unprecedented times have not been 

without its challenges. 

The PPE Challenge 

Like many other service providers, 

we were also faced with the 

challenge of sourcing masks, 

aprons and gloves to ensure staff 

were appropriately protected while 

at work. 

We are so incredibly grateful to 

those colleagues who worked 

tirelessly in the early days of the 

pandemic to not just source the 

equipment, but also manage the 

stock to ensure levels were 

maintained.  

From veterinary practices to dental 

surgeries, it meant the world to us 

to receive their donations.  

One of our clinicians even got their 

family involved... With access to 

resources at their local school, the 

children digitally printed thousands 

of headbands to attach to plastic 

sheets to make visors that were 

distributed across the local 

community. The whole family was 

nominated by staff for a Star Award 

for this incredible act of generosity.  

 

 

 

 

 

 

 

Acts of Kindness 

Everyone has been humbled by the 

support given to NHS staff and key 

workers. With the Thursday Clap for 

Carers and the amazing fundraising 

achievements of Captain Sir Tom 

Moore, now officially the country’s 

lockdown hero, it has been a time 

for community spirit to really shine. 

Our first-hand experience of this 

was a note left on one of our 

doctor’s cars with a bag of sweets. 

Since then we have been truly 

touched by a myriad of different 

acts of kindness, from miniature 

pamper gifts to chocolate treats at 

Easter. One particular act touched 

every member of staff...  

Katie is one of our Responders. 

While shielding and unable to work, 

she crocheted hundreds of hearts. 

Many were paired up and sent to 

hospitals for patients and their 

families; others were tied to a card 

and sent to everyone at Medvivo.  

On behalf of everyone here, we 

would like to give a big rainbow 

thank you to Katie, and to everyone 

who took the time to spread a little 

joy and kindness during this time. It 

really did help to keep everyone’s 

spirits lifted. 

And it’s not 

over yet, so 

please 

continue to 

stay alert and 

stay safe. 

 

About Medvivo 

Since 2017, NHS England has been 

revolutionising how urgent care 

services are provided and accessed.  

They have developed a national 

service specification for the provision 

of an integrated 24/7 urgent care 

access, clinical advice and treatment 

service. This incorporates NHS 111 

call handling and the former GP out 

of hours services. 

Medvivo is currently commissioned 

by the local Clinical Commissioning 

Group to provide this Integrated 

Urgent Care service in Bath and 

North East Somerset (BaNES), 

Swindon and Wiltshire (BSW). 

https://appello.co.uk/medvivo


Meet 
Michelle... 

Hello, I joined Medvivo in 2018. 

Having worked previously as a 

Practice Manager for a local GP 

surgery, I was keen to develop 

my career into a role that was 

much more patient-focused.  

As Medvivo’s Patient 

Engagement Co-ordinator, I 

work directly with patient and 

community groups to learn 

about their issues and support 

them to improve their 

experience. This can include 

attending or setting up local 

community events, where we 

talk about what we do and how 

our services can be accessed.  

I also manage the complaints 

and compliments processes 

here, and look after the new 

Group of 50, set up specifically 

so that we can interact more 

with service users.  

Medvivo really lives up to its 

reputation of being an 

“Outstanding” organisation and 

I have never been more proud to 

work where patients really are at 

the heart of everything we do.  

I am very much looking forward 

to working with the Group of 50 

members to see what else we 

might achieve in the future.  

Remember to get in touch if it’s 

something you might like to be 

involved in.  

Very best wishes  

Michelle 

Made up of a cross selection of 

volunteers, our new Group of 50 

works together with members of staff 

to improve the overall service user 

experience delivered by Medvivo. 

Members are encouraged to provided 

feedback in a structured way on the 

NHS services we provide. This also 

includes giving feedback to improve 

and inform service design. 

GP surgeries run similar groups 

called “patient participation”; as an 

out of hours provider, we don’t have 

access to a registered group of 

Through the Clinical Assessment 

Service, patients are offered: 

 Access to urgent care via NHS 

111 - by telephone or online 

 Triage by a Health Advisor 

 Consultation with a clinician 

 Direct booking for a face to face 

appointment  

 Electronic prescription 

 Self-care information 

In addition to this, we also provide: 

Access to Care  

As the professional single point of 

access for referral management, 

this team supports the delivery of 

community services in Wiltshire.  

Our team of clinical staff includes 

nurses, physiotherapists, 

occupational therapists and 

paramedics. They aim to avoid 

hospital admissions and facilitate 

hospital discharge processes by 

working closely with community 

teams and the acute hospitals in 

Swindon, Bath and Salisbury. 

Response  

Integrated within our 24/7 clinically 

focused Access to Care team, our 

responders (or mobile carers) 

provide a range of support services.  

This can involve short term 

domiciliary care provision, assisting 

with non-clinical assessments of 

patients in their home and following 

up alerts activated in Telecare 

alarm monitoring centres. 

High Intensity User  

This service provides support and 

guidance to people who may find 

they are using healthcare services 

more frequently than usual. 

Medvivo was commissioned in 2019 

to provide this service in Bath and 

North East Somerset and Swindon. 

Working together with service 

users, the team offers support and 

discusses how wellbeing could be 

improved, including signposting to 

other services that may better meet 

their needs. 

“Patient-centred care is at 

the heart of our 

organisation and we can 

only truly achieve this by 

engaging with our service 

users, and listening to 

what they have to say.” 

- Carole Williams, Director of 

Nursing and Quality 

Visit www.medvivo.com for more information. 

Medvivo’s New 

Group of 50 

service users. For this reason, we 

would like to build this group with 

volunteers who have used the services 

available through us.    

If you would like to know more there is 

a Terms of Reference for the group on 

our website: 

www.medvivo.com/groupof50  

To join, please complete an application 

form, which is on the website.  

Due to COVID-19 the group will be 

virtual and mostly managed 

electronically. We hope you will 

consider joining, or forward details onto 

any friends or family members who 

might be interested.  

We look forward to hearing from you! 

http://www.medvivo.com
http://www.medvivo.com/groupof50


What is Sepsis 
Sepsis (also known as blood 

poisoning) is the immune system’s 

overreaction to an infection or injury. 

Normally our immune system fights 

infection – but sometimes it attacks 

our body’s own organs and tissues.  

If not treated immediately, sepsis 

can result in organ failure and 

death. With early diagnosis, it can 

be treated with antibiotics (Sepsis 

Trust 2020). At least 48,000 people 

die from sepsis in the UK annually.  

That’s 5 people every hour!  

Symptoms 
Sepsis can initially look like flu, 

gastroenteritis or a chest infection. 

There is no one sign, and symptoms 

differ between adults and children.  

Medvivo and Sepsis 
We have a Sepsis Committee that 

reviews latest information, which is 

then shared in clinical updates and 

in a Sepsis section on our intranet. 

We use NEWS2 and PEWS tools 

with our clinicians to provide a score 

based upon basic observations such 

as blood pressure, oxygen 

saturation, pulse and temperature. 

These scores help identify patients 

who might have Sepsis, and can be 

useful in tracking any deterioration 

in their condition.   

September is Sepsis awareness 

month and we have hosted a range 

of activities for Sepsis Awareness 

Week, 11-18th September. 

Jess Crampton,  

Clinical Effectiveness 

Lead 

Medvivo Group Ltd. Unit 4 Fox Talbot House, Greenways Business Park, Bellinger Close, Chippenham SN15 1BN 

Tel: 0800 6444 200  Email: info@medvivo.com  Website: www.medvivo.com 

Staff news... 
Fundraising Update 

Our charity of the year this year is 

Wiltshire Air Ambulance. With many 

of our activities cancelled due to 

COVID-19, staff have continue to 

raise money with a tuck shop, online 

Bingo events and a Summer raffle. 

The team has so far raised £330, 

which will be well received!   

Staff Recognition 

Showing gratitude and appreciation 

to colleagues is actively encouraged 

at Medvivo with our Star Award 

nominations. Nominations are 

reviewed by our Employee Forum to 

choose a Star of the Month and a 

final Star of the Year. 

We belatedly presented Mandy in 

our Access to Care Team with the 

2019 Star of the Year award for her 

commitment and dedication to doing 

an amazing job. 

Our latest Star of the Month is Carol 

in the Urgent Care team. Carol was 

recognised for being an “amazingly 

supportive team lead”, particularly 

during the uncertain and stressful 

times of the pandemic.  

Everyone has worked so hard 

meeting challenges with 

commitment and focus as we 

adapted to the ever-changing 

situation. A big thank you to all on 

behalf of our Management Team 

and service users. 

Patient Feedback 

“Such friendly, professional staff; 
helped wonderfully in a time of 
illness and confusion;thank you.” 

Very grateful for the expertise, 
professionalism and care 
shown… a safety line at a time 
when we most needed it.” 

“We were made to feel that we 
really mattered, even with the 
virus running rampant.” 

“The level of care was 
exceptional; we are very grateful 
as a family.”  

Feedback is always welcomed at: 

https://bit.ly/medvivofeedback 

Sepsis September: Acting Quickly Can Save Lives 

HOW TO SPOT SEPSIS IN ADULTS 

Seek medical help urgently if you (or 

another adult) develop any of these signs: 

Slurred speech or confusion 

Extreme shivering or muscle pain 

Passing no urine (in one day) 

Severe breathlessness 

It feels like you’re going to die 

Skin mottled or discoloured 

Reference: http://sepsistrust.org 

A child may have sepsis if he/she: 

 Is breathing very fast 
 Has a ‘fit’ or convulsion 
 Looks mottled, blush or pale 
 Has a rash that does not fade 

when you press it 
 Is very lethargic or difficult to 

wake 
 Feels abnormally cold to touch 

A child under 5 may have sepsis if 
he or she: 

 Is not feeding 

 Is vomiting repeatedly 

 Has not passed urine for 12 hours 

Reference: http://sepsistrust.org 

HOW TO SPOT SEPSIS IN CHILDREN 

If your child is unwell with either a fever or very low temperature (or has 

had a fever in the last 24 hours), call 999 and just ask: could it be sepsis? 
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