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Service Overview

The Access Intelligent Care Platform (AICP) is an Al-enriched operational improvement
platform that integrates people, processes, and systems across the health and social care
continuum. As Access Group's first focused launch of Al capability within the healthcare
sector, AICP addresses the critical challenge of communication silos between
organisations, improving patient outcomes and operational efficiency.

Core Functionality

AICP provides a single feed view beginning with comprehensive Rio system integration
included as standard. This foundational integration delivers real-time access to patient
demographics, allergies, appointments, assessments, referrals, and diagnoses within a
unified platform interface.

The platform's Information Panel provides comprehensive patient record details, with
capability to access Rio data from multiple instances when needed. This proves
particularly valuable for ambulance staff and care professionals requiring visibility across
regions.

Al-Powered Intelligence

The Evo Co-Pilot Detect and Direct capability leverages artificial intelligence to synthesise
complex medical histories into clear, actionable insights. Care professionals receive
comprehensive summaries of patient activity and status, whilst natural language
querying capabilities reduce time spent searching through clinical documentation.

The Timeline View presents headline events and interventions in a graphical format,
transforming traditional text-heavy records into an intuitive, chronological view
highlighting critical care milestones.

Expandable Architecture

Whilst AICP includes the Trust's Rio feed as standard, organisations can incrementally add
additional system feeds based on operational needs and readiness. Additional feeds are
categorised into tiers:

e Core feeds: Other Access products (Mosaic, ADAM, Synergy)

e Enterprise System feeds: Site-wide Electronic Patient Records or Case
Management Systems (EMIS Health, Liquid Logic)

e Departmental System feeds: Multi-function systems for specific departments

¢ Small System feeds: Single-function systems (rostering, medication
management)
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This modular approach enables organisations to start with Rio integration and expand
organically, with individual organisations able to switch on additional feeds
independently within an Integrated Care System.

Collaboration and Communication

The platform's Collaboration Panel eliminates inefficient phone calls and manual updates
through automated notifications via the platform feed, with options for email and SMS
alerts. The Communications Hub maintains a complete audit trail whilst respecting role-
based permissions and data privacy controls, ensuring all stakeholders remain informed
and coordinated.

Operational Benefits

Current estimates demonstrate between 15% and 20% reduction in clinical and
administrative time requirements with just the Rio feed active, with benefits increasing
as additional systems connect. Third-sector staff and partner organisations can gain read-
only access to relevant Rio information through AICP, removing the complexity of
providing full Rio licences and hardware.

Patient-Centred Outcomes

Patients experience more coordinated, efficient care delivery through Al-powered
summaries and intelligent timeline views. Key benefits include confidence that care
providers access complete medical history, reduced need to repeatedly provide
information, more clinical time for direct patient care, and automated notifications
ensuring seamless care coordination.

2 Onboarding

Access Implementation Methodology (AIM)

Our consultants follow a 4-phase, 12-step process and we propose a scale of project,
management and administration that's appropriate for your specific needs. From
evaluation, planning and design, through to implementation of your business solution.

Phase 1, Pre-project planning
Step 1: Needs analysis

After detailed consultation we will clearly define your needs in a proposal document
that identifies the benefits you will experience by updating your systems.

Step 2: Solutions demonstration
We will take you through a tailored demonstration of your proposed solution and work

with you to agree which elements will be included in the initial project. We listen and
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take account of all your feedback and will provide a quotation outlining the anticipated
cost of your project.

Step 3: Sales handover

Having finalised the project's scope and agreed commercial terms, we prepare a
handover document from sales to the project team who will partner you throughout
implementation. They will meet with all appropriate members of your team to ensure
continuity throughout the process.

Phase 2, Configure & Install

Step 4: Definition

The Access project team will work with you to define the structure and control
processes that will guarantee the success of your project. Documents that we provide
you at this stage will cover all your project objectives, the full specification and success
criteria. This gives total clarity over individual tasks and responsibilities to ensure you're
fully informed going forward.

Step 5: Solutions workshops

This step helps your project team become fully immersed in the proposed software. We
map business processes to functionality so that you can understand how the solution
will look and feel.

Step 6: Confirmation of requirements

Following your feedback from the solutions workshops, we will confirm the detailed
actions and solution components necessary to meet the project success criteria we
identified earlier.

Phase 3, Training

Step 7: Configuration

The components identified in Step 6 are delivered and a User Acceptance Test (UAT)
system is built ready for you to carry out a pilot test. We configure and tune all the
variables within the system to match your specific requirements.

Step 8: User Acceptance Test (UAT)
The UAT is conducted in a workshop environment for your staff against an agreed test
plan. At the end of this step you will be ready to go live.

Step 9: Education
With a fully designed, installed and tested system now in place, we will train your staff on
all relevant areas of the software. We are highly skilled at adapting our training to the
learning styles of each of your staff members. We can train all of your staff or, if preferred,
we will train your in-house.
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Phase 4, Support

Step 10: Go Live

The test system is converted into a live working environment ready for the processing of
real-time business transactions. This is managed by a pre-agreed go live check list to
ensure all possible circumstances are considered and addressed. We will be on-site to
answer your questions and support your users throughout this time, helping them to get
maximum clarity and impact from the software as they become increasingly confident.

Step 11: Support handover

We prepare a handover document and deliver it to our ongoing support team. This
document contains all the information our support consultants need to answer any
future queries you may have.

Step 12: Post project review

Your experience is extremely important to us. Shortly after you go live we will request
feedback on your experience of the implementation process to help us further refine our
delivery processes. We then agree sign-off for the project.

3 Service & Support Management Details

At Access we know why you choose our products, it's because you want to be more
successful. We want you to be more successful too. So, we've taken a good long look at
how we support you, taken on board feedback and made it a whole lot better. We're not
just here to support you when you need a hand - we're here with you at every stage of
your journey.

Support Commitment

We recognise that the systems, software and services we supply may be critical to the
well-being of your business. Our aim is to ensure that you have continuous operational
capability from our products. We will help you to achieve this by providing efficient
support, resolving the majority of tickets at first-line contact.

We will help you maximise your return on investment by providing the best in technical
assistance, advice and customer care. We own your support queries and will ensure that
they are resolved as promptly and efficiently as possible.

We provide 3 main support plans for AICP as detailed below.

The Essential Plan
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The online service The Essential Plan is available to all Access customers as part of your
license fee and provides you with easy-to-access online support for all your queries,
facilitated via our Customer Success portal.

The Standard Plan

Get answers faster

As a Standard Plan customer you benefit from faster response times and can access our
support teams via telephone and live chat, as well as through our Customer Success
portal. To help your team be more productive, you are provided with continued access to
our e-learning content as well as a programme of Success webinars, designed to keep
you up to date with new features and share best-practice advice and guidance.

The Premier Plan

Boost productivity with direct access to the experts and achieve a higher return on investment
Our Premier Plan enables your team to achieve more and improve productivity through
an ongoing relationship with your own designated Customer Success Manager. Your CSM
will get to understand how you're using the technology and will advise you on how to get
more from it.

Full details of our Customer Success Plans can be found here Access Customer Success
Plans

Get to know our knowledge base

Knowledge Base is our huge database of commonly asked questions, articles and videos.
All you need to do is Register and Login and you can find the answers you need any time
of the day.

The advanced search function not only searches articles from Knowledge Base, but links
up with our Community hub to display the topics that you need. So you've got everything
you need all in one place.

Can't find the article to answer your question? Not a problem. Each article links to our
Community so you can ask a question, or to raise a case with the Access team.

Got a question? Ask our Community

Community connects our customers together to help them solve problems and share
how to get the very best out of their Access products.

Our customers know more about using our products in their jobs than anyone else.
Community gives you the chance to receive - and share - friendly expert advice that goes
beyond normal customer support. Discover best practice hints and tips from peers in
your industry to help you make the most of your experience with your Access product.
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Each of our products has its own dedicated Community, so you can get straight to the
discussions that matter to you. No unnecessary searching needed.

If a question can't be answered by Community a member of the Access team will reply.
We'll make sure that no query goes unanswered.

4 Account Management & Customer Success

With over 160,000 customers using products supplied by the Access Group we have a
large team involved with ensuring that our customers are able to build on their
investment with Access.

This includes the Customer Success team who are specialists in specific products whose
role is to ensure that our customers on Standard and Premier Success plans benefit from
educational webinars to ensure that you are always taking advantage of new functionality
and most importantly continuing to adopt best practice in the day to day use and set up
of the software.

Our Account Management team work with our customers specializing in vertical sectors
or specific products. Depending on the complexity of the customer these are either office
based using the latest technology to provide our customers with the highest possible
levels of service or will visit sites for face to face meetings.

Our Account managers work with you keeping our customers informed on the way
emerging technologies can help their business. They prepare briefings on the business,
technical and financial benefits of technology and collaborate with customers to ensure
the customer is aware of the breadth of software and support that Access can provide.

5 Backup and Disaster Recovery

AICP is hosted on Microsoft Azure with comprehensive backup and disaster recovery
capabilities designed to protect customer data and ensure service continuity.

Backup Strategy:

All data is backed up automatically in accordance with healthcare data retention
requirements. Backups are encrypted at rest and stored across geographically diverse
Azure regions to ensure data protection and availability. Backup schedules and
retention periods are designed to support both operational recovery requirements and
regulatory compliance obligations.

Recovery Objectives:

AICP has been designed to deliver appropriate recovery objectives for a cloud-based
healthcare system. Recovery Point Objective (RPO) and Recovery Time Objective (RTO)
targets are established to minimise data loss and service disruption in the event of an
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incident. Specific recovery targets will be confirmed as part of contractual agreements
and reflect the critical nature of electronic patient record systems.

Disaster Recovery Testing:

Access undertakes regular disaster recovery testing to validate the recoverability of the
service and ensure that backup and recovery procedures remain effective.

Infrastructure Resilience:

The platform is architected for resilience with data replicated across geographically
diverse Azure regions. The platform incorporates redundancy, automated monitoring,
and alerting capabilities to detect and respond to incidents rapidly, minimising the risk
of service disruption.

Incident Response:

In the event of a service incident, Access support teams follow established incident
response procedures to assess impact, communicate with affected customers, and
restore services in line with agreed recovery objectives.

6 Business Continuity
Access maintains comprehensive business continuity and disaster recovery plans to
ensure continued service delivery in the event of significant business disruption.

The Access Group's full and most up to date business continuity plan can be requested
by emailing buyer.enablement@theaccessgroup.com

7 1SO27001 Accreditation

The Access Group holds 1ISO27001:2022 accreditation across the entire organisation. This
independently verified certification demonstrates our commitment to protecting your
data. Maintaining this accreditation requires us to demonstrate effective security
controls, regular staff training, and documented processes that are tested through
independent annual audits.

8 Development Life Cycle

Access is committed to a collaborative approach to product development, working closely
with customers and the wider healthcare community to shape the AICP product roadmap
and ensure the platform continues to meet evolving clinical and operational
requirements.
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Customer Engagement:

Our Product team works directly with healthcare organisations to understand the
challenges they face and to identify solutions that deliver meaningful value. We regularly
undertake collaborative workshops and feedback sessions with customers to inform
product development priorities and to validate proposed solutions before development
commences.

Healthcare Sector Engagement:

Access actively participates in NHS programmes and initiatives, working with
organisations including NHS England, NHS Digital, Integrated Care Boards, and industry
bodies to ensure AICP aligns with national strategies and standards. This engagement
helps shape our product vision and ensures AICP supports wider healthcare
transformation objectives.

Continuous Delivery:

As a Saas platform, AICP is developed and deployed using continuous delivery practices.
Updates, enhancements, and new capabilities are deployed seamlessly to all customers,
ensuring organisations benefit from ongoing innovation without the need for disruptive
upgrade projects. This approach enables Access to respond more rapidly to customer
feedback, regulatory changes, and emerging requirements.

Customer Involvement:

Access actively encourages customer involvement in product development activities,
including participation in design workshops, early access programmes, and user testing.
This collaborative approach helps ensure that new capabilities are validated with real-
world clinical and operational input before wider release.

9 Technical Requirements

AICP is delivered as a cloud-native SaaS platform, minimising local technical
requirements and infrastructure dependencies for customer organisations.

Access Requirements:

AICP is accessed via modern web browsers on supported operating systems. The
platform is designed to be compatible with standard NHS desktop and mobile device
configurations, supporting clinical staff working across multiple locations and care
settings.

Specific browser and operating system compatibility details will be provided during
implementation planning and are subject to ongoing review as technology platforms
evolve.

Network Requirements:
Access to AICP requires internet connectivity with appropriate bandwidth to support
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clinical workflows. Recommended network specifications will be provided during
implementation planning based on anticipated user volumes and usage patterns.

Integration Requirements:
AICP supports integration with NHS national systems and infrastructure where
required, including:

e NHS Spine services (including patient demographic services and national data

sharing capabilities)

e NHS authentication and identity management services

e Local care record and shared care systems

e Third-party clinical and administrative systems
Specific integration requirements and technical prerequisites will be confirmed during
scoping based on organisational requirements and existing system landscape.

Device Support:

AICP supports access from a range of devices including desktop computers, laptops,
and mobile devices. Specific device compatibility and any additional requirements (such
as identity management components) will be confirmed during implementation
planning.

Customer Responsibilities:
Customers are responsible for:
e Ensuring adequate internet connectivity and network capacity
e Maintaining supported browser and operating system versions on user devices
¢ Managing local authentication and identity management components where
required
e Ensuring compliance with NHS Digital technical standards and security
requirements

Technical Standards:

AICP is designed to comply with relevant NHS technical standards, including
information governance, data security, and interoperability requirements. Specific
compliance documentation can be provided on request.

10 Service Constraints

Service Availability:

AICP is delivered as a managed SaaS platform with target availability of 99.9% per
calendar month. As a cloud-native platform, updates and enhancements are typically
deployed without service disruption. In exceptional circumstances where maintenance
activities may impact service availability, Access will provide advance notice to customers.
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