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1. About Pathways

Pathways is a product offered by Platform24 to automate and connect care activities for planned
episodic care.
In Pathways, you can combine different events and activities to optimize your clinical care path-
ways. Different types of care activities (usually referred to as steps) can be combined in many
different ways to accommodate different types of care processes. The care activities can be sched-
uled relative to each other, and can also be triggered based on the outcome of other activities.
Currently we have support for the following care activities in a care pathway, but new activities will
be added continuously:
• Digital appointment step
• Physical appointment step
• Booking ticket step: Creates a booking ticket that the patient can use to schedule a booking.
• Questionnaire step: Creates a questionnaire that the patient can answer.
• Recommendation step: Creates a questionnaire that the patient can answer and provides the

patient with a recommendation based on the answers.
• Information step: Shows information that the patient can read and acknowledge.
• Attestation step: Creates an attestation in Clinic.
• Consent step: Creates a consent step, where the patient can give consent to one or more

consents.
• Patient email/SMS/push-notification step: Sends an email, SMS or push notification to the

patient.
A care pathway in Platform24 can be activated in three different ways:
1. A practitioner manually enrolls a patient to a care pathway in Clinic.
2. A certain event in an external EHR system (e.g., booking of an appointment) triggers a care

pathway to be activated in Platform24 via integration.
3. A patient triggers a care pathway from the Patient application.

NOTE
The User Manual might not always be fully up to date regarding all User Interface
(UI) elements. For example, smaller UI elements, such as updated names for but-
tons, fields etc. might not in themselves produce a new version of the User Manual.
All UI changes will, however, be communicated in the Release Notes at the time
of the update. All warnings will always be up to date in the User Manual, and, in
addition, new warnings will be communicated in the Release Notes.
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2. Contact details

2.1. Manufacturer

Address Platform24 Healthcare AB
Västra Järnvägsgatan 7
SE-111 64 Stockholm

Website https://platform24.com

2.2. Support

2.2.1. End user support
Platform24 does not offer direct access to end user support. For questions, the first line of support
is your on site superusers and trainers.
For information about the superusers in your organization, refer to your internal routines and
procedures.
2.2.2. Superuser support
A superuser is an end user with increased knowledge and responsibility about the platform on
each unit.
The superuser acts as the first-line support for the end users on the device and is the one who turns
to Platform24 for further support, if necessary.
For information about the superusers in your organization, refer to your internal routines and
procedures.
Urgent cases
For urgent support cases superusers should call the Platform24 support phone number below.
Phone: +46 (0) 10-140 23 21
Non urgent cases
For all non urgent support cases superusers should email the support email below.
E-mail: <support@platform24.com>
For questions regarding additional services or modules your organization may want to buy or
activate, superusers should contact their Customer Success Manager, (CSM) at Platform24.
2.3. Feedback and questions regarding the User Man-
ual
For feedback and questions regarding the User Manual, email the user documentation support
email below.
E-mail: <support@platform24.com>
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3. Definition of symbols and precautions

3.1. Symbols definition

Manufacturer

Consult instructions for use

Consult the instructions for use for important information
such as warnings and cautions.

3.2. Precautions definition
This section describes the different types of precautions that are used in the User Manuals.

WARNING
A warning indicates a hazardous situation that, if not avoided, could result in death
or serious injury.

CAUTION
A caution indicates a hazardous situation that, if not avoided, could result in minor
or moderate injury.

IMPORTANT
An important precaution indicates information that is important for the user to
take note of.

NOTE
A note indicates information that the user should to take note of.
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TIP
A tip indicates recommendations for the user.
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4. Log in and log out

4.1. Log in to Clinic
1. Open the browser and enter the URL https://clinic.platform24.se.

The recommended web browsers are Google Chrome or Microsoft Edge.

NOTE
Some customers might have a unique environment link. Talk to your superus-
er if the link does not work.

2. Log in using your selected authentication method.

NOTE
The selected authentication method is customer-specific. Talk to your super-
user if you are unsure about the login process at your clinic.

4.2. Log out of Clinic
1. Click Log out in the lower left corner.
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5. The Care pathways view

To reach the Care pathways view, click on Care pathways in the main menu.

The Care pathways view consists of the following parts:
Statistics The statistics contain information on how many patients are enrolled in a care

pathway on the current care unit (Total Patients) and how many patients in
active care pathways are Assigned to you.

Enroll patient The Enroll patient button allows you to manually enroll a patient in a care
pathway. For more information, see Enroll patient in a care pathway [12].
In order to enroll a patient to a care pathway, the patient must first be regis-
tered in the Clinic application. For information on how to add a new patient in
Clinic, refer to the Clinic User Manual.

NOTE
If you have a booking integration where care pathways will be
created automatically in Platform24 via the integration, you
will not use this functionality.

Patient list The patient list contains the patients enrolled in a care pathway on the specific
care unit. For more information about the patient list, see Patient list [9].

5.1. Patient list
The patient list in the care pathways view contains all patients enrolled in a care pathway on the
specific care unit.
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The patient list contains the following information/columns:
Patient Name and unique personal identifier.
Status Status of the care pathway. Can be “Active”, “Completed” or “Can-

celed”.

NOTE
This column is only shown if the Show inactive care
pathways slider has been enabled.

Care pathway The name of the care pathway the patient is enrolled in.
Date enrolled The date when the patient was enrolled in the care pathway.
Current phase The phase in the care pathway in which the patient currently is.

NOTE
Some care pathways do not have the concept of
“phases”. In that case this column will be empty.

Next appointment The next upcoming appointment in the care pathway.
Date The date of the next upcoming appointment in the care pathway.
Assigned practitioners The responsible practitioner(s) for the specific patient’s care path-

way. Mainly used for filtering on the care pathways that a specific
practitioner is responsible for, and to trigger attestations from the
care pathway to the assigned practitioner.

The patient list is by default sorted by Date enrolled (when the patient was enrolled in a care
pathway).
Click on a patient name to view the patient profile where you can see detailed patient data. For
more information about the patient profile, see Patient profile [15]. If you want to go to the
Detailed care pathway view [18], click on the care pathway row in the table.
If you want only to see the patients enrolled in a specific care pathway, you can do this by selecting
a care pathway in the drop-down list.
It is also possible to search for a patient in the list by using the unique personal identifier. In
addition, it is possible to see all patients that a specific practitioner is responsible for by selecting
the practitioner in the drop-down list.
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The Care pathways view by default only shows active care pathways, but if you also want to see
the inactive care pathways (i.e., the completed or canceled ones), enable the Show inactive care
pathways slider.
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6. Enroll patient in a care pathway

NOTE
This specific functionality will not be used if the customer has an integration where
care pathways will be triggered automatically.

1. Go to the Care pathways view (or the detailed care pathways view in a patient profile).
2. Click the Enroll patient button.
3. Enter the unique personal identifier of the patient you want to add and press Enter on the

keyboard or click on the search symbol next to the input field. The selected patient’s details
will then be displayed.

NOTE
If the patient is not already registered in Clinic, you need to register the patient
in Clinic before you can add them to the care pathway. For information on how
to add a new patient in Clinic, refer to the Clinic User Manual. Once the patient
is registered, repeat the first steps in this instruction.

4. Select the responsible practitioners in the drop-down list (you can select multiple options) and
click Next.
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5. Select which care pathway you want to enroll the patient in from the drop-down list. You will
be able to select from the care pathway templates configured in your partner.

6. After selecting a care pathway you will see a simplified overview of the different steps in that
particular care pathway template. Click Next to proceed.

NOTE
If the patient is already enrolled in the same care pathway template you will
get a warning about this.
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7. If the care pathway contains a booking step (external appointment) or an appointment step
(appointment in Clinic), you will be asked to choose among the patient’s upcoming appoint-
ments and connect the right appointment to the right step in the care pathway.

NOTE
If the patient has no upcoming appointments or bookings, the practitioner will
be informed about this.

8. After connecting the appointments you will again see the simplified preview of the care path-
way, now with the starting dates for each step in the care pathway. Click Next to proceed.

9. In the summary view you will see a summary of the patient details, the assigned practitioners
and the selected care pathway.

10. Review the summary and click Enroll patient to enroll the patient to this care pathway.
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7. Patient profile

To access a patient profile in a care pathway, click on a patient in the Care pathways view. You can
also search for the patient in the main menu on the left (Search patient).

The top level tabs in the patient profile are as follows:
1. Patient Details

Contains the patient's details such as patient information (including e-mail, phone number
etc.), health profile, warnings, internal notes and dependents (children connected to this
patient).

2. Tickets
Contains booking tickets and standalone questionnaires (questionnaire tickets) sent to pa-
tients. You can also see the status of each ticket. If a patient has used the ticket and set up an
appointment, the status of that appointment can also be viewed.

NOTE
Here tickets and questionnaires sent to the patient in a care pathway will also
be found.
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3. Health data
Visualizes specific health data collected in questionnaires in the form of graphs. For more
information, see Graphs [26].

NOTE
Health data that should be visualized as graphs must be configured in the
questionnaires.

4. Patient activity
Shows planned and most previous activities and related to the patient, appointments, attesta-
tions, consultations and interviews, from care units within the same care provider. Activities
from other care providers within the same partner are only visible if the patient has given their
consent.

5. Care pathways
Shows all care pathways the patient currently is enrolled in (active care pathways) or has been
enrolled in (inactive care pathways) within the current care provider. If the patient has given
consent, it will also show pathways belonging to other care providers within the same partner.
On each pathway-card you will be able to see some high-level information about the pathway:
name, description, status, estimated progress, enrollment date and responsible care unit.
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To view more information about a specific care pathway, click on View details in the care
pathway card. See Detailed care pathway view [18] for more information.
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8. Detailed care pathway view

In the detailed care pathway view you can view more information about the care pathway. Here
you can view where in a pathway the patient is, and the finished and planned steps for the patient.

8.1. General information
On the top of the detailed care pathway view you can see:
• Name of the pathway
• Status (Active, Canceled, Completed)
• Description of the pathway (if existing)
• Estimated progress

NOTE
This is an estimation based on the planned remaining steps.
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8.2. About
In the About section general information about the pathway can be found:
• Enrollment date
• Care unit
• Number of phases (if applicable)
• Current phase (if applicable)

8.3. Assigned practitioners
In the Assigned practitioners section you can see what practitioners are assigned to the pathway.

8.3.1. Add assigned practitioners

1. Click the Assign practitioner button in the Assigned practitioners section.

2. In the dialog that opens, you can search for practitioners to add to the pathway.

User Manual - Pathways

19



8.3.2. Edit assigned practitioners

1. Click the Edit buttons in the Assigned practitioners section.

2. In the dialog that opens, you can search for additional practitioners to add to the pathway, or
remove current assigned practitioners.

8.4. Information articles
In the Information articles section you can see all information articles that are connected to the
pathway.
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If you click on a link, you can open and read the article.

NOTE
If you want to edit an information article, this is done in the Manage application.
For instructions, see the Pathways template builder User Manual.

8.5. Cancel a care pathway
In order to cancel a care pathway, click on the Cancel pathway button in the top right corner in the
detailed care pathway view.
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When a care pathway has been canceled for a patient, the patient will still be able to see the care
pathway in the Patient app, but it will be marked as canceled.

NOTE
Canceling a care pathway will also cancel its remaining steps. However, appoint-
ments booked in external EHR-systems will not automatically be canceled. These
appointments have to be canceled in the EHR-system.

8.6. Planned steps
In the Planned steps list you can see all upcoming and active steps in the pathway.

The list of planned steps contains the following information:
Activation date The date when the step becomes active. If the activation date cannot be

calculated yet, this column will be empty.
Status A planned step can have the following statuses:

Potential: The step might happen.
Scheduled: The step is scheduled and will become active on the activation
date.
Active: The step is active and can be interacted with.
Pending booking: The step is blocked due to being dependent on a book-
ing/appointment step that is lacking a date.

Type Type of step, for example questionnaire, online appointment or attestation.
Title Name of the step (as specified in the pathway template). For steps that are

possible to open in another view in Clinic, the title will be clickable. For exam-
ple, if you click on an upcoming digital appointment you will be redirected
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to the appointment view, and an active attestation will redirect you to the
attestation view.

Expiration date The date when the step will expire.
The list of planned steps is sorted in chronological order by the activation date, and by default
potential attestations and patient notifications (SMS, emails) are not shown. If you want to see
these - enable the Show potential attestations or Show notifications slider and they will appear
in the list.
8.7. Completed steps
In the Completed steps list you can see all finished steps in the pathway.

The list of completed steps contains the following information:
Date The date when the step transitioned to its final state, i.e., if completed it will show the

date the step was completed, and if expired it will show the date the step expired.
Status A completed step can have the following statuses:

Completed: The step is completed.
Canceled: The step is canceled.
Expired: The step was not completed before the expiration date.

Type Same as for planned steps.
Title Same as for planned steps. Note that in completed steps you will also be able to click the

title to go to the completed questionnaires.
The list of finished steps is sorted in chronological order by the date it was updated, and by default
patient notifications (SMS, emails) are not shown. If you want to see these - enable the Show
notifications slider and they will appear in the list.
8.8. View as flowchart
It is possible to view the pathway steps (both planned and finished) as a flowchart instead of a
listview, by clicking the View in flowchart button.
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The patient notifications will be hidden by default, and can be shown by enabling the Show
notifications slider. As the pathway moves on, some steps might be “unreachable”, e.g., if a
reminder should be sent out only if a questionnaire is not completed, the reminder will become
an unreachable step when the questionnaire is completed. The unreachable steps are hidden by
default in the flowchart but can be shown by enabling the Show unreachable slider.
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9. View information connected to a care path-
way

9.1. View questionnaires
There are different places where you can view questionnaire statuses and results, see following
sections.
9.1.1. Status
To check the status of a questionnaire, go to Patient profile > Tickets > Questionnaire tickets.
Here you can see when the questionnaire was activated, when it expires, its status, and if comple-
ted the completion date (Used at). You can also cancel questionnaire tickets before they have been
used or expired by clicking on the bin/delete symbol to the right in the row.

9.1.2. Questionnaire answers
To check the patient’s answers to a specific questionnaire, go to Patient profile > Patient activity
> Interviews and choose the questionnaire you want to see the answers to.
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When clicking on a questionnaire, the questionnaire details view is shown:

The Original Text is the SmartText, that is, the auto-generated summary of the patient's answer.
The Original answers are the patient's exact answer to each question in the questionnaire.
If the patient uploaded photos in the questionnaire, they will also be displayed here under a tab
called Uploads.
9.1.3. Graphs
To be able to see the health data graphs (collected via questionnaires), go to Patient profile >
Health data. Here you view how the health data evolves over time.
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9.2. Appointments and bookings connected to a care
pathway
To see all digital and physical appointments (bookings) connected to a care pathway, go to Patient
profile > Patient activity > Appointments. Here you can see the patient’s all previous and planned
appointments.
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If you click on an appointment in the Appointments list, you will open the detailed appointment
view.

NOTE
For physical appointments (i.e., appointments taking place outside of the Clinic
application) you will not be able to open a detailed view.

9.3. Booking tickets connected to a care pathway
To check the status of a booking ticket connected to a care pathway, go to Patient profile > Tickets
> Booking tickets. Here you can see when the booking ticket was activated, when it expires, its
status, and if completed the completion date (Used at). You can also cancel booking tickets before
they have been used or expired by clicking on the bin/delete symbol to the right in the row.
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9.4. Attestations created in a care pathway
Attestations are tasks created automatically by the care pathway, and these are pre-configured by
your organization. For example, an attestation can be sent when a patient has or has not answered
a questionnaire, or if a patient does not use their booking ticket.
Attestations can also be pre-configured to have different priorities, in order to guide the practition-
ers what attestation to handle first. For example, attestations with different priorities can be sent
based on what the patient answered in a questionnaire.
The attestations created by a pathway can be configured to be assigned to a role or to a specific
practitioner.
9.4.1. Incoming attestations
All incoming attestations are listed in the Incoming tab in the Attestations view. The attestations
are grouped per patient and sorted by priority. The attestations in the Incoming tab can be filtered
by care unit and practitioner, as well as by attestation type. Use the drop-down lists to apply these
filters. It is possible to select multiple options in the drop-down lists.
Use the Show attested slider to also show the already attested attestations.

9.4.2. Attestations attested by me
The Attested by me tab in the Attestations view lists attestations attested by the logged in practi-
tioner.
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10. Terms and definitions

Customer Success Manag-
er (CSM)

A CSM (Customer Success Manager) is the customer’s main strategic
advisor. The CSM is also the customer’s main contact person for any
contractual, commercial questions/issues.The CSM is the first point
of escalation for any unsolved questions/requests/issues

EHR Electronic Health Record
superuser A superuser is an end user with increased knowledge and responsi-

bility around the platform at each care unit.
The superuser acts as the first-line support for the end users on the
device and is the one who turns to Platform24 for further support, if
necessary.

unique personal identifier For practitioners: can be for example e-mail, HSA-ID
For patients: can be for example e-mail, personal identity number,
insurance number, BSN
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11. Pathways - Versions

# Date Description
1.0 2024-03-22 1st version.
2.0 2024-11-08 Main updates are:

• General: Updated images with better examples.
• Chapter 1. About Pathways updated.
• Chapter 3. Symbols updated to also contain a definition of the pre-

cautions in the User Manuals.
• In section 3.1. Symbols definition, the previous warning symbol has

been replaced with a caution symbol indicating to the users to con-
sult the instructions for use for relevant warnings and cautions.

• Section 8.2. About expanded with "Number of phases" and "Current
phase".

• Previous section 8.5. Edit an information article in the Manage appli-
cation removed and reference added to the Pathways template build-
er User Manual in Chapter 12. References.

• Section 9.1. View questionnaires clarified.
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12. References

Category Description
Clinic User Manual Refer to the Clinic User Manual for a description of the gener-

al workflows and functionality in Clinic that is not specific to
Pathways.
Example of workflows and functionality described in the
Clinic User Manual:
• Patient search
• Notifications
• Users
• Shift types
• Digital appointments:

• Sync
• Asynchronous

• Patient profile
Pathways template builder User Man-
ual

Refer to the Pathways template builder User Manual for a de-
scription on how to edit an information article in the Manage
application.
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