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How to access Patients Know Best (PKB)? 
 

Patients Know Best is accessible via any web enabled device whether that be a Laptop, 

Smartphone or a Kindle, as long as the device has a web browser, Patients Know Best can 

be accessed.  

 

Website URL for Patients Know Best (Live environment) 

https://my.patientsknowbest.com/ 

 

Patients can also access Patients Know Best via the NHS App  

 

 

Professional Role (Practice Administrator)  
 

Practices have been set up with a Generic Administrator account under the role of 

Professional, this allows Patients to contact the Practice using Patients Know Best. 

 

The generic account has been set up to prevent Patients from contacting Clinical Staff 

directly and allows the administration team to triage incoming messages.  

 

 

How does this look from a Patient Perspective?  
 

When Patients log in to Patients Know Best via a web enabled device, they will see a 

welcome message (Example screenshot below) which guides them on how to contact the 

Practice, this welcome message is standardised across Nottinghamshire but this can be 

changed under the Coordinator role if needed.  

 

 
 

https://my.patientsknowbest.com/
https://manual.patientsknowbest.com/patient/nhsapp
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Patients can then select the Start Consultation button and then select the GP Pre 

Consultation Questionnaire , once they click start they will be taken to a page where they 

fill out the questionnaire.  

 

 
 

Once they are on the page, they will only be able to contact the Practice Generic Admin 

account as this is the only Professional role that is set as contactable (Example below).  
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Towards the bottom of the page is a submit button, once they click on submit the Patient 

will be notified that this has been sent.  

 

 
 

The Practice will then receive an email to that generic account (Practice email inbox), which 

will state who sent them a message but it will not contain the actual message (this is for 

security purposes).  

 

 

 

 

Triaging incoming messages?  
 

If you are already logged into Patients Know Best, you can click on the email link as above 

which will take you directly to that message thread.  

 

However it is highly recommended that you monitor incoming messages using the 

Messages tab when you log in as the generic admin role, this is just to prevent accidentally 

reading a message by clicking on the above and this is the same case for viewing a message 

within the notifications box.  
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Once a new message has been received from a Patient, you can see which messages have 

been unread and read.  

 

Read will have a green highlighted box to the left and will have a white background.  

 

Unread will have a slight blue/grey background but will not show the green highlighted box.  

 

 
 

To the right of a message thread, you can see how many responses there has been within 

that message thread, from the above you can see that the read message only has 1 

message and that the unread message thread highlighted has 3 responses.  

 

There are now new functionalities within messaging which allows you to now Assign 

messages and to also Archive messages → 

https://manual.patientsknowbest.com/professional/messages/assign-archive 

 

If you Assign the message, the message will show that it’s assigned to the generic admin 

account.  

 

 
 

This will move the message thread into the assigned filter under the messages page.  

 

 

 

https://manual.patientsknowbest.com/professional/messages/assign-archive
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This tool is useful if there are multiple professionals set up as contactable but for most 

Practices there is only one contactable professional (Practice Administrator).  

 

This could be useful if you have opened up a message but are unable to respond straight 

away which you can then assign the message to be dealt with at a later time.  

 

You can un-assign a message at any time by going into that message and selecting assign to 

none.  

 

 
 

Once you unassign a message, the message will go back into the active filter unless you 

have archived the message, which the message will sit under the archived filter.  

 

Once you have dealt with a message from a patient, you can now Archive messages, once 

you archive a message, the message will go into the Archive filter.  

 

Note - Before you archive a message, make sure that the message is not assigned, the 

reason for this is that if a Patient responds back to an archived message it should go back 

into the active filter however, if you don’t un assign the message, the message will go into 

the assigned filter.  

 

Information - Patients can not see if a message has been Archived or Assigned either, this is 

only visible to the professional role.  
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Unable to find a Patient record?  
 

If you are unable to find a Patient within Patients Know Best there could be two reasons as 

to why this might happen:  

 

1. Practice has not got an active HL7 feed/EMIS Extract – This is a regular feed of data 

which is sent to PKB. 

 

SystmOne Practices 

 

If you have not provided permission for a HL7 feed to be sent to PKB, please contact 

Connected Nottinghamshire team. 

 

EMIS Practices 

 

Infomration on what is sent from EMIS can be found here: 

 

https://manual.patientsknowbest.com/integrations/emis/data#h.p_Mlw-_FsepyQP 

 

If you are an EMIS Practice, then the extract service will have to be enabled. Please do not 

enable the extract service without contacting Connected Nottinghamshire.  

 

2. Patient has an opt-out code on Systmone/EMIS -  If a Patient has an opt-out code, 

then the record will not be created when NHIS does the bulk upload to the Practice 

PKB live site. 

 

If the Patient has an opt-out code on Systmone/EMIS  then the HL7 feed will not create the 

Patient's Record. 

 

What’s the HL7 feed? - there is a report that gets sent out from your Practice, nightly to a 

data warehouse in Nottingham (GPRCC).  

 

This data warehouse communicates with Patients Know Best, if a new patient is registered 

on S1 for example, S1 will send a report to the GPRCC which the GPRCC will then check PKB 

to if the record exists, if not it will create the record.  

 

The only demographic data the GPRCC sends at the moment is the First Name, Last Name, 

DOB and NHS number of a Patient's record. 

https://manual.patientsknowbest.com/integrations/emis/data#h.p_Mlw-_FsepyQP
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If for example, the patient's DOB is incorrect in S1 it will be incorrect in PKB until it is 

rectified in S1, once it is rectified then the GPRCC will send a message to PKB to 

update/correct the DOB.  

 

 
 

 

Patient does not have an opt-out code on SystmOne/EMIS - If the Patient does not have an 

opt-out code it’s possible that this Patient is newly registered to the Practice and that the 

GPRCC has not sent this message to PKB yet.  

 

 - If the Patient has been registered for a while, please contact the Connected 

Nottinghamshire team or Patients Know Best and we can check with the GPRCC.  

 

Patient has contacted and asked for an account 
 

If a Patient has contacted the Practice and would like an account with Patients Know Best 

there are two solutions that can be given to the Patient.  

 

Note - you should not have to select the invite Patient button to invite a patient to PKB, the 

below steps will guide you on how to quickly invite a patient. 

 
if you are unable to to complete the below steps because the record does not exist, please 
contact the connected Nottinghamshire team. 
 

1) First you should search for the Patient using the PKB Patient Search bar.  

 

2) Enter the Patients NHS number and select My List (This should be default) and hit go. 
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3) This will bring up the Patients PKB record, if the Patient uses the NHS app then they 

can claim their record via that route LINK.  

 

4) If the Patient does not have the NHS app, then if you select Enter email it will take 

you to the Patient's Demographic page.  

 

5) Once in the demographic page (you can always tell if you are in the correct record 

due to the patient banner highlighted in blue), click on Add email.  

 

 
 

6) Once you select Add email, it will take you to a page where you can enter the 

Patient's email address, click on save contact.  

 

https://manual.patientsknowbest.com/patient/nhsapp
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7) Once you click save, you will be notified via the below message and will be taken 

back to the Patients demographics, you do not have to click anything on this page all 

you need to do is click on back to my patients.  

 

 
 

 
 

 

Patient has contacted and said they can’t access PKB  

 
If the Patient is unable to log in to PKB you can create a Test Patient on PKB and check, if 

you would like help creating a test patient please contact the Connected Nottinghamshire 

team.  

 

If PKB ever went down, there would be a notification that would go out to the connected 

nottinghamshire team which they would send out a message to all Practice.  

 

Internet issue? - Patients might be having some technical difficulties with their internet or 

web browser which might be causing issues.  

 

Incorrect password? - Patients can reset their own password by selecting forgot password.  
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Sometimes patients do forget their security question which will mean that the Patient will 

contact either PKB or the Practice. In each case the following process should be followed: 

 

1. Patient contacting the GP Practice - If the patient contacts the practice then you will 

be able to reset the password in the coordinator role.  

 

2. Patient contacting PKB or Connected Nottinghamshire - If the patient contacts PKB 

or Connected Nottinghamshire, the cental coordinator within Connected 

Nottinghamshire will contact the patient and reset their password.  

 
 

Patient has stated that they have an incorrect name or DOB  

 
PKB will reflect what’s stored on Systmone/EMIS, 

 

Systmone Practice -  the only information that is sent into PKB at this moment of time is 

First Name, Last Name, DOB and NHS number.  

 

Note - You should never have to amend demographics within PKB as this is done 

automatically if you have an active HL7 feed/EMIS Extract.  

 

If there is ever an issue with demographics going forward or any other technical issues 

contact Patients Know Best or the connected nottinghamshire team. 
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PKB Manual - https://manual.patientsknowbest.com/home  

 

 

Professional Role (GP or Clinical Staff)  
 

How to respond directly to a Patient within PKB  

 
Practices can enable SystmOne Single Sign on, this allows GP’s or any other clinical staff to 

access the Patients PKB record directly via S1.  

 

This is also possible via EMIS also - 

https://manual.patientsknowbest.com/integrations/emis/viewer 

 

Information - If you are unable to access a record it’s possible that there might be either an 

issue with your Single Sign on credentials or that the PKB record does not yet exist within 

PKB.  

 

https://manual.patientsknowbest.com/integrations/systmone-single-sign-on 

 

Responding to a Patient - Whilst in the Patients PKB record (Summary Page) go to the 

events and messages page.  

 

 
 

Select the message thread which you need to respond to and respond back to the patient 

by entering in the free text box and click send (you can also attach files within a message 

for example an information leaflet).  

 

 

https://manual.patientsknowbest.com/home
https://manual.patientsknowbest.com/integrations/emis/viewer
https://manual.patientsknowbest.com/integrations/systmone-single-sign-on
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Once you send a message, you will see that the message has been sent successfully, the 

patient will then receive an email to say that Dr Test has responded to your message.  

 

 

 
 

How do I leave a message thread/handover?  

 
If you have finished contacting the Patient via PKB, you can handover a message thread or 

leave the discussion.  

 

Leaving the discussion will prevent patients from messaging you directly going forward, to 

do this click on back to my patients → select the messages tab.  
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Select the message thread that you would like to leave the discussion, towards the bottom 

of the page, you will see leave the discussion. 

 

 
 

Once you leave the discussion, the Patient will see that you have left the discussion but will 

no longer be able to send you any more messages, any further messages will only go to the 

Practice administrator as they are the only contactable professional.  
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How do I handover - The handover function only works if there is more than one 

contactable professional, however if you wanted to send a direct message to a patient, you 

can do by doing the following;  

 

Within the Patients PKB summary page (record) go to → events and messages → click send 

a message.  

 

 
 

Once you send a message to the patient, if you want future correspondence to go back to 

the admin team, select back to my patients → messages → go to that message you just 

sent and select handover.  

 

 
 

Once you select  handover, you can input information to the admin team to let them know 

that you are handing over the message thread to them, click handover.  
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You will be notified with the below message and if the patient responds, you will not 

receive a message but this will go back over to the admin team.  

 

 
 

How do I send a consultation to a Patient to complete?  

 
Within PKB you can send questionnaires to patients to complete, for example there are a 

few questionnaires set up for Primary care one being the Asthma questionnaire.  

 

If a patient was due an Asthma check up for example, you can send a questionnaire digitally 

using PKB, which the Patient can complete and you can capture that information and copy 

this over to S1.  

 

To send a Questionnaire/Consultation to a Patient you can do the following:  

 

Search for the Patient via NHS number on the Patient Search bar and select my list (this 

should be default) and select Go. 

 

 
 

This will bring up the Patient (as above), select Start Consultation.  

 

Once you select this, select the Consultation/Questionnaire you would like the Patient to 

complete and select Start.  
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You will be notified with the below message, the Patient will receive an email to say Dr or 

Nurse test would like you to complete the following questionnaire.  

 

 
 

Once the Patient completes the Questionnaire, you will receive an email which you can 

view that message thread either within the Patients PKB record or by going to the messages 

tab.  

 

 
 

You can also remind patients if they have not completed the questionnaire by going into 

Messages and selecting Remind Patient.  
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Which if you send a reminder, you will be notified with the below message.  

 

 
 

Note - Clinical Staff should not have to invite patients via email or edit any demographic 

details, if there are any other functionalities that you would like guidance on (like 

symptoms or measurements etc), please let Connected Nottinghamshire know.  

 

Coordinator Role 
 

The coordinator is the first person invited to a PKB team, so they are key members and help 

drive successful use of the system. This ensures the right people are added to the team's 

PKB site. The coordinator is responsible for inviting the professionals to the team as well as 

the patient cohort.  

 

The coordinator also manages each team’s settings, including care plan templates, 

symptoms tracked and patient communication materials within the library. 

 

How to set contact preferences for Professionals  

 
If a Professional would like to be contactable by Patients in the future, you can either 

enable or disable their contact preferences, to do this go to the Professionals tab → Select 

contact preferences.  

 

 
 

As a coordinator you will then be able to turn contactable by Consultations or Messaging on 

or off for each professional.  
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Contactable by messages - means patients can send a generic message.  

Contactable by consultations - means patients can start a consultation.  

 

Information - If you do enable this for a GP or Clinical Staff, team based messaging is 

enabled in the background, this means that when a patient does contact the practice, the 

admin team and the GP will also receive the message.  

 

How to invite a Patient to PKB  
 

You should not have to select the invite Patients button to invite a patient to PKB, the steps 

are the same for the Professional account which you can view by clicking here.  
 

How to use the Library function within PKB 

 
The Library within PKB is useful for providing your Patients within PKB information, whether 

that be PDF leaflets, links to useful information or you can create folders within the Library 

and direct patients to that information.  

 

To access the Library page go to → Library under the Coordinator role.  

 

Any links or leaflets you upload will be visible to all patients.  

 

The Manual page on PKB has a step by step guide on how to set up the Library.  

 

https://manual.patientsknowbest.com/coordinator/library 

 

 

How to amend the Welcome Message  

 
There is a set standard welcome message across Nottinghamshire however if you would 

like this amenending, please contact PKB and we can amend this for you.  

 

Information - If a Patient had their record created at another trust (Derby) or SFH for 

example, that Patient will only see that welcome message from that trust on PKB.  

 

 

https://manual.patientsknowbest.com/coordinator/library
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Professionals are having issues logging into S1 via SSO 

 
If a Professional has had their password reset by the coordinator or they have reset their 

own password, this will break the set up within S1, which credentials will have to be 

generated again.  

 

Follow this guidance on how to reset the credentials.  

 

 

Contact information  
 

Patients Know Best - for any technical issues or queries around functionalities contact the 

support team at https://patientsknowbest.com/contact-us/ 

 

Connected Nottinghamshire Website Contact:  https://www.nottsnhsapp.nhs.uk/helpful-

information/help-desks/  

 

Connected Nottinghamshire telephone number: (0115) 883 8873 

 

Connected Nottinghamshire email address: sfh-tr.nottsnhsapp@nhs.net 

 

Connected Nottinghamshire also have a website with useful information - 

https://www.nottsnhsapp.nhs.uk/helpful-information/information-for-professionals/ 

 

 

 

https://manual.patientsknowbest.com/integrations/systmone-single-sign-on#h.p_FuR55xenXfJZ
https://patientsknowbest.com/contact-us/
https://www.nottsnhsapp.nhs.uk/helpful-information/help-desks/
https://www.nottsnhsapp.nhs.uk/helpful-information/help-desks/
mailto:sfh-tr.nottsnhsapp@nhs.net?subject=General%20Practice%20Query
https://www.nottsnhsapp.nhs.uk/helpful-information/information-for-professionals/
http://www.nottsnhsapp.nhs.uk/
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