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Welcome
This guide has been created to provide you with everything
you need to know about using Target Messaging to send SMS
text message campaigns to your patients.
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Getting started
Login details
Contact onboarding@substrakthealth.com if you would like to
set up Target Messaging at your GP practice.
The team will provide login details.
To log in, go to https://targetmessaging.co.uk
Setting up your account
Once your practice manager has confirmed with us that
you would like an account, you will receive an invitation via
email.
Click on the ‘Accept invitation’ link in the email, which will
take you to the Target website where you can set up your
password.
Forgotten password
If you’ve forgotten your password, there is a link at the
bottom of the ‘Sign in’ section that you can click to begin the
password reset process.
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Creating a campaign
Once logged in, click on ‘Create new campaign’ - the green
button towards the top right hand side of the screen.

Type a name for your campaign in the ‘Campaign name’ box.
Your patients won’t see this but it will allow you to quickly
identify the campaign you’re looking for.
Click on ‘Save and continue’.
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Adding content
You can either choose text from a template via the drop down
menu, or create a new message.
To start a new message:
• Type your message in the content box.
• Keep the message as short and succinct as possible.
• A single message can contain up to 160 characters. Any over
that limit will be split into two messages.
• Target will indicate how many single messages your
campaign counts as.
• If you intend to add a web link, it is a good idea to convert
it to a shorter URL on the Bitly website at https://bitly.com.
This will allow you to add links to your campaign without
taking up too many characters.

Tip! If you want to personalise your message to include the
name of the patient, type in [CSV=FirstName] replacing
FirstName with the exact header you have used for the patient
name in your CSV file. Target will then automatically pull
through the patient name when the campaign is sent out.
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Send a test message
It’s always a good idea to check how your campaign looks
before you hit send. On the bottom left of the content tab,
you’ll find a handy ‘Send test message’ button to do this.

Type in your UK mobile number, and a copy of your campaign
content will be sent to your phone.
This is great way to decide if the format and content of the
campaign is appearing as intended. If it’s not, you can head
straight back to the content box and edit it before sending to
your audience.
Saving your campaign as a template
If you think you’re likely to use the same message again you
can choose to save it as a template by checking the box.
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Coding the
message to the
patient record
You can also add a SNOMED code to the patient record to
mark that they have received the message. To do that, check
the box and add the applicable SNOMED code. This is useful if
your campaign does not request responses.

Coding responses to the patient
record
You can then add message responses if required.
Click ‘Add a response’ to do this. You can add as many
responses to a campaign as you like, but limiting it to a
few types of responses may make the campaign more
specific and the responses more effective.
In the boxes below, enter the expected patient response
that you have outlined in the campaign content (e.g ‘YES’
or ‘NO’), alongside the applicable SNOMED codes.

It's really important that the
responses and SNOMED codes in
these boxes are accurate - if not, the
system won't recognise them and
could lead to 'abnormal' responses or
incorrect SNOMED codes on patient
records.
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Exporting your audience
To ensure your campaign reaches the right people, you will
need to export a list of patients from your clinical system.
Exporting patient lists from TPP
Firstly create a report of patients you would like to include in
the campaign.
Right click on the report, and select Breakdown Results.

In the left hand menu, click on demographics. You want to make
sure you have ‘NHS number’ and ‘Telecom Number’ checked.
Finally, click the ‘Export .csv’ icon at the top of the report.

Rename the file and save to a suitable location on your PC.
You can now upload this file to Target to import your patient
details for campaigns.
Headers for CSV files in Target should be named as
follows to ensure Target pulls the correct information:
First name, Surname, NHS number, Telephone number
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Exporting patient lists from EMIS
Firstly create a report of the patients you would like to include
in the campaign.
Navigate to Reporting > Population Reporting.

Right click on on the report you’d like to export, and click
‘View Results’. You may need to run the report again if
required.
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Click export in the same menu > click CSV > click
‘Exclude report header’ > Click OK.

Rename the file and save to a suitable location on your PC.
You can now upload this file to Target to import your patient’s
details for campaigns. Click on ‘Choose file’ and then
‘Upload’ in the ‘Campaign audience’ section.
The headers for CSV files in Target should be named as
follows to ensure the correct information is pulled through:
Calling Name, Family Name, NHS Number, Mobile Telephone
Manually creating audiences
Audiences for campaigns can also be created manually in a
excel spread sheet, and then saved as a CSV document type.
You will need columns set us as below:
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Scheduling your campaign
This section of creating a campaign lets you decide when
you’d like your campaign to reach your patients.
There are two options:
1. You can send your campaign out straight away which will
distribute your campaign immediately to all recipients at the
same time.

Please note: Choosing ‘Send now’ could create an influx of
appointment bookings (if this is what your campaign is
requesting). TIP: If your campaign is aimed at a large number
of patients, and is requesting an action, consider staggering
the distribution.
2. You can schedule your campaign to reach your patients on
a specific date, or over a time period if you’d like it sent out in
batches.
To do this, select the ‘Schedule for later’ button at the top of
the ‘Schedule’ page.
You then have the option to pick a
date in the future when you would
like to distribute the campaign all
at once.
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Or you can choose to send out the campaign over a period of
time in batches.
All campaigns give you the option to choose when it will be
distributed - morning, afternoon or evening.
The times which correspond with these options are
approximately 10am, 2pm and 6pm.

Summary
This is the final step before you send out the campaign.
Make sure all of your content is accurate, and it appears how
you would like your target audience to see it.
The summary page shows you the number of recipients, the
estimated cost of your campaign, campaign content and when
it’s scheduled to be distributed.
You can find the campaign reference number in the top right
hand corner too, should you need it.
If you need to change any of the information, simply go back
into the campaign and edit it before hitting send.
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Frequently asked questions
I’m receiving an error message when uploading a CSV file,
how do I resolve the issue?
When uploading a CSV file to templates, you may receive an
error message that says:
Not all of your templates were able to be uploaded, please
check your formatting.
If you receive this error, it means that the SNOMED codes you
have entered are improperly formatted. This is often due to a
default setting in Microsoft Excel.
How to fix:
• Open your document in Excel
• Select the cells that hold the larger values and right-click
the selection
• Select Format Cells. In the Number tab, select the desired
format (e.g. Number) and click OK. Now when you enter
the values that have more than 12 characters, they will be
formatted as you specified
• Double check that the SNOMED codes are still correct
• Save your file and re-upload

12

Making access to healthcare easy

13

How do I create a template?

You can add a template in three ways:
1. Create template
From here you can edit the content as normal, find out how to
do that on page 3. Once your text is ready, click on ‘Save
template’ and this will now be available in the drop down list
when you create a new campaign.
2. Upload CSV to add multiple templates at once
You may choose to upload a CSV file to add your template, this
would enable you to add multiple templates in one go. You
must ensure your CSV columns are named as below:
Name, Body, Code to record, SNOMED code, Responses
3. From campaigns
You can also save a template from any new campaign you
make using the campaign creator. You can find out more about
campaign content on page 3.
How do I edit or delete a template?
You are able to edit the template or delete it at any time by
clicking on ‘Templates’ and ‘View’.
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How do I set up automated NHS Friends and Family
messages?
NHS Friends and Family Test is a contractual requirement for
all GP practices in England, as a fully managed service there
will be NOTHING for the GP practice to do. Our service
collates, analyses and reports patient responses in full
compliance with NHS guidelines allowing practices to
confidently meet their contractual obligations.
If your practice is already live with the Target system, the
Friends and Family Test will be automatically switched on, so
there is no action for you to take.
The following screens provide information for practices to
understand how Target deals with the responses from
patients:
Message to the patient
The following text message is sent to the patient following
an appointment if they have not been asked for a Friends and
Family Test in the last 6 months by our Target system.
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Capturing all responses
The patient’s responses will be captured in the PatientPack
Admin Portal’s – ‘Reports’ section (see screenshot below). This
allows you to easily report data back for NHS required
submissions.
The system captures the response and in addition, any free
text comments the patient may wish to provide (see below).

Abnormal responses
In addition to the successful responses patients make, we also
capture any abnormal responses. An example of an abnormal
response is when a patient sends a text message return
without a rating. The response would be stored for you in the
same way that we store your SMS appointment reminder
abnormal responses.
This was purposely designed so
that there is a cleaner interface for
reporting returns and to allow
practice a place to deal with
abnormal responses is a uniform way.
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How can I add appointment types to Target?
You can export this information through your clinical system
by creating a CSV file.
TPP/ Systmone
In the clinical system, navigate to Setup > Appointments > Slot
Types.

Right click on ‘Slot Type’, and navigate to Table > Save as CSV.

Rename file and save to a suitable location on your PC.
This file can then be imported into Target to set up your
appointment types.
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EMIS
In the clinical system, navigate to Appointments >
Appointment Reporting.

Create a Slot Report by navigating Add > Appointment > Slot
Report.

Customise report by filtering data to ‘Slot Type’ > Select all >
OK.
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Add ‘Slot Type’ to row in the formatting section.
Click ‘Save’ and ‘Run’ to complete report.
Right click the report, and click ‘Run’.

Right click again to view results, and click ‘Export’ at the top
of the screen.

Select CSV and select the ‘Exclude report header’ box.

Rename file and save to a suitable location on your PC.
This file can then be imported into Target to set up your
appointment types.
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How do I exclude certain patients from receiving campaigns?
By adding patients to the ‘blacklist’, you can exclude them
from receiving messages. You can do this within the ‘Settings’
section accessible via the homepage.
Any contacts added to the blacklist will not receive
automated appointment reminders, or any other messages
you send out.
To add a patient to the blacklist, simply add their phone
number by using the form below:
For a patient to be added to the
blacklist successfully, ensure their
phone number is added in the correct
format (e.g 07123456789)

Once added, the numbers black listed will appear in a column
on the right hand side.

If a patient would like to restart
communications in the future, you
can remove them from the blacklist using the red toggle icon on the
right hand side.
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How do I selct the appointments types for reminders?
The appointment slots section allows you to set up which
types of appointments you would like to set up reminders for.
You can add these manually one by one in the first section:

Here are the messages a patient will receive based on which
reminder type you select:
Default reminder

“Hi, you have an appointment at [date,time] at
[location].
Reply CANCEL to cancel”

Telephone reminder

“Hi, you have a telephone consultation at
approximately [date,time] at
[location]. Reply CANCEL to cancel”

Video reminder

“Hi, you have a video consultation at
approximately [date,time] at
[location]. Reply CANCEL to cancel”
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You can also export these lists from either TPP or EMIS to add
them automatically. Learn how to do this on page 7.

If you would like to remove reminders for a particular
appointment after setup, you can simply toggle these on the
right hand side using the red icon.

Currently, if you wish to edit an existing appointment type, you
would need to remove it and add it again. We will soon be
releasing a way to edit already existing appointment types.
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How do I set up automated appointment reminders?
As well as giving you the function to create and distribute
campaigns to your patients, Target also automatically
generates and sends out reminders to your patients for
upcoming appointments. Once they have received a reminder,
Target also gives a patient the ability to cancel upcoming
appointments by responding accordingly to the SMS.
These reminders get sent to patients approximately 24 hours
before their appointment, giving them the opportunity to
confirm if they will be able to attend. If patients respond with
an abnormal response, you will be able to find these in the
‘automation’ section in the PatientPack Admin Portal. These
responses need to be handled manually, but Target does
provide a toggle button so you can keep track of where you’re
up to.
Why can’t I schedule a morning campaign after 10am?
Campaign messages are automated to distribute at set times
throughout the day. These times are 10am, 2pm and 6pm. If
you have missed one of these time markers, your campaign
will be sent out at the next available time slot. If you’ve
chosen to stagger your campaign (a great idea if you would
like to minimise a surge in appointment bookings), Target
automatically distributes your patients evenly between these
time slots over the course of your campaign.
If you have set your campaign up to be staggered, Target will
divide the number of recipients and send the message out in
batches at the above time, over the campaign period.
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How do I turn a draft into an active campaign?
Campaigns automatically save into drafts as you input data
into target messaging, simply head to the ‘Drafts’ section and
select the campaign you’re working on. From here you can
edit the campaign and then schedule when you’d like to make
the campaign live.
Why aren’t my patients receiving campaign messages?
Patients might not be receiving messages for a number of
reasons. Firstly double check that their contact details are
correct, and that the phone number is presented as a standard
UK mobile number (e.g 07123456789). If it has an international
dialling code (+44) for example in front of the mobile number,
Target wont recognise it and the message will not send.
Your patient may have been added onto your practice’s
‘blacklist’, so double check this too. Read more about this on
page 19.
If a patient has replied to the messages ‘STOP’ this will stop
communications but it won’t show up on your blacklist. If the
patient would like to start receiving communications again,
ask them to respond to previous messages with ‘JOIN’. They
should then be able to receive communications.
If none of these options are applicable/have resolved the
issue, please contact us.
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How do I find abnormal responses for campaigns?
Navigate to Campaigns > Completed.
Select the campaign you would like to view abnormal
responses for and click ‘View’. This will bring up the summary
dashboard for the campaign. You will find the abnormal
responses on the right hand side, the button is highlighted in
yellow.
How do I find abnormal responses for appointments?
Abnormal responses for appointment reminders can be found
in the ‘Automation’ tab at the top of the page. Here you can
view responses that don’t comply with response rules, and
manually deal with these. There is a toggle button to let you
keep track of where you’re up to.
How long before appointments does a patient get the
reminder?
Patients get a reminder roughly 24 hrs before their
appointment is scheduled. If patients book an appointment
within 24 hours of it, patients won’t receive a reminder.
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https://targetmessaging.co.uk
Target Messaging is a Substrakt Health product
www.substrakthealth.com
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