
 Topbar for General Practice
Automated decision support for General 
Practice that saves time, money and 
improves patient outcomes.

www.pencs.com.au



Why Pen CS?
Since opening our doors in 1993, Pen CS has been driven by the 
desire for change in our health system. Great experiences with 
technology are no longer a nice-to-have, it’s a key way of caring 
for patients and helping those who care for them.  eHealth 
innovation is embedded in our partnerships with policy makers, 
academic organisations, research institutes, industry partners 
and general practice.

Our mission is to build a healthy Australia by supporting 
outcome-oriented, patient-centred care, Australia-wide.
We will do this by continuing to build our expertise both in-house 
and through partnerships in areas such as informatics, product 
design, health policy, user engagement and clinical research.
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Topbar is the only single solution Practice-oriented platform to integrate general practice 
management with population health and patient-centred care that is compatible across three 
clinical information systems, at no cost to the Practice in Pen CS licensed PHN catchment areas.

Topbar acknowledges and supports Doctors for their role in improving the healthcare of all 
Australians.  In alignment with Bodenheimer’s ‘Ten Building Blocks of High-Performing Primary 
Care’, Topbar serves automated decision support that delivers:

• Increased provider satisfaction
• Better patient experience
• Improved population outcomes
• Sustainable cost

Topbar is an automated decision support software platform, customised for Doctors, Practice 
Nurse and the Practice team in General Practice. It is currently in use Australia-wide in Primary 
Care and available to General Practices, for free, from licensed Primary Health Networks.

Register Now

Free registration is available to General Practices within the catchment area of a licensed 
Primary Health Network (PHN).  

Contact your local PHN to investigate if they are licensed with Pen CS.

If your PHN is not licensed to Pen CS, then contact Pen CS directly at support@pencs.com.au. 

Fees will apply if your PHN does not hold a Pen CS licence.

Why Topbar?

“GPs do most to improve the healthcare of all Australians yet, in terms of infrastructure 
and content, they are poorly reimbursed for what they do and provide.  We at Pen CS 
wish to balance this more fairly.” Doctor Thomas Wenkart, Director of Pen CS.
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Benefit
Save Time
Improve workflow efficiencies
Accreditation
Data Quality

Care Monitoring

PIP QI

In Patient Context

PHN Programs

Heart Disease Prevention

Topbar General Practice Program

Topbar Benefits Program

Topbar App Store for General Practice

Data Driven Improvement

Single Sign On: App access in the CIS

Practice Clinical Audit Tool

Stroke Prevention
Falls Prevention
Data Linkage
Clinical Trials
Consent Management Portal

New features in 2019

Dashboard View: customised

Patient Matching for Programs
Patient Enrolment in Programs

Dynamic Care Plans

RACGP Accreditation

Practice NurseDoctor Reception

Topbar Benefits 

Team-Based Care

Outcome Orientation

Patient Centred-Care

Population Health: National to Local

Research Programs

New Revenue Streams

Member Benefits

eHealth Innovation

“With a team empowered to share the care, clinicians would be able to 
assume a new role - clinical leader and mentor of the team.” 

Thomas Bodenheimer, MD, Amireh Ghorob, MPH, Rachel Willard-Grace, MPH 
and Kevin Grumbach, MD

Empanelment
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Topbar Apps add functionality to General Practice workflow that saves time and money. 
 
In accordance with Topbar Guidelines, Pen CS presents a selection of Apps that support General 
Practice and Doctors individually. Apps may be selected by the user and ‘added’ or ‘removed’ at 
any time, just like a smartphone.

Your Apps, will be presented on the Topbar ‘My Apps’ dashboard, once selected and approved by the user.

The Topbar App Store is a digital distribution platform, developed and maintained by Pen CS, for 
Topbar apps. The store allows users to browse and download apps developed with the Pen CS 
software development kit (SDK). Apps may be developed in compliance with Topbar Guidelines.

Topbar Apps

Topbar App Store
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Pen CS recognises the important role played by GPs and clinicians in primary healthcare and is 
launching the General Practice Program to give back to healthcare practitioners and acknowledge 
their role in Australian healthcare.  

General Practice is tasked with a growing workload as well as the requirement to deliver on both 
individual patient care and population health objectives.  Pen CS’ GPP is designed to recognise 
and support these aims.

General Practice Program (GPP)

For the Practice | In support of Population Health | To improve the health of all Australians.

Objectives

• To drive revenue back to the General Practice and to recognise the work of clinicians and 
healthcare providers in primary care.
• To serve eHealth software platforms that save General Practices time and money and to increase 
workflow efficiencies while optimising patient outcomes. 
• To drive accreditation, data quality, patient-centred care, business governance and participation 
in Primary Health Network (PHN) programs.
• To drive practice engagement with PIP QI.
• To drive practice engagement that improves population health outcomes.

“As GPs align their individual patient care with Practice population and Australia-
wide health objectives, population health requirements become more committed to 
the common objectives of improving the healthcare of all General Practice patients,” 
said Dr Thomas Wenkart, Director of Pen CS.

Members of the General Practice Program receive:

Population Health
• Commercial recognition for their time to participate in research and health education programs
Clinical Trials
• Opportunity to participate in clinical trials
Member Benefits
• Access to offers via the Topbar Member Benefits Apps
• Access to offers from Pen CS partners in healthcare, medical equipment and industry organisations
Consent Management Portal
• Opportunity to easily manage patient consents that enable both the Practice and individual 
patients to participate in appropriate programs
• Consents may be managed at the Practice level and Patient level
Practice Performance Feedback
• Performance feedback for the Practice, via business intelligence dashboards, customised to each user
• PHN General Practice reports, where reports are generated by the PHN
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Governance

Outcome-Oriented Account Management

National Support

Training and Quality Assurance

Pen CS 
Commitments 

Pen CS is Australia’s largest facilitator of primary care data
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Governance

Pen CS adheres to the Health Informatics Society of Australia (HISA) Guidelines for the ‘Protection 
of Health Information’ and the Privacy Act 1988 (Privacy Act).  Pen CS Data Governance Framework, 
available on request, outlines how data is transferred through the Pen CS eco system. It also 
explains Pen CS’ approach to data security, confidentiality and privacy.

Data Security

Pen CS follows the National Health and Medical Research Council (NHMRC) and Royal Australian 
College for General Practitioners (RACGP) Guidelines and works with each Program or Research 
partner, to ensure ethics is sought from the appropriate Ethics Committee.

Ethics Guidelines

Pen CS review of Apps for Topbar is outlined in the ‘Topbar App Evaluation Guidelines’, available 
on request.  We follow a three part review process that includes 

1- the Apps adherence to RACGP Guidelines, 

2- the Apps alignment with Topbar’s quadruple aims and 

3- the Apps objectives as measured by ‘Voges Five Principles of healthcare leadership decision 
making, 2012.’ All Apps must also adhere to HISA Guidelines for the ‘Protection of Health 
Information’ and the Privacy Act.

Topbar App Evaluation Guidelines

Pen CS Privacy Policy may be viewed at www.pencs.com.au/privacy-policy. Pen CS adheres to the 
Privacy Act 1988 and all subsequent acts thereafter. We also follow the Australian Government Office 
of the Australian Information Commissioner (OAIC) ‘Privacy for organisations’ recommendations.

Privacy Policy
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Pen CS dedicated team of Account Managers will support the clinical implementation of Topbar 
in your Practice.  We offer you the necessary product training you need, to support your practice 
community and patients in utilising our products, to receive maximum benefit.

We aim to:

• Understand your business challenges

• Collaborate with you to present holistic solutions

• Support you in turning data insights into data action that improves patient outcomes

Outcome-Oriented Account Management 
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The Pen CS Support team provides a comprehensive service built on over 25 years of continuous 
improvement. During 2017, we provided over 1,900 product installs while servicing over 4,600 
practices throughout Australia. The Pen CS Support Team achieved this high level of service by 
implementing best practice systems that met our own high expectations.

Online Installation Booking Form 
All installations are pre-booked by the key contact at the practice. This ensures that we can provide 
the most efficient installation process possible. Through the booking form, we need to be given 
the right information, the right contact person and the proper time to install. This in turn allows 
our Support Team to maintain a structured and well-resourced team at all times.

Multichannel Communication 
Pen CS provides a wide variety of contact channels to reach our Support Team, including Live Chat, 
email, phone and self-reported/created tickets through the Pen CS Knowledge Base. 

Seamless Self-Service 24/7 
The Pen CS Knowledge Base and Community is designed to empower customers to find their own 
answers online – anywhere, anytime. Rest assured, we remain committed to building this resource 
to benefit our customers, and to make processes and problem solving as easy as possible.

Metrics-based Performance 
All support activities are tracked in our Ticketing System, accompanied by Service Level Agreement 
views and first reply/case closure KPIs.

Collaboration and Escalation 
Pen CS employs a tiered Level 1/2/3 support service and a collaborative approach to resolving 
issues.  Support staff and other team members come together to solve customer issues, leading 
to a far more educated support staff.

Australian-based Help Desk 
The Pen CS support team and Helpdesk is located at head office in Leichhardt, Sydney.

ITIL, Training and Quality Assurance 
The Pen CS support team engages in annual training programs to increase its product knowledge, 
its understanding of customer requirements and its adherence to the ITIL framework.

Freecall 1800 762 993
Available: Monday – Friday excluding NSW and national holidays
9:00 – 17:00 Australia-wide
Email support@pencs.com.au
ATTN: Support
All user guides and technical documentation are available at help.pencs.com.au

National Support
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Pen CS is committed to helping customers benefit from the use of our platform. Structured training 
programs, customer feedback and concise product documentation is produced to enhance ease 
of use and practice optimisation. Pen CS’ Quality Assurance and Training Manager is also charged 
with designing and implementing internal training modules for Pen CS staff to enhance Support 
and Account Management service delivery.

Training Schedule
Our training schedule is comprehensive and includes:
• Annual training programs
• Weekly webinars
• Scheduled one-to-one or team, remote and in-person sessions

Training Design and Outcomes

Customised training programs – including delivery, content, desired outcomes and 
supporting resources – may be agreed upon and signed off by both the General 
Practice and the Training and Quality Assurance Manager in advance.

Training Review and Recommendations

Pen CS will request both participants and General Practice staff feedback on the 
training sessions, in relation to the agreed training outcomes. 

Feedback Loop and Ongoing Improvement

Your feedback will be reviewed and used to formulate internal Train the Trainer 
sessions delivered by our Training and Quality Assurance Manager to all Pen CS 
Account Managers and the Support Team. 

Training and Quality Assurance 






