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1.	 The	patient	hasn’t	received	their	email	
For the email to be delivered several things need to happen. 

• The email address needs to have been selected as the method of notification – it will be in Yellow. 
If it’s not, no emails will get sent. Check FAQ 3 for reasons why it is no longer set. 

	

• Web scores have to be enabled on the surgery records. 
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• For the score to go out automatically there has to be a protocol selected for each surgery.  
• The scores due needs to be in the current time period. Check the web protocol summary to see if 

it is current. See FAQ 4 
• Check that there is a Surgery ID and password and QR code – if not, it means that record hasn’t 

been sent to the web server – see FAQ 2  

2.	 No	ID,	password	or	QR	code		
This is usually because the details haven’t been sent to the server. One computer with Socrates installed should 
be set up to send and receive the scores automatically. If this isn’t set scores can only be sent and collected if a 
manual/AdHoc Send and Receive is done. 

• Check that the following settings are activated on one PC, usually the computer that uses 
Socrates most often. If there is no copy of Socrates open, the scores can’t get sent out, or be 
collected.  This is important to know this in case the user on the PC with the automatic settings 
went away for an extended period. If no-one logged into that copy during that period of Socrates, 
no scores would be sent out or received during that time unless they did a manual send and 
receive on their own PC.  Note that you can now have this set on more than one PC, if it tries to 
send at the same time as another it will lock the process and prevent the other machine doing the 
same.  (The message below about one PC will be removed in future versions.)  

	

	

• The other reason could be that the surgery was web enabled after the last time point in the 
protocol had expired. This can happen with databases that have older surgeries that were set up 
before the database was web enabled.  An example, the surgery date was 1.1.12. The preop 
score was entered via a paper form. The surgery is in a protocol which has a 2 and 3 year follow 
up with scores but the database only started using the web scores in 2016. In that case that 
record won’t have an ID and password as there was nothing to send to the server, the last score 
would have been due in January 2015.  There could also be older surgeries that are in a protocol 
with time points still valid but they may not be checked as web enabled.  
 

• Check to see if the email address is valid also.  See FAQ 9.   

3.	 The	email	address	was	yellow	but	isn’t	any	more	
The email address may have bounced, or the patient has unsubscribed. Check the notification tab on the patient 
demographic screen. If you update the email address or the patient has agreed to receive the emails again, you 
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can click on modify and change the notification method back to ‘patient email.’ See FAQ 10 for how to find other 
email addresses that have bounced or unsubscribed.  

 

	

4.	 How	do	I	check	that	the	score	is	current?	
The web protocol summary is found on the top menu bar and displays the date range in which the scores are 
due. In the next example the next scores are the 3-year ones. They are due from 9th September to the 8th 
December. If only preop dates are showing, it means that the surgery or procedure date hasn’t yet been entered 
so it can’t calculate when the follow up scores are due to be sent out. Once a surgery date ist entered, the post 
op/procedure date range will show up. 

 

 

	

5.	 What	can	I	do	if	the	patient	hasn’t	completed	their	surveys	in	
the	scheduled	time?	

If the dates have expired and they haven’t been completed, they can be rescheduled and sent again. Go to top 
menu bar, Surgery - Re-schedule Timepoint. To reschedule a past or future due date, highlight the time period 
and click reschedule. Note that they will be entered at the follow up they were originally due, not when you 
rescheduled it. For example, if you rescheduled a past score 3 months after the surgery, that should have been 
completed at 6 weeks it will show as 6 weeks on the score screen when the score came into Socrates.   If it is 
showing as current there is no need to reschedule. 

If you send out a Manual/AdHoc score at the same time point as well as reschedule the patient will get 2 sets to 
complete. See Manual/AdHoc scores FAQ 15.  
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6.	 What	is	the	QR	code	for?	
This is a quick way of accessing the patient link to fill in their scores when they are in the clinic. This code 
contains the ID and password, and bypasses the need for manually having to enter the ID and password on the 
link to the web server. Just take a picture of the code with your iPad/tablet using a free QR bar code reader. 

 

 

7.	 The	patient	has	deleted	the	email	with	the	link	
If it was the first email that was deleted, you can wait until the reminder is sent. This will be halfway between 
when the scores were sent and due. If you don’t want to wait, or they have already had their reminder, you can 
click on the QR code and it will open a new email addressed to the patient.  You will need to have your email 
open. 
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Just add your own subject matter and message. Remember that the link will only have scores to be completed if 
they are current.  You can click on the link yourself to check what’s due. If there are now scores due you may 
need to reschedule (FAQ 5). 

8.	 Do	the	web	scores	get	sent	out	and	collected	automatically?		
For scores to be sent and collected automatically, the settings below need to be activated on one PC (usually the 
computer that uses Socrates most often). This is found on the Settings Screen (tools icon). If this computer is 
not on, and no one is logged in to Socrates, the scores can’t get sent out or be received.  

	

	

9.	 Can	I	send	and	collect	scores	any	time	or	do	I	have	to	wait	for	it	
to	do	it	automatically?	

Scores can be sent and collected from the web server any time by clicking on Send and Receive.   

You might use this if you have a patient who has just filled out their scores in the clinic and want to see what 
they are, instead of waiting for the automatic process to kick in (FAQ 8 ). The scores will be sent back straight 
away, along with any others that are queued. 
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10.	 How	do	I	find	emails	that	have	bounced	or	unsubscribed?	
On the home screen, go to Reports, then the Unsubscribe/Bounced tab. Type in the date range, then any email 
addresses that have bounced or have unsubscribed will show up. This will automatically change the notification 
method in the patient’s notification tab, and the email address will no longer be in yellow. To change it back to 
“patient email”, see FAQ 3.  

 

 

 

11.	 Can	a	time	point	or	a	score/s	be	changed/added/deleted	in	the	
protocol?	

Time points and scores can be changed at any time in a protocol. However, be sure that this is what you 
want to do. If you make a change to a protocol, ALL surgeries assigned to that protocol will get the changes. 
The next time the scores get sent out, you will get the following message as soon as you click the Save button: 
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After clicking the blue tick, it will then send the new/changed details for ALL surgeries in that protocol to the web 
server. Note that this doesn’t mean that all the patients in that protocol will get an email, they will still only get 
what’s due but the changes have to be sent and saved to the web server.  

If you have thousands of records this will take some time. So, if you are making a change and have a big 
database, make the changes when you are not pressured for time.  

	

12.	 If	the	surgery	has	failed,	or	the	patient	has	died,	will	the	scores	
still	be	sent	out?	

 

When scores are due to be sent out, the program first looks to see if the surgery status is Ongoing. If the patient 
is deceased, or the Status is anything but Ongoing, scores will no longer be sent out. If you don’t change the 
status, Socrates won’t know, and will keep sending emails out when scores are due. This is found on the tab 
below, it can be changed here or on the surgery follow up and complication screen.  

 

 

 

If the patient is deceased this can be noted on the notification tab on the demographic screen and it will flag all 
records for that patient as no longer ongoing.  
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13.	 The	surgery	has	failed,	it	is	no	longer	web	enabled	nor	Ongoing,	
but	the	email	address	is	still	yellow		

It is still in yellow because the patient may have other surgeries current, or some may be added in the future. 
Therefore, the email is still active so they can receive emails with scores due for the other surgery.   

For a surgery that has failed or is no longer ongoing, no more emails will get sent even if the email address 
remains in yellow. You can disable this if you want, but you would need to change it back later if more surgeries 
are added for that patient and you want them to receive scores by email.  

	

	

	

14.	 How	do	we	get	to	the	patient	link	in	the	office?	
There are 2 ways to do this.  

• You can bookmark this link https://webscores.socratesortho.com/webscores  
on your IPad or tablet, click on it and then enter the ID and password. 

 

 

You will then see this window asking for the ID and password.  

https://webscores.socratesortho.com/webscores
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OR  
• You can use the QR code to bypass the need for the ID and password. This is a quick way of 

accessing the patient link for filling in their scores when they are in the clinic. It contains the ID 
and password, and bypasses the need to enter these on the Socrates web scores link. Just take a 
picture of the code with your iPad/tablet using a free QR bar code reader. 

 

 

Once you have entered either the ID and password or scanned the QR code, the surveys are ready for 
completion.  
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15.	 Can	we	send	out	additional	or	different	scores/surveys	to	what	
is	in	the	protocol?	

You can use the manual/AdHoc method to send any of the scores at the current follow up time point to a single 
patient, or a group of patients.  

• Sending for a single surgery: You need to be logged in to the relevant surgery. Go to the top 
menu bar, and select ‘Add manual schedule’. This window will appear - select ‘This surgery only’.  

 

• It lists all the scores available for that module. It has also calculated the current time point/follow-
up based on the date of surgery. If there is no date, it will send them out as Preop. Check the 
scores that you want to send, and then select ‘Apply Schedule’. They will be sent out or made 
available to fill in in the clinic up until the date stated.  

• Sending to a group or multiple surgeries: You can send scores to a selected group of surgeries. 
The scores will be sent out at whatever time point/follow up is current for each surgery in the 
group. For example, in January 2017 you want to send scores to all ACL surgeries that were done 
in 2016. Some were done at the beginning of the year, others throughout the year. The program 
calculates the follow up for all of the selected group based on the surgery date. When you send 
them out in January 2017, some of that group would have a 12 month follow up, and those in 
December 2016 would only be at a 1 month follow up.  

• If you want to use this feature, you need to know how to search for the group you want to send 
the scores to. It is advised that you read the relevant section in the main manual for full 
instructions.  

• An important point about the manual/AdHoc feature is that this is completely separate and in 
addition to what’s in the protocol. If the patient already has a 3 month score due from their 
protocol, and you send a manual one at 3 months, they will have 2 lots of scores to complete and 
will have two separate 3 month scores entered in Socrates. If the patient is just late to fill out 
their scores, you would normally use the reschedule feature – see FAQ 5. 

16.	 What’s	the	difference	between	manual	and	reschedule?		
A manual score is an extra score that will be sent out. It’s always in addition to what’s in the protocol. If the 
patient has missed their time point in a protocol it’s usually best to just reschedule. A separate document 
explains this in more detail – see Manual vs Reschedule scores.  

17.	 Can	time	points	and	scores	be	changed	in	a	protocol?	
You can change the time points and scores any time, but be aware that all records that have that protocol 
assigned to them will be changed. You will never lose any of the old/existing scores that were entered in the old 
protocol but if you ran a protocol report it would only show the scores and time points in the changed protocol. 
You can use the statistics, search or export function to see/analyse/export all the old and changed data any time. 
If you have a big database, it can take quite a while for the system to run through all the changes and assign 
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them to all patients in the updated protocol. The first time you send and receive scores it will also re-send all the 
changed info to the web server. It doesn’t mean that all the patients will get emails, (they will still only get their 
emails when they are due), but the web server has to know that either time points or scores have changed. It’s 
best to just change one protocol at a time, then send and receive after each one has finished so it won't hold 
things up too much.  

Also, be aware that if a patient has already received an email but not completed their scores for one of the time 
points which you then cancel in your revised protocol, when they click on the link it will tell them that they have 
no questionnaires to complete. This is because the new protocol details have gone to the server so it has 
removed the old time point from the server and that score is no longer current or available.  

18.	 How	do	we	know	that	an	email	has	been	sent?		
Check that the email address is in yellow, the record is web enabled and there is an ID and password.  

 

 

If all the above are there, the email will get sent out the day they are due, check the web protocol summary for 
when that is. In the example below, the next scores email will be sent out on the 20th April 2019.  

 

 

 


