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Summary 
This is our first Digital Strategy. It sets out what digital means and why it is such an important 
enabler to achieve our vision of excellent care in the heart of the community.  

Our Digital Strategy shows that digital is a way of thinking and working differently, using data, 
digital technology and technology enabled care for the benefit of the patient. We all have a role 
to play in becoming an organisation that thinks ‘digital’ with health care professionals being the 
key driver for this. Their ideas, innovations and vision for what digital can achieve for patients 
based on their in-depth knowledge from day to day interactions with patients need to guide our 
design and development of digital solutions – not the other way round. We could install the best 
systems but without the knowledge and passion from the front-line we could not reap the 
benefits of digital.  

At national and local level, challenges in the health and care systems need to be addressed, 
such as a growing older population with increasing complex needs while social care budgets 
are being cut and NHS budgets are being stretched by increasing demand on acute hospital 
care; two areas are being nationally promoted as the solution to better and more efficient and 
sustainable health care through various initiatives and publications: Community Services and 
Digital.  

We are combining the two, being the Community Services provider across Sussex and Brighton 
& Hove and having the foundations and ambitions to transform our services through the use of 
data, digital technology and technology enabled care services. 

We have identified four key outcomes which our Digital Strategy will focus on:  

 Enabling patients to manage their health more independently  

 Enabling staff to provide excellent and relevant care in the most appropriate location 

 Enabling an efficient and effective delivery of community health services 

 Enabling better working together across the local health system  

These outcomes will be supported through specific deliverables that are aligned to a set of 
digital building blocks – our Digital Principles and Priorities. The majority is applicable to all staff 
in all services areas and only a small proportion is actually ‘techie’ stuff that needs to be 
delivered by IT professionals. Principles will allow us to develop digital solutions without being 
driven by the central Informatics team whilst ensuring we adhere to good practice and use 
resources sustainably. 

The key focus of this strategy is on creating a digital culture across our workforce whilst we 
ensure important digital housekeeping rules are in place to keep personal data safe and secure 
and IT systems working. 



Sussex Community NHS Foundation Trust – Digital Strategy 

 

 

 

 

  Page 4 

 

Introduction and Context 
The importance of a Digital Strategy 
Digital technology is becoming increasingly a part of our everyday lives. Digital solutions and 
processes have the ability to transform the way in which we interact with patients and other 
public services such as other health providers and social care, sustaining, reshaping and 
improving our health and care services for the future. 

The opportunities data, digital technology and technology enabled care provide to improve 
health and care outcomes are vast and expectations of the public will be growing with artificial 
intelligence, virtual consultations, and instant access to people becoming more and more the 
norm. Digital solutions will be central in improving health and wellbeing for our population and 
will be crucial in addressing the challenges and realising the opportunities we face in health and 
social care in the future to achieve tailored, person-centred high quality care and improve 
outcomes for all.  

Information and technology offers us a chance to not only meet the increased demand set out in 
the Five Year Forward View, but to provide our patients with higher quality care and a choice of 
services which are more convenient and faster to access. 

Our Digital Strategy sets out our key priorities in achieving this ambition, what we are going to 
focus on over the next years and our intended collaborative work in delivering those objectives. 

We are not starting from scratch; we are lucky to have not only good digital foundations with 
regards to a central informatics function but also – and more importantly - a workforce that is 
keen to use digital technology and is already embracing and actively bringing in digital solutions 
to improve health and well-being outcomes for people – staff and patients alike.  

This strategy is describing the next steps and how we can all contribute and benefit from using 
digital technology to monitor, review and improve the quality of care we provide, to 
communicate and engage better and easier with each other and to empower patients by having 
access to their own health records and plans and using digital solutions to be more in control of 
their own health.  

“Digital technology has the potential to shift the balance of power between clinicians providing 
care to patients receiving care” (Prof. Darzi, 2018)  

But is it not only patients and our staff we have in mind, digital solutions also open doors to 
volunteers and the wider community which are key for making the connection between health 
and social care, patient’s family life and support network in the community. We have seen great 
examples of how volunteers visit patients in our community hospitals and use tablets to explore 
and discuss available help in the community for when the patient is going back home. This has 
had a massive impact on patient’s confidence as returning home with limited physical abilities 
can be a frightening prospect. This strategy is aimed at encouraging, driving and enabling more 
of new digital applications that can make a massive difference to our patients. 

It is an ambitious journey that will require a lot of skills, engagement and determination; it is an 
ambition that is supported and driven by our Board and Senior Teams to enable our workforce 
to deliver excellent care in the community. 
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What does ‘digital’ mean?  
Organisations today all want to become more digital. But what does digital really mean? And 
are we not already digital as we use computers, emails, internet, social media, smartphones, 
online appointments and online health records? 

It is tempting to look for simple definitions, but to be meaningful and sustainable, we believe that 
digital should be seen less as a thing and more a way of doing things across the organisation 
and with others. To help make this definition more concrete, we have broken it down into three 
attributes1: 

Developing foundational capabilities that support the entire structure. This is about the 
technological and organisational processes that allow our organisation to be agile and effective. 
This foundation is made up of three elements:  

Mind-sets. Being digital is about using data to make better and faster decisions, devolving 
decision making to teams closer to the patient, and developing much more iterative and rapid 
ways of doing things. Thinking in this way should not be limited to just a handful of functions 
within the central informatics team. It should incorporate our entire workforce, including 
creatively partnering with external companies and the academia to extend necessary 
capabilities. A digital mind-set provides the basis for cross-functional collaboration, flattens 
hierarchies, and builds environments to encourage the generation of new ideas. This is 
essential to unlock the second attribute: 

Creating value in new areas. Being digital requires being open to re-examining our entire way 
of doing business and understanding where we could add value to the wider community within 
the health and care system. This is closely linked to our commercial strategy and digital 
solutions are key for providing excellent and cost-effective services. 

Creating value in the processes.  Digital thinking is required to transform existing processes 
into more efficient digital processes. For example, providing a scanned form on our webpage 
that needs to be printed and filled in by hand before sending it (re-scanned) via email will not 
create additional value to anyone – it will cost even more. So, when we want to use a digital 
solution to replace a physical process we need to rethink the processes around the task and 
focus on the outcome in order to make the most of a digital innovation.  
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What are the benefits of ‘digital’ for our patients and health 
care professionals? 
We have good in house examples that describe the benefits of various digital projects (see 
further below – Key achievements). As our work progresses, the patient experience will become 
more personalised, with advice, support and care uniquely tailored to each person. Services will 
appear more joined up, and patients will not just understand how to navigate between them, but 
will be smoothly guided through one clear relationship to get to the care they need. 

Some of the benefits that digital transformation can generally deliver are listed below:  

 Provides patients with a smooth health and care experience without having to tell their 
health story to every new health care professional 

 Increases a patient’s health journey experience without the need to use digital 
technology themselves if they do not wish or do not have the means. 

 Give patients more control over their health and well-being 

 Give patients and health care professionals the facilities to connect easily with each 
other 

 Empower carers, i.e. those who look after people when they are not well  

 Empower the wider patient’s community e.g. friends, neighbours, family 

 Provide evidence against set standards of care driving high quality of care and better 
patient experience 

 Reduce the administrative burden for care professionals 

 Support better working together across care professionals through appropriate 
information sharing 

 Support the development of new medicines and treatments 

The Digital Strategy – one of our key enabling strategies  
We have set out our direction for community services in our Clinical Care Strategy2. The Clinical 
Care Strategy describes the vision for our organisation – Excellent Care at the Heart of the 
Community – and the strategic goals that will contribute to achieving the vision underpinned by 
a set of strong values. The Clinical Pathway Design describes what patients can expect from 
us: people are seen, assessed, investigated, treated, signposted / referred and cared for at the 
right time, in the right place by the right people. Over the last years, we have used data and 
digital technology to support this and we have seen the positive difference it can make.  

While data and digital services/technologies will play a key enabling role for us to deliver and 
further improve our clinical and operational vision over the next years, the Digital Strategy will 
also strongly influence and be dependent on our other enabling strategies: Workforce Strategy, 
Estate Strategy, Patient Experience and Commercial Strategy.  
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The Digital Strategy is our guidance to ensure we make the most of digital when we design, 
deliver, review and improve services.  

  

Local Health & Social Care Economy  
Over the last 10 years, the population of those aged 65 and above in the South East has grown 
in rates never seen before and it will continue to increase. It is estimated that in 2035, our 
elderly population (65+) across West Sussex, East Sussex and Brighton & Hove, will have 
increased by 48%3. That is 178,400 more people over the age of 65. This equals the size of the 
combined population of Horsham and Crawley.  

At the same time, the working population will only have increased by 37,800 (4%). This provides 
a huge challenge as we need to look after more people but will have fewer people to do so.  

With a growing elderly population come unique challenges for the health and social care system 
that require a different, more integrated and community based approach on health and social 
care delivery due to people living longer but also experiencing more years living with life limiting 
conditions that are usually complex and require a variety of interventions. Digital Technology will 
play a vital role in ensuring we increase population health for young and old people whils t using 
resources efficiently and fairly. There is an urgent need to accelerate the implementation of new 
technologically-enabled models of care as the South East experiences challenges in a number 
of areas: staff recruitment and retention in health and social care services, increasing health 
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care costs based on the traditional health care model and growing expectations of the public for 
instant access to health care and a seamless experience across health and social care. 

National Context and Vision 
 

 

 

 

Our Digital Strategy sits within a wider national context set out by the Five Year Forward View 
for the NHS (2014), the Health and Social Care Act 2012, the Department of Health’s Digital 
Strategy (Leading the Culture Change in Health and Social Care, 2012) and the latest 
Government Digital Strategy (2017) and the NHS Digital Roadmap (2018). 

Specific reports on the role of digital technology on improving care in the NHS have been 
published to assess and address the challenges and opportunities of digital information 
technology (Wachter, 2016; National Information Board, 2014) and how it can be used to 
transform the outcomes of care for patients through patient-centred, personalised care.  

All reports emphasise the unique opportunity digital technology provides and the importance of 
embedding digital ways of working to transform and improve health and social care services in 
the next years to address increasing health and social care demand whilst resources are 
limited. However, digital maturity – people’ skills in using digital technology, the sophistication of 
technology in place and the connectivity and interoperability of information technology across 
health and social care providers – is showing that there is still a long way to go to harness the 
benefits of digital technology for a wider population and across the health and social care 
system and that this has to be driven locally based on  national best practice guidance. 

A particular national focus is now set on the goal to deliver paper-free care at the point of 
access by 2020 (The Forward View Into Action: Paper-free at the Point of Care, 2016) 

The SCFT Digital Strategy provides the framework to enable SCFT to deliver excellent care in 
the community exploiting the benefits of digital technology for all patients, staff and across 
partners. Digital technology will be a key enabler in strengthening community services and 
supporting people in their community to achieve better health care outcomes following national 
guidance and supporting local digital roadmaps. 

The importance of Community Services and its future role has been recently highlighted by the 
King’s Fund Report Reimagining Community Services ( 2018) and NHS Providers’ publication 
NHS Community Services: Taking Centre Stage (2018).  
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Regional Digital Agenda 
Our Digital Strategy forms a key part of a wider geographical digital agenda that spans the 
Sussex and East Surrey Sustainability and Transformation Partnership (STP) and includes 
health and social care providers. 

The Local Digital Roadmap is the digital strategy for the STP and sets out how we will develop 
paperless working for the NHS and social care across Sussex and East Surrey by 2020. It also 
describes how we will enable the development of additional services through the use of digital 
technologies. 

The local digital roadmap recognises the importance of collaborating across organisations and 
in particular of taking the workforce on the journey of using digital technology and designing 
new models of care with digital technology in order to transform services and to realise the 
benefits of digital.  
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Our digital Story so far 
Key achievements using digital ways of working 
As an organisation we have always invested in digital technology and in addition to the 
traditional delivery of hardware (e.g. PCs, laptops) and software (e.g. patient management 
systems, email) we have been at the forefront of using digital to innovate – supporting 
enthusiastic staff to make their ideas happen. Here are some 
examples of these: 

Time To Talk – using a combination of face to face and online 
consultations has offered patients the option of a safe online 
consultation to talk for those who prefer it. Patients are given 
the option to use an online consultation after an in-depth 
assessment thus ensuring the right options for each patient. 
This has resulted in outstanding results for patients with more 
patients being able to access the service at the same time.  

Guest Wi-Fi – All our patients and their families, carers, friends 
and visitors have access to free Wi-Fi to stay connected with 
friends, their community, news etc. Of course, Wi-Fi is also 
accessible to everyone else who visits us in our buildings which has also been taken up by 
volunteers who offer advice and support to our community hospital patients supporting them for 
the time after hospital by using information on the internet about social care providers, 
community  groups or even online shopping! 

Reducing Delayed Transfers of care - We did not have a system to manage our community 
hospital beds and patients so we created one ourselves! It proved to be absolutely vital in 
demanding times such as winter to enable clinicians to manage patient flow with other health 
and care providers. In combination with our business intelligence Platform we are providing 
real-time access to patient data across our 11 community hospitals which supports better 
demand and capacity planning. 

Enabling better caseload management for community nurses – Our business intelligence 
platform links to our electronic health care system and can therefore provide operational data in 
one place that enables community nursing teams to manage their workload and ensures 
patients are seen on time. 

Docobo – Using this technology enabled care service to 
reach out to care homes which enables them to reduce 
admissions to acute hospitals and helps patients to stay in 
their preferred place of care.  

Joined up workforce management processes – with an 
electronic roster system in place, allocating health care 
professionals to the relevant shifts has become accessible 
at the click of (a few) buttons. Our staff can also access 
their wage slips, personal information etc. securely online 
which helps reducing postal costs and increases data 
accuracy. 
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Flexible working – we have enabled flexible and remote working for our staff through the 
provision of laptops, an easy to access secure VPN connection to our documents and a flexible 
workforce policy. This is a key focus of the digital strategy and plans are in place to make 
flexible working as smooth and easy as possible. 

Engagement via social media – our communication and engagement team uses social media 
extensively to keep in touch with the public but also with our staff.  

Keeping our digital infrastructure and patient’s data safe against cyber security attacks – 
our dedicated and knowledgeable in house IT team ensures personal data is kept safe and 
secure by diligently looking after our IT systems and IT security applications. 

Digital Health Record – an ambitious programme that 
has already delivered the electronic health record 
management system to many teams across the 
organisation. It has already provided many benefits and 
is certainly one of the key foundations to deliver this 
strategy. The roll-out continues! 

Text messaging for dental appointments for autistic 
children and their parents/carers – designed based on 
feedback from parents and carers, we trialled a text 
messaging service that would send a message when the 
dentist was ready to see the child – eliminating waiting 
times in a stressful waiting room environment and 
enabling autistic children to wait outside or in the car 
where they felt more comfortable. 
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The future – what we will focus on 
Outcomes enabled by the Digital Strategy 
Digital has become part of everyone’s lives and it has changed the way we use and access 
information, how we connect with each other, how we do shopping, learn and understand the 
world.  

Digital technology will continue to accelerate information analysis and create new opportunities 
for making people’s lives richer, easier but also more complex. The digital world is not black and 
white and offers so many options that sometimes it is difficult to decide what to change or invest 
in. It is therefore important to be clear about the focus of using digital technology and defining 
what we mean by digital ways of working. 

With endless options available which could require considerable funding, we wanted to ensure 
that we make digital investments and changes wisely and build on existing capabilities, ideas 
and evidence ultimately contributing to improved patients’ lives.  

We listened to patients, we engaged with our health and care professionals, our corporate 
support staff, technology professionals, operational managers, commissioners and our board 
members. We also reviewed what is already being used by other healthcare providers and what 
their experiences are. We used learning from the NHS Digital Academy and will continue to use 
all of the channels to further shape and monitor the delivery of the Digital Strategy.   

The outcome has been clear, ‘Digital ways of working’ will always be an enabler; in itself digital 
cannot deliver excellent care. But it is important to have a workforce which understands what 
digital ways of working can mean – this is key to release the ideas and commitment from almost 
5,000 staff. Digital is something we all can do, use, change and implement. We will therefore 
focus on these four Digital Outcomes supporting and enabling each other: 
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Digital Guiding Principles and Priorities – our digital building 
blocks 
In order to achieve the four outcomes set out in the previous chapter, we need to put in place 
the underpinning cultural, architectural and information guiding principles and priorities for the 
effective use of data, innovative digital technology and technology enabled care services. 

These will form our building blocks for embedding digital ways of working and its benefits across 
the organisation. Some of these building blocks will require specific technical expertise and 
knowledge which can be delivered by the Informatics department but the majority of our building 
blocks are relevant to every member of staff, whether they work at the front line with patients, 
manage operational services or work within our supporting services.  

Our Digital Guiding Principles and Priorities can be used by every member of staff to identify 
current gaps and future opportunities within their services. This is a huge journey we have to 
make and we can only truly release the benefits of what the digital age offers us if everyone 
becomes a digital champion in the work and care space. 

Digital Guiding Principles and Priorities 

Our Digital Building Blocks 

We work digitally as an 
organisation 

 
We use data intelligently 

to design, deliver and 

review our services 

 
Patient information is 
electronically available 

anywhere, anytime 

 

Personal and care 

information is up to date, 
accurate and kept safe and 

secure 

We enhance digital 

ways of working and 
maximise the use of 

data and digital 

technology available to 
us to create an excellent 

care and working 

environment 

 

Business intelligence 
supports operational and 

strategic decision-

making in a timely 
manner and where 

possible, in real- time 

 

Real-time date and 
information from health 

and care records is 
available to those who 

need it, when they need 

it, wherever they are, in a 
secure and safe way 

 

We will keep personal 
information and related 

care information up to date 

and accurate which is 
important for good patient 

care planning 

       

We embed technology 
enabled care services 

(TECs) wherever 
possible 

 
We use digital resources 

wisely 
 

We will maximise in-
house digital expertise 

 

Our digital strategy 

supports the wider STP 
Digital Roadmap 

Using TECS we provide 

patients with more 
independence and 

increase their ability to 

manage their health 
conditions whilst TECS 
support continuous care 

improvement 

 

We develop and use 

good digital 
housekeeping rules for 

procuring and 

maintaining digital 
technology to maximise 
the benefits at minimal 

costs 

 

We provide in-house 
analytical, digital and 

technological expertise to 

minimise reliance and 
dependency on external 

providers 

 

We engage and work in 
partnership with 

commissioners and health 
& social care providers 

across the STP to shape 

and deliver the Local 
Digital Roadmap. 

 
In the next chapter, we provide details on what these principles and priorities mean and what 
activities we have already identified to deliver against them.   
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What will be different in the future 
For patients 

There are numerous benefits of using data, digital technology and technology enabled care 
services. Some benefits are not related to directly using digital technology, so it is not all about 
internet, apps and smartphones.  

With the emphasis on empowering all of our staff to be innovative with digital solutions, we 
expect a multitude of health care and patient experience improvements; some will be very 
specific for specific conditions or patient groups with particular needs. We therefore have 
concentrated on generic benefits to all patients in our graphic below to show some examples of 
what it can look and feel as a patient in five years. 
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For our staff 

Our staff were quite modest when we asked what a day would look like with digital being part of 
everything. Key messages were being able to work remotely and flexibly with access to better 
communication tools and to relevant data for decision-making. We thought they need more than 
that and have added some of the outputs from our deliverables into the graphic below: 
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Benefits for patients and staff 

Better digital communication across our workforce and between patients and staff across the 
health system is wide-reaching and will have a positive impact on all sorts of occasions. The 
graphic below shows some of the multitude of situations that will be addressed through better 
digital communication, engagement and interaction. 
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The plan – how we will do this 
Delivering the Strategy over the next three years 
Over the next chapters we have described against each of our eight digital priorities and 
principles what they mean to us in the context of the services we deliver. Following this, we 
have listed some of the deliverables that will ensure we are achieving our ambition. A number of 
activities will develop over time but they will all need to align to our digital priorities and 
principles so that we can funnel precious resources and work towards a common goal. 

(1) We work digitally as an organisation 

We work digitally as an 
organisation 

We embrace digital ways of working and maximise the use of data 
and digital technology available to us to create an excellent care and 

working environment. 

 

What this means 

We recognise that ‘digital and data’ has often been seen as the domain of the Informatics team 
– and this inhibited ownership of the digital agenda across the organisation. Our Digital Strategy 
now empowers and encourages everyone in our organisation to step forward and to make the 
most of data, digital technologies and technology enabled care services. 

We will focus in particular on building our workforce capability and strengthening clinical 
leadership in thinking digital as we recognise that leadership and workforce development in 
digital skills and capability will underpin the successful design, uptake and use of digital 
technology. Even with the right technology in place, we need to collectively drive the use of data 
in day-to-day and strategic decision-making, intelligently redesign processes to gain advantages 
from digital capabilities and pro-actively seek new digital solutions to make this strategy a 
success.  

Due to digital technology, communication and engagement with each other has completely 
changed and we need to make use of this technology to support our workforce and the 
interactions between patients and health care professionals. Remote and lone working is very 
common in our services, with the majority of our health care professionals visiting patients in 
their homes or in community settings spread across Sussex and Brighton & Hove most of their 
time. In addition, we work closely with other health and care providers for example in our 
Communities of practice, to provide a seamless patient experience across services. They all 
have a need for better digital communication channels and ensuring the patient experiences 
health and care services as one, being delivered on time and at high quality. 

Electronic prescribing and electronic pharmacy services are in use widely across the health 
care system and our patients and staff should benefit from its advantages. Electronic pharmacy 
and prescribing supports the ordering, prescribing, dispensing and administration of medicines. 
With formulary management and automatic recording of prescription it is an artificial intelligence 
that will support our clinicians to prescribe the right medicines in the right doses and in the right 
combination. It will also provide better auditing mechanism which can be used in training and 
research. 
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Facilitating better digital communications across our workforce and between patients and staff 
across the health system is important for a number of reasons, it also enables our Clinical Care 
Strategy aim of ensuring that care is delivered by the right person at the right time, that we 
communicate with people about their care and we plan our visits around the person’s needs. 
We will provide a named staff member as point of contact and we will ensure our care is 
coordinated in partnership with the person and their carer.” 

A key deliverable will be to provide staff with the ability to connect easily via phone, text, IM or 
video with each other.  

In addition, providing patients with access to their electronic health care record empowers them 
to have a more informed conversation with their health care professionals to shape their health 
care plan (see also next chapter on  ‘Patient information is electronically available anywhere, 
anytime’).  

We will achieve this by 

 Strengthening the flexible and remote working facilities and functions for our workforce, 
including  

o The replacement of 1,000 mobile phones with smartphones 

o The introduction of virtual desktop infrastructure (VDI) technology and the 
replacement of desktop PCs with ThinClient devices to allow for fast log in / log 
off for clinical staff when using the same computer 

o Trialling out Skype for Business for video and conference calls and IM 

o Supporting volunteers in our in bed units with tablets to support patients in their 
life planning 

 Developing and implementing a Communication and Engagement strategy that 
embraces digital in all aspects to ensure patients and staff feel informed and have the 
ability to engage in a meaningful way and can contribute to service improvement. 

 Considering the impact every digital project may have on those with protected 
characteristics to ensure we enhance quality of life and provide suitable alternatives or 
amendments if patients do not have the ability or digital infrastructure available to use 
digital technology. 

 Making access to our services straight forward by introducing a single point of access 
system so that referrals to all our services will be managed electronically through this 
single point of access. 

 Creating the functionality to integrate systems with each other across the trust to enable 
a better view of a patient’s journey for clinicians and for service improvement activities. 

 Using technology in innovative ways to improve operational productivity, e.g. patients 
receive telephone or virtual follow ups; automated appointment reminders; paper-free 
environment, using Artificial Intelligence to support travel and appointment planning in 
the community 
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 Developing and implementing a mobile device policy that moves us towards a smarter 
way of using mobile devices including an approved app centre. 

 Encouraging and supporting clinical staff to develop digital trials with academic or 
commercial research partners. 

 Developing a roadmap for becoming a paper-free organisation 

 Forecasting and modelling demand and capacity for operational planning 

 Using all functionalities of our electronic staff record system (ESR) to maximise 
accessibility, user-friendliness, compliance and to contribute to the paper-free goal 

 Using artificial intelligence (AI) to support staff with complex tasks that are based on 
algorithms that need a large amount of data, for example, electronic travel planner to 
maximise efficient route planning or the use of digital technology to scan wounds and 
make suggestions for appropriate wound dressings and long-term care procedures 

 Implementing electronic prescribing and electronic pharmacy services to increase 
patient safety and optimal use of pharmaceutical resources 
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(2) We use data intelligently to design, deliver and review our services 

We use data intelligently 
to design, deliver and 
review our services. 

Business Intelligence supports operational and strategic decision-
marking in a timely manner and where possible in real-time.  

 
What this means 

We are data-rich and insight-poor. Most organisations face this dilemma in the digital age and 
so do we. We are all collecting huge amounts of data, we are having access to even more 
external data and yet, decision-makers find it difficult to understand what the data is telling 
them. The current NHS system that emphasises market choice of providers requires strict 
contract management by Commissioners. As a consequence, lists of so called Key 
Performance Indicators (KPIs) have been created to monitor the delivery of the contract – a 
process that consumes large amounts of human and technical resources but has – so far – only 
delivered limited insights into what good service delivery means. It also does not support 
clinicians and operational health care staff with insights on waiting lists, caseloads, patient 
cohorts, barriers to good patient flow through the health system and quality standards. 

There is a huge opportunity in a data-rich world for analytics professionals to influence business 
and society and to improve impact and value of services. We will use this opportunity and make 
a big step towards using a different approach to traditional performance monitoring and instead 
will embed a data-storytelling approach that brings the messages that lie within our data to life, 
for our teams at the front line and for those who manage our services strategically.   

There are two objectives for collecting and using data, one is to support individual health care 
planning and monitoring and the second is the continuous improvement of service delivery. 
Both objectives are covered in this strategy. The latter will require our in-house team to become 
the ‘voice of the patient’, advocating high quality, efficiency and effectiveness of our services  
and pro-actively identifying areas of improvement. This will require a new operating model for 
our performance and business intelligence team, different analytical skills, and a new contract 
management approach with Commissioners. Our architectural housekeeping rules (see below) 
will be crucial to enable this transformation. 

We will achieve this by 

 Creating a demand and capacity function that supports effective waiting list 
management, caseload management and minimises delayed transfers of care within our 
in bed units and in our community services 

 Providing easy and comprehensive access to operational information with the ability to 
drill down, creating one version for operational and strategic use. 

 Making operational data available in real time. 

 Development of ‘ImpactChallenge’ projects – using data and patient pathway mapping to 
understand the patient’s experience and service productivity. 

 Creating an Insight and Performance team based on operational and strategic needs 
that supports decision-making and drives service improvement for the patient.  
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 Changing the linkage of operational activity data from cost centres to operational teams 
to enable better performance management.  

 Continuing to report on data quality to increase the focus on improving our data. 

 Integrating all our patient management systems to create the patient pathway story 
across services including the development of a data model. 

 Working pro-actively with Commissioners to design contract management arrangements 
that focus on monitoring of patient pathways and patient outcome information instead of 
monitoring pure activity data. 

 Establishing close working and training arrangements with CCG performance analysts. 

 Establishing a Data Analytical Network to enable better knowledge exchange and 
personal support between the central analytical team and analytical support staff based 
in the services. 
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(3) Patient information is electronically available anywhere, anytime 

Patient information is 
electronically available 

anywhere, anytime 

Real-time data and information from health and care records is 
available to those who need it, when they need it, wherever they 

are, in a secure and safe way. 

 

What this means 

A fully integrated Digital Health Record ensures that all information relating to the care of an 
individual is accessible by those needing to care for that person. This is in many cases the 
foundation for enabling other aspects of the Digital Strategy and for developing personalised 
care services within our organisation and with other health and care service providers.  

The components of an electronic record include: 

 Summary Record 

 Access to Order Communications and diagnostics reporting 

 Scheduling and referral management 

 e-prescribing 

 electronic document management 

 Electronic health records support remote care. 

A digital health record will enable us to become paper-free at the point of care as set out by 
NHS England in The Forward View into action: Paper-free at the point of care. 

We will achieve this by 

 Continuing the roll-out of the Digital Health Record Programme and making the most of 
this information management resource for improving health care delivery.   

 Enabling the patient to access their health care record and their health care plans 
electronically (personal health care record). 

 Establishing e-prescribing and e-pharmacy systems to improve quality and efficiency of 
medicine management. 

 Investigating the options for providing patients with digital devices such as wristbands 
that can contain their electronic health record, medicine management, appointments with 
health and care providers etc. 

 Establishing a Single Point of Access for referrals to our services. 

 Maximising the use of mobile devices and introducing ThinClient devices to provide staff 
with flexible access to health records while out in the community or working flexibly from 
health settings. 
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 (4) We embed technology enabled care services (TECS) wherever 
possible 

We embed technology 
enable care services 

(TECS) wherever 
possible 

Using TECS provide patients with more indepence and increase 
their ability to manage their health conditions whilst TECS support 

continuous care improvement 

 

What this means 

Technology Enabled Care Services (TECS). TECS involve the use of technology to enhance 
care by capturing and sharing information in new ways. TECS aim to deliver better outcomes for 
patients by maximising the value of technologies that enable better communication between the 
patient, their carers and their care team – this includes health and social care teams. These 
technologies include: 

 

 

We are already using TECS in various services and patients have provided very positive 
feedback as have our health care professionals. We want to make more use of TECS and will 
encourage our clinicians to investigate where this can be introduced.  

We will achieve this by 

 Working with our health and care partners, our clinicians will identify new opportunities 
for TECS application in our services to improve care quality and care experience. 

 Creating a Digital Forum and actively sharing good examples of current or planned use 
of TECS in our services or to learn from others. 

 Encouraging patients to make use of NHS approved health care apps to support 
prevention and self-management (if appropriate).  

 Establishing good digital housekeeping rules to ensure TECS and the information 
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gathered are used appropriately. 

 Working closely with social care services to explore opportunities for joint use of TECS 
where people have social and health care needs. 
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(5) We keep personal and care information up to date, accurate, safe 
and secure. 

Personal and care 
information is up to date, 
accurate and kept safe 

and secure 

We will keep personal information and related care information up to 
date and accurate which is important for good patient care planning. 

  

What this means:  

Personal and health care information is one of the key foundation stones for high quality care. 
Patients expect that data relevant to them is being captured and maintained at a high standard 
so that their needs are being addressed appropriately. This becomes particularly important 
when care is carried out over a period of time or when several services are involved in the 
patient’s health care.  

High data quality is also crucial for evidence based decision-making, whether this is to prioritise 
patients or to review and evaluate the service provision. Therefore data is one of our most 
important assets for planning and delivering the right care at the right time. If data is of poor 
quality, decisions will be poor as well which can have a negative impact on patient experience 
and patient care, staff workload and on the health of the organisation as a whole.  4  

We have good processes in place to capture patient and operational data electronically; we will 
now focus on entering data right first time and ensure data is complete, consistent, accurate, 
valid and captured in a timely manner. 

We already have good procedures and policies in place to ensure data and information is kept 
secure, e.g. Information Governance and Cyber Security, however, some areas are not so well 
covered and will need to be addressed. 

We will achieve this by 

 Developing and implementing a Data Quality Policy 

 Developing and implementing an Information Governance Strategy 

 Eliminating processes that have led to maintenance of spreadsheets and other 
databases that are not acknowledged as the digital health record for the service 

 Establishing an Information and IT Asset Register to manage information and IT assets 
centrally – operationally and financially 

 Identification and maintenance of Information, IT and Cyber Security Risks 

 Board level  leadership on Cyber Security 

 Development of ongoing Data & Cyber Security awareness training 

 Creation of a Cyber and Data Security role to establish strong data and cyber security 
protection processes and to lead and implement the above deliverables on cyber 
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security.  

 Ensuring unsupported systems are being replaced or upgraded or measures are being 
put in place to ensure our cyber security measures are not compromised by unsupported 
systems  
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 (6) We use digital resources wisely 

We use digital resources 
wisely 

We develop and use good digital housekeeping rules for procuring 
and maintaining digital technology to maximise the benefits at 

minimal costs 

 

What this means:  

Digital Technology is expensive and it is important that relevant costs are matched by excellent 
outcomes for patients. There is a danger to become technology-obsessed and to aim for the 
latest releases and innovations. We must therefore ensure we assess any digital needs 
appropriately and seek best practice and comparisons from other organisations and aim for 
collaboration before procuring new digital technology. 

Once digital technology is in place, it needs to be customised, used, connected and maintained 
appropriately. This relates to how we enter, store, share, archive and delete data to ensure we 
make our data useful, accessible and safe.  

We must also not assume that information technology consists of endless capacity, capability 
and resilience. Sensible use of storage and requests to system changes will prolong the lifetime 
of our information technology. 

We will achieve this by 

 Establishing an IT Asset Register and centralising IT related budgets ensuring that 
we have a long-term view of IT assets’ performance and replacement cycle manage  

 Identification and monitoring of IT and Cyber Security Risks 

 Leading from Executive Director level on Cyber Security 

 Development of ongoing Data & Cyber Security awareness training 

 Development of procurement principles for large and/or complex digital platforms or 
contracts 

 Developing and implementing a set of ‘good digital housekeeping rules’, including 

o Archiving and Retention Policy 

o Records Management Policy 

o IT System Change and Customisation Policy  
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(7) We will maximise in-house digital expertise 

We will maximise in-
house digital expertise. 

We provide in-house analytical, digital and technological expertise to 
minimise reliance and dependency on external providers. 

 

What this means  

With digital thinking promoted across the organisation in our first principle ‘We work digitally 
across the organisation’, it is imperative to rely on all staff when it comes to innovative ideas for 
using and working with data and technology. However, we will need specialist technical 
expertise. Over the last decade, public services have gone through various models of providing 
a digital function for their organisation. Outsourcing the IT function has been seen by many as 
the solution to the ever increasing infrastructure costs but outsourcing has often been paid with 
restricted abilities to innovate, customise or to produce cheaper, bespoke solutions.  

We have established an excellent IT function over the last years that has provided the 
organisation with the ability to support staff with day to day IT issues, develop and implement 
long-term solutions. Our internal Informatics function has also established an in-house delivery 
team for the implementation of the electronic health record system thus saving the organisation 
considerable costs on external consultancy. 

The provision of an in-house Informatics function (IT and Analytics) will increase our ability to 
embed digital thinking while making us independent on market dominating providers and their 
support. 

We will achieve this by 

 Encouraging in particular clinical staff to develop and use digital knowledge and skills 
through appraisals and personal development objectives. 

 Creating a Digital Forum four times a year, a conference type knowledge and idea 
sharing forum for all staff to share in-house practical digital examples, new 
developments and ideas for future service improvements as well as hearing from 
external experts and clinicians. 

 Strengthening the in-house IT function; bringing the remaining outsourced IT Support 
team in house to have a 360° IT systems and maintenance support. 

 Developing and maintaining a strategic IT Roadmap for the Trust to act as a common 
asset for all staff to contribute to thus enabling networking and sharing of learning 
around any digital projects, small and big. 

 Creation of a Data Analytical Network. 

 Development and publication of an IT training course catalogue with training provided by 
our in-house IT training team and available, approved external training. 

 Providing support for local digital projects in our services through access to central IT 
and analytical advice. 
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 (8) Our Digital Strategy supports the wider STP Digital Roadmap. 

Our Digital Strategy 
supports the wider STP 

Digital Roadmap 

We engage and work in partnership with Commisioners and health 
& social care providers across the STP to shape and deliver the 

Local Digital Roadmap. 

 

What this means  

We do not work in isolation. The tools and systems we use in one organisation will need to link 
with those being used in other organisations in health and social care. This is often referred to 
as interoperability. Our patients and staff span care boundaries. Illness does not recognise 
borders and care boundaries. To combat it, we need to work beyond the borders of our estate 
by collaborating with others.  

Our Digital Strategy forms a key part of the Local Digital Roadmap for the wider health and 
social care system in Sussex and East Surrey matching the local Sustainability and 
Transformation Partnership (STP) geography.  

The programme is structured into five domains which are (a) Exploiting Existing Technology, (b) 
Shared Health and Care Information, (c) Analytics, (d) Service Redesign and Citizen.   

The local digital roadmap recognises the importance of collaborating across organisations and 
in particular of taking the workforce on the journey of using digital technology and designing 
new models of care with digital technology in order to transform services and to realise the 
benefits of digital.  

The priorities set out in our Digital Strategy are directly supporting the five domains as set out in 
the Local Digital Roadmap. They will also enable a better system-wide management of patient 
journeys and a better understanding of overall service demand and capacity through the 
effective and intelligent use of data which will be central for managing demanding times such as 
winter. 

There are clear benefits for us as an organisation as for the wider health and care system to 
work towards data and system interoperability and access to data for analysis and planning. 
Community Service providers have recently been described as the key solution to the health 
care crisis on a national level

5,6
. It is therefore paramount that we influence and shape the 

overarching STP Digital Programme going forward. 

We will achieve this by 

 We will focus on good partnership working to enable and support the achievement of 
outcomes that are beyond individual organisation’s control. It will also be important to use 
evidence and keep a clear focus on overarching outcomes. 

 We will actively engage in and influence the STP Digital Programme design and delivery 
to focus on better outcomes for the whole health and care system. 

 We will champion the investment of system-wide funding to benefit all people in the area. 

 We will pro-actively use our evidence to discuss and shape system-wide outcomes with 
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Commissioners. 

 We will support nursing and residential homes to become a more integrated part of the 
health and social care community Our current electronic health record system is also 
available to Nursing and residential homes at no charge, where homes do not chose to 
deploy the system in full, we will encourage them to use a minimised version of it that 
enables the viewing of the record. 

Key challenges 
We are aware that such wide variety of changes will face challenges. However, the key risk for 
us as an organisation would be not to progress with our digital ambitions and just sticking to a 
traditional way of IT delivery.  

The key challenges we face in delivering our Digital Strategy are 

Challenge Mitigations 

Engagement of staff in the 

ownership of the digital 

agenda 

Using digital champions in the organisation 

Creation of digital forum and other networks 

Better access to meaningful data and insights, training 

Access to central IT support for local digital projects 

Funding limitations Accessing central government funds and STP wide project funds for 

digital projects 

Technical system barriers Agile system design for future interoperability assurance 

In-house IT function to provide expertise on technical systems 

In-house ability to develop IT systems for specific needs or for trials to 

minimise the reliance on external IT providers and their IT support  

Adhering to standardised use of external IT systems to minimise 

customisations that have a high degree of support reliance 

Alignment with STP wide system development 

Skills and human resource 

limitations 

Accessing the wider public sector and higher education sector to learn 

from others or to use external skills that work not for profit  

Holding low cost ‘hack days’ to develop own bespoke solutions with 

external specialist expertise 

Foster partnership working with other analytical teams in the STP 
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Oversight of Delivery – Governance structure 
The oversight of progress made against the Digital Strategy’s principles and priorities will 
happen on various levels to ensure operational and strategic scrutiny and assurance but 
ultimately will be presented to our Board and scrutinised by the Finance & Investment 
Committee 
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