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This report is based on survey findings 
of the delegates for the Healthcare 
Strategy Forum on the 12th and 13th 
November 2019, comprising of 231 
Chief Executives, CIOs and other 
strategic, IT and clinical leaders in  
the NHS.

To deepen our insights, we interviewed 
the highest decision makers in face-
to-face and telephone interviews 
to discuss trends and issues being 
tackled in their organisations.
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MAIN FINDINGS OF THE REPORT 

PATIENT EXPERIENCE 
& SELF-SERVICE

Multi-channel customer 
engagement is being 
prioritised to enable better 
communications between 
clinicians and patients and 
automate administrative 
tasks such as appointment 
confirmations, amendments 
and cancellations through 
mobile and web applications 

HEALTH AND  
SOCIAL CARE

Legacy systems are being 
integrated across multiple 
settings, empowering field 
staff with customisable 
mobile working solutions 
and unified communications 
strategies to enable secure 
engagement and data 
sharing

PATIENT  
FLOW

NHS leaders are removing 
manual methods 
traditionally used to track 
patients through various 
stages of clinical care with 
new ‘real-time’ transparent 
digital solutions which 
provide actionable insights 
and help gain efficiency at 
clinical and operational level   

SERVICE  
DELIVERY

Trusts are modernising 
how services are delivered 
through managed cloud 
services, developing cloud 
strategy and leveraging 
data analytics for 
progressing the efficiency 
agenda 
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The key issues being tackled 
by the Deputy Divisional 
Director of Operations at 
North Middlesex University 
Hospital NHS Trust:
•	Technology and agile working 

solutions
•	Patient flow across the health 

economy
•	Ensuring organisation participation 

is on the integration agenda as part 
of the 10-year plan

The challenges being 
prioritised by the CNIO at 
Kettering General Hospital 
NHS FT:
•	EPR programme - roll out of 

several modules over the next two 
years to move towards paperless

•	Information and data in formats 
that managers and clinicians can 
understand and use effectively
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COMBINED SPENDING POWER OF GROUP
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TOP STRATEGIC 
PRIORITY Above all else, 

modernising service 
delivery models across 
the business was 
highlighted as the key 
strategic priority for the 
group. 

Much of the group also 
emphasised the need 
to improve patient 
experience and safety. 
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TOP IMPROVEMENT  
INITIATIVE The group stressed how 

they are struggling to 
ensure technology and new 
innovations are harnessed 
to maximise patient 
experience. 

Respondents also 
highlighted their need 
to strengthen and retain 
staff through workforce 
development and long-term 
planning.  

27%

6%

27%

14%

Integrating care 
locally to improve 
services and 
outcomes

Refining funding 
and efficiency by 
cutting waste and 
harnessing better 
methodologies

Strengthening 
and retaining the 
workforce through 
training and better 
planning

Bettering patient 
safety through 
learning, inspecting 
and improving

Harnessing 
technology and 
innovation using 
a ‘digital hospital’ 
approach

26%
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CURRENT OR FUTURE 
PRIORITIES Some priorities are 

considered primarily a future 
focus for the group, such as 
autonomous robotics and 
cognitive computing. 

However, the majority of 
the group specified that 
automation and AI-powered 
innovations enabling self-
service for both staff and 
patients are a significant 
priority that needs to be 
tackled urgently.

Incident 
Management 
& Remote 
Monitoring

Assisted 
Robotics

Cognitive 
Computing

Autonomous 
Robotics

Self Service – 
Staff

Self Service – 
Patients

Current          Future

75% 25%

22.92% 77.08%

35.42% 64.58%

20.83% 79.17%

72.22% 27.78%

63.89% 36.11%
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SPEND MAPPING Technologies 
surrounding self-service 
patient portals, mobility 
and business intelligence 
are very much at the 
forefront of our group’s 
budget plans. 

NHS trusts have 
considerable challenges 
digitising their legacy 
infrastructure but 
understand this must 
become a reality in 
order to underpin future 
delivery of services and 
technology.
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LOW, MEDIUM OR HIGH 
PRIORITY AREAS

Although many issues 
are deemed to be 
of high importance 
by NHS leaders, 
over half of those 
surveyed stressed 
the importance of 
ensuring care systems 
are integrated 
effectively across the 
locality. 

Low         Medium          High         

Driving the Use of 
Technology to Provide 
A Better Service for 
Both Patients and 
Staff

22.22%

29.86%

35.42%

39.58%

42.36%

30.56%

Development of New 
Care Models Such as 
Primary and Acute 
Care Systems (PACS) 
snd Multispecialty 
Community Providers 
(MCPS)

9.72% 53.47%36.81%

Involvement 
in Developing 
Sustainable 
Transformation Plans 
(STPs)

14.58% 42.36% 43.06%

Working Towards 
an Integrated Care 
System Across the 
Locality
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DELEGATE INVESTMENT
AREAS

With patient flow/
queuing and artificial 
intelligence ranked 
as the two most 
significant investment 
areas, it is clear that 
there is a drive for 
NHS leaders to replace 
manual methods with 
new digital solutions 
that can improve 
efficiencies across 
their organisation.

HEALTHCARE STRATEGY FORUM/ 
RESEARCH REPORT NOVEMBER 2019

	 Top delegate investment areas	 Percentage
1	 Artificial Intelligence (AI)	 40.28
2	 Patient Flow/Patient Queuing	 38.89
3	 Patient Journey Mapping	 34.72
4	 Workforce Management	 33.33
5	 Patient Engagement Solutions	 29.86
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All our Strategy Forums combine industry leading searchable analytics through Forum IQ - our delegate 
discovery platform. Key client investment data is blended with enhanced networking capability via our 
Forum Link app for everyone to intelligently connect through multi-channel exchanges during our live 
Strategy Forums. 

Deep understanding and clever tech connecting smart people in 
smooth interactions. Goodbye static conferences, hello evolution.
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