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What did we learn from #PDDigital16?





Health Innovation Exchange

• An online portal for: 

– Submitting information to & requests for assistance to the AHSN

– Promoting market ready products & services

– Identifying solutions to unmet clinical needs

http://www.healthinnovationexchange.org.uk

http://www.healthinnovationexchange.org.uk/


Cllr David Jones

Deputy Cabinet Member for Economic Growth & 
Skills

Wakefield Council

@MyWakefield
#YHDigitalEco
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Director of Higher Education
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#YHDigitalEco



ADVANCED SKILLS AND INNOVATION CENTRE - THE NEW HUB OF 
HIGHER LEVEL SKILLS

Clare Hagerup: Director of Higher Education



Advanced Skills and Innovation Centre

• Business Incubation

• The fusion between education and work

• Cohesive working environment

• Discrete centres for Engineering, Creative & Digital Industries and
Business School

• Opportunities for students to engage with professionals from industry

• Suite of courses and training opportunities which support / meet
evolving higher skills needs



The Development Plot





The New Building – artist’s impression



Internal furniture – chosen by our students

















Channel shift and digital 

transformation
Not only an opportunity but a duty

Online Housing and Council Tax Support

Rahna Riley, Digital Services Lead

March 2017



Scene setting

➢ Borough population 200K

➢ 27K claiming benefit

➢ Contact Centre referred customers to

paper claims

➢ Customer Service Centres assisted with

form completion

➢ Online application used by over 60

authorities

@rochdalecouncil



@rochdalecouncil
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Increase self-service

Reduce contact

Improve end-to-end 
process

Transform culture of 
organisation

Avoid backwards 
channel shift

Make our services better 
for our customers



Success IS 

the only option 



What’s in it 

for the customer?



Identified issues and solutions

@rochdalecouncil

Customer needs

Identified most 
popular 
scenarios and 
created a 
working group

Issues

Worked through 
the scenarios 
identifying issues

Responding

Encouraged 
feedback and 
worked with 
supplier



Benefits for customers, 

stakeholders, council



@rochdalecouncil



Cross channel experience

Useful and 
usable 
content

Contact 
Centre scripts

Customer 
service scripts

Revised Revs 
and Bens 

letters

Synergy with 
online content 

and print

@rochdalecouncil



@rochdalecouncil



Channel shift challenges

Myths and 
equality impact 

assessment

High levels of 
deprivation 

Lack of IT skills 
and literacy 
problems

Job losses
Long and 

complex form

@rochdalecouncil



Measurement of success…

.

@rochdalecouncil

Take-up from 28% to 100% 

One of the highest take-ups in the 
shortest amount of time

Transformed service delivery

Co-design, co-production



Success in access channels…

.

@rochdalecouncil

Contributed to reduction of Customer Services 
staff - from 30 to 8

3,200 appts in 2010 v 48 in 2016/17

Now only 4 F2F appointments 

per month

From 1-2 ring backs per week to none in 
2016/17



Visits to Customer Services

@rochdalecouncil*2016 projected to be 42.5K
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@rochdalecouncil

Customer

What’s in it for 
the customer

Usability

Engaging with 
stakeholders



Q&A

Rahna Riley

Digital Services Lead

Email: rahna.riley@rochdale.gov.uk 

Twitter: @rochdalecouncil @rahnariley



Are you ever a confused 
patient in need of .com? 

Bruce Elliott 

14 March 2017

Trying to make a difference in the ways we manage our own 
health and care 



‘‘Are you ever  a confused patient in need of .com?’ 

The challenge and solution for today
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‘Are you ever a confused patient in need of  .com? ‘ 

Are we confused about .com? – some personal reflections
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‘Are you ever a confused patient in need of  .com? ‘ 

As Health and Care professionals what can we do?
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Building an integrated, paper-free health and care system 
10 domains with 33 programmes

40



“Health is what people do.

Not what they say. Not what they see. Not what
they hear. Not what others are doing. Not what is 

discussed in conferences or written in papers or policy 
documents or strategies.

It is what people do which counts. When this is 
community led and supported by healthcare, it 

becomes vibrant and sustainable.”

Dr Amir Hannan
General Practitioner, Haughton Thornley Medical Centres



#digitalpractitioner

Alison Braithwaite
Programme Lead

Digital practitioners…
It’s just a case of the right kit, Isn’t it?



What?
Our Key Findings

Confidence

Permission

Sustainability



So What?

Digital Practitioner Model

Individual
Sharing, 

Connecting &
Boosting Skills

Team/ 
Profession
Becoming 

more Digitally 
Confident 
together

Manager/

Leader
Enable & 
Empower 

better use of 
digital

Organisation
Create the 
Conditions 

& align 
strategy



What Now?
A nationwide challenge

How will you move at Scale & Pace 
Whilst allowing for  

Quality engagement to embed & sustain digital in practice

How will you create the right 
learning & support 

That will meet 

All levels of digital literacy across health and care?



Q&A’s


