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We believe in a world where
people are placed at the

design - so everyon
ily access what they
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NO one
left
behind!
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The Problem

As products and services evolve
at pace and people are being
disconnected from the very
support and services they need, it
is increasingly difficult to engage
with and understand the people
being left behind.
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The Solution

Our approach is simple.
We put people at the centre
of everything we do.

Discover - Using our technical, clinical and research
knowledge, we help teams ask questions at scale so
they can build better products and services for the
people they serve.

Engage - We create new opportunities for people

to engage in service design and transformation. We
talk to people in their networks, listen to their stories,
gather rapid insights and provide ways to share
continuous feedback.

Impact - We believe insight without action is time
lost. That’s why we work with teams to use insights
to shape and activate their services so they are
delivered in the way people want and need.
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Platform

Access to real time Access research
reporting to support informed shareable
dynamic decision making resources, events,

video FAGs and
feedback loops
from any
internet-connected
device. Driven by
campaigns.
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Case studies



Black Country and

West Birmingham ICS

The intent behind the NHS App is to be a
single front door to the NHS, offering an
easy access point to advice and services.

Only 29% people in Black Country and West

Birmingham had registered for the NHS App.

We engaged with the community to
understand the best ways to increase App
uptake.

We involved over 140,000 people and

35 community groups to gather insights
about how they were using the NHS App.
Complemented by a digital marketing
campaign, national PR and the provision of
toolkits for local teams, we reached over
30,000 people in the first month to promote
the NHS digital service. During the project
NHS App registrations and usage of core
functionality increased.

The HealthwaveHub was developed to
consolidate a range of resources around
access to kit, connectivity and skills,
fundamental ingredients to digital uptake.

Designed in a way that resources can be
shared by people working in health and
social care and ‘digital carers’ with those not
necessarily familiar with online tools.

We used links to surveys to gather ongoing
feedback to help iterate the resources to
ensure they remained relevant.

People could also access a community
supporting one another with tips and advice
around supporting others to do the basics
online as well as online events sharing
experts views and Q&A.
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Case study

NHS Connected
Nottinghamshire

Challenge

NHS partners in Nottingham and

Nottinghamshire were ready to refresh their 500 people across Nottinghamshire,
strategy - very relevant given the change in engaged with 50 community = L
the landscape, with Covid and rapid shift organisations and |nterV|ewed.3_ people o

- to digital.

-Our brief was to gather meaningful _ ot
insights that reflect the whole population » The project informed future action around
in Nottinghamshire about the way they
access health services digitally. These wider  and resources and user experience

population insights were needed to feed considerations for NHS healthcare apps.
_into the strategy and inform shorter ;

: So_['ution

erm planning:

Our approach involved the design and
delivery of representative behavioural

insights surveys, user experience sessions :

and deep dive qualitative interviews to
seek the oplmons of a very broad base of

consultees:

* Within three months we surveyed over.

on the topic of digital access to
healthcare services.

strategy design, tailored communications

* We launched the Digital Carers campaign
alongside sharable resources, toolkits,
content and a growing community to
support the uptake of the NHS App.
During the project NHS App
registrations increased.

ut digital health services.
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Followrng an extenswe C|t|zen engagement exermse wh|ch
‘consisted of populat|on wide surveys, user experience sessions
and. qualltatlve interviews, a number of challenges to uptake
:and utlllsatlon of the NHS App were |dent|ﬁed .

. We provided NHS colleagues wrth |nS|ghts to support pollcy and
- ,communloatlon decisions around |ncreaS|ng uptake of the NHS App.

Our people powered transformatlon approaoh to digital - .
.. ~adoption helped when co- deS|gn|ng strategies, |nclud|ng :
To addre -through the development of Persona V|deos >
deep unde :
was needed - fo
.where social mob|l|ty was part|cufarly

Our |n3|ghts |nformed a range of actlvatlon |n|t|at|ves :
_including going direct to citizens both.online and offline to -

raise awareness of the NHS App, facilitating partnerships and.
: prowdlng tailored resourc munity:influencers to help

A well designed and representative data analysis, inclu
engage wnth individual essing dlgltal channels

groups that were at high risk of digital exclusion was
.necessary to gain a full and fair p|cture on which to base
strategic decisions. :
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"l want to support ...;:::.'.
. writhour the

the services that Pt

can support my

child and work with

them”

Meet Jules
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Trusted partner -

We help teams deliver
people powered
transformation.
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NHS

Somerset
Clinical Commissioning Group

COUNCIL AL
NHSX NHS England and NHS Improvement Black Country and
. West Birmingham
o Clinical Commissioning Group

Imperial College
London

Cambridgeshire and Peterborough
Clinical Commissioning Group

Lancashire and

r’. South Cumbria

‘.‘ Health and Care Partnership

CE¥NNECTED

NHS

East London

NHS Foundation Trust
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Get in touch

info@healthwavehub.com
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