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DHCW Introductions

Phil Samuel GMS Service Owner
Leanne Jones Lead Delivery Manager
Jason Gardiner Project Support Officer
Niren Basu Lead User Researcher

Kobi Emmanuella-King Lead User Researcher
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NHS Wales App

P3F Waiting List Referrals and Hospital Appointments Update
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What has been built?

Six outcomes with maximum benefit and minimum complexity:
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Notify a patient when their hospital referral has been accepted
Link to typical waiting times

Link to ‘waiting well” information

Offer a route to request to be removed from a waiting list
Notify appointment details when offered

Offer route to request change or cancellation of appointment

A digital approach that dovetails with local
processes, providing options to manage and control
inbound patient communications:

» Display the correct phone number to call

» Email link to send a request for a call back

» Use a third-party service, when appropriate

Solutions can be configured by the clinical services.
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Project delivery

We are
here

Alpha development Alpha testing

Working with Hywel Dda UHB
6 pilot outcomes
Learn lessons to help plan
deployment:
Readiness checklist
Deployment schedule

* Confirm fit for purpose
* Plan deployment
* Continuous improvement

More specialties in HDUHB
Deploy in other Health Boards
Increase capabilities

Initial scope limited to:
a) GP Practice outpatient referrals

‘ | ‘ | | b) First outpatient appointments I

Discovery finalised: Jan 25 July — September 2025 From October 31st
Development since Feb 25
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General Practice Discovery

A service design approach
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General Practice (GP) Discovery
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Background & context

Digital services have the potential to transform primary care
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Enabling a shift Allowing greater Reimagining systems,
from reactive to efficiency in processes and
preventative, clinical and experiences to better
proactive practice support clinicians and
healthcare management staff
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A service designh approach

Baseline the service
Assess the current state of general practice, across diverse settings; from urban to rural, and affluent to deprived
areas, linking to Deep End work to address inequalities across Wales.

/@ Understand existing service delivery
@ Identify key pain points, explore potential solutions and benefits — with the aim to enhance practice efficiency,
staff experience and subsequently, patient experience.

Take a user-centred approach
Engage directly with clinicians and practice staff to understand what impacts both their wellbeing and their

ability to provide effective care. We will also review existing patient research.
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Co-design with you...
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Working directly with clinicians and practice
staff to shape digital transformation in
general practice
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Share your views

B Challenges in general practice (digital)

L Digital Successes

General Practice (GP) Discovery

.| Your Ideas

IGDC « DHCW






Thank you for participating today.

If you would like to be involved in this research, please reach out to us

at or add your contact details to the end of the

Microsoft Form.
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mailto:GMS@wales.nhs.uk
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Digital Services for Patients and
the Public
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B Challenges in General Practice (Digital)

What gets in the way of improving the way in which we deliver care more

effectively?

. What are the challenges in using digital tools to improve the way in which we

deliver care?

Please share with us a recent example.
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L Digital Successes

a. What solutions have made a real difference in your

practice?

b. How did they help?
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.| Your Ideas

a. What one change would make the biggest

difference for your practice?

b. What problem would this address?
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Waiting List Referrals & Hospital Appointments Notifications Dashboard

NHS Wales App Usage - Power Bl
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https://app.powerbi.com/groups/me/apps/6b9174c6-c6b8-4d8a-9cb6-fb4351e123f7/reports/33c80d80-0cb9-4b70-9072-18fcba683176/1ca7eff0e86e3d5e7584?experience=power-bi
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