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Reform held a series of three seminars in partnership 
with Telefónica O2 UK to explore the role of technology 
in public service reform. The key themes of the seminar 
series are summarised below.

A burning platform for reform
The challenge for public services this Parliament has 
been to manage constrained public expenditure against 
a backdrop of rising demand for public services and 
increased public expectations. To meet this challenge, 
services need to rapidly adapt by using modern delivery 
solutions, such as technology, to deliver more for less. 
Effectively deployed technology can improve user 
experience, drive more cost effective ways of working, 
gather data to increase the effectiveness of public 
sector responses, and provide a future engine of 
economic growth. 

The barriers to progress
Despite this transformative potential, the public sector 
continues to play “catch up” with the everyday 
technology in people’s lives. Pockets of best practice 
have emerged in the public sector so why have these 
innovations failed to grow at pace and scale?

1. The challenge for Whitehall. Many parts of 
government are locked into rigid and costly IT 
contracts. Whether in the police or the NHS, inflexible 
commissioning and tendering processes have created 
a system which favours the incumbent way of doing 
things at the expense of the new. Unlocking the 
potential of technology will require civil servants and 
public sector workers with the skills to commission  
and procure effectively. 

2. Managing risk. Public servants face a difficult 
balance between the opportunity of technology and 
the inherent risks involved. Public concerns over data 
privacy and the cost-effectiveness of large IT projects 
has created an inflexible approach to IT procurement 
where large and small scale projects alike are subject 
to the same, strict controls. A more effective 
partnership between the public sector and industry 
has the potential to aid in managing this risk.

3. Professional cultures. Transformation is not about 
the IT itself but about how it is applied to internal ways 
of working and external delivery. Organisational 
readiness for technological change means that new 
devices or digitally enabled ways of working must be 
“embedded in a digital culture, which lies outside the  
IT department.” For the NHS, this means engaging 
clinical professionals on the ground to embrace 
digitally empowered patients and technology enabled 
ways of working.

A landscape for change 
While there is a role for central government to improve 
the procurement and commissioning of IT services,  
the greatest changes won’t be centrally prescribed. 
Central government should not endeavour to mandate 
future advancements but instead to create an 
environment where open data is the default and allow 
entrepreneurs the freedom to translate that data into 
accessible products. This will require the Government 
to create a national vision for technology or a “tech 
route map” to ensure clarity over long term objectives 
and build public trust in data. 

For the NHS this force for change won’t simply  
come from innovative entrepreneurs, but from patients 
as well. As patients expect and demand an open, 
transparent and digitally enabled service, as they 
experience in other areas of their lives, the NHS will  
be forced to move beyond the status quo.

Summary
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Ronan Dunne 
Ready for a transformation

Mobile technology is enabling a 
transformation. By putting it at  
the heart of businesses and 
organisations it is helping to break 
down barriers to access, improve 
the quality of services and cut  
down costs. 

 Mobility, in essence, gets the 
information to the places it is needed quickly and 
securely, which in turn empowers staff to deliver a 
better service for the end user by putting more 
emphasis on their needs. And increasingly, mobile and 
digital services are helping the public sector to focus 
on efficiency and on enhancing the user experience.

 Governments can now connect with citizens in new 
and more effective ways by making the most of 
ubiquitous connectivity and fast mobile broadband. 
The same technology has also enabled staff to  
work together more effectively and is helping 
organisations to use their time more productively so 
they can deliver a better service. 

Its adoption in the private sector has resulted in 
innovation on an unprecedented scale and the results 
are there for all to see. It’s about time we unlocked its 
transformative potential in the public sector. 

Let’s take Network Rail as a case in point. Connected 
devices from Telefónica UK have ensured staff can send 
and receive real-time data at high speed when carrying 
out essential maintenance work on railways. This has 
been critical to maintaining the smooth running of 
businesses, and therefore the service they provide, so 
that commuters are not delayed. In short, it is being able 
to do more for less. 

However, in reality the rate of adoption of mobile  
and digital services is not what it should be given its 
potential. A study published in March 2014 by Telefónica 
UK and the Centre of Business and Economic Research 
suggests that the UK economy is losing out on £30 
billion a year because businesses and public services 
are not taking advantage of the connectivity which can 
eradicate needless journeys and boost staff productivity. 

This presents a challenge for both suppliers and 
public sector leaders to set out a vision for change and 
provide the tools necessary that enable a 
transformation. In a digital age, people are used to a 
simple and fast service. Now they expect the same from 
their public services too.

We’ve proved the public sector can take the lead in 
developing innovative approaches to meeting long 
term challenges through Telefónica’s Local 
Government Digital Fund which is giving funding and 
support to councils across the UK to help them engage 
more closely with the citizens and communities as well 
as find new ways of working. 

The change has started and I am pleased that 
Telefónica UK has joined Reform to debate the 
potential of mobile technology in the public sector and 
what needs to be done to overcome the barriers so 
that it delivers better outcomes for all. 

Ronan Dunne, Chief Executive Officer, Telefónica O2 UK

Foreword
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Reform comment

Andrew Haldenby 

In 2010, the Comprehensive 
Spending Review clearly set out a 
new vision of public service reform. 
Constraints on public expenditure 
would take place against a backdrop 
of rising demand for public services 
and increased consumer 
expectations. To meet this challenge, 

services would need to rapidly adapt by using modern 
delivery solutions to deliver more for less. 

The first event in the Reform-Telefónica series on 
disruptive innovation in public services discussed how 
early adopters in public and private sectors are using 
technology to transform services and the user experience. 
The event explored what opportunities and challenges the 
public sector faces in the provision of technologically-
enabled services and in particular, how to embed a culture 
that embraces new ways of working. 

Lessons from the private sector
Leading the discussion Stephen Kelly, Chief Operating 
Officer for Government, highlighted that technology has 
revolutionised daily lives by altering interactions with 
individuals, business and the local environment. Across 
the private sector, businesses have been responsive to 
consumer demands and changed the way goods and 
services are provided. For instance, the best-performing 
businesses have exploited the ubiquitous presence of 
smart phones by promoting the use of mobile-enabled 
transactions to increase revenues. 

Now the public sector must be equally ambitious about 
leveraging existing technological advancements and the 
expertise gained from the private sector. Technology has 
the capacity to transform engagement between the public 
and public servants, to drive cost-efficiencies and to 
enable more mobile joined up ways of working. Further, 
the full power of technology is not simply the devices but 
the data they collect. Open data can enable public 
services, such as the police and the health service, to 
deliver a better informed response to events. 

Drawing on these lessons in practice, however, 
presents a challenge for Whitehall. As Stephen Kelly 

explains, “Many parts of government are locked into rigid, 
inflexible, costly, ‘old world’ IT contracts. UK Government 
spends over £6 billion per annum on these contracts 
(approximately £12,000 for every civil servant), yet so 
many Government IT projects have led to waste and 
failure.” Unlocking the potential of technology therefore 
must begin with civil servants and public sector workers 
being given the necessary commercial skills and 
capabilities to commission and procure intelligently.

The challenge of public sector transformation
In his article David Lloyd, Police and Crime Commissioner 
for Hertfordshire, discusses the challenge for public service 
leaders of “playing catch-up” where “everyday technology 
– the kind we all have in our pockets these days – is moving 
a good deal faster than we are.” Similarly Dr Simon Eccles, 
former Medical Director for the NHS National Programme 
for IT, notes that while the UK has been at the forefront of 
clinical innovation the NHS remains “hopeless at 
Information Technology.” There was a recognition amongst 
participants of the discussion that while pockets of best 
practice have emerged across the public sector, the scale 
of the financial pressure on services means these 
innovations must now grow at pace and scale.

A cultural shift
The common difficulty for public servants in achieving this 
in practice is how to balance the opportunity of technology 
with the inherent risks involved. Public concerns over data 
privacy and the cost-effectiveness of large IT projects has 
created an inflexible approach to IT procurement where 
large and small scale projects alike are subject to the 
same, strict controls. Sara Murray, founder of confused.
com, discussed the difficulty of procuring for innovation if 
an organisation’s objective is to eliminate risk. 

Building the capabilities across Whitehall to procure and 
manage technology effectively will be key to a more mutually 
beneficial partnership between the public sector and 
industry. Jos Creese argues that transformation is not about 
the IT but about how it is applied “to internal practices and to 
external service delivery.” He explains that organisational 
readiness means that transformation must be “embedded in 
a digital culture, which lies outside the IT department.”

Andrew Haldenby, Director, Reform
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Stephen Kelly
A quiet revolution 

When I was growing up in the UK, HM 
Government was the “go to” organisation for 
some of the most radical and 
transformational IT programmes on the 
planet. Sadly, for some years, HM 
Government deskilled its internal business, 
operations, IT, commercial and programme 
leadership functions.

Government over-invested in poor 
performing IT, and in turn our suppliers 
forgot that the “customer is king”. The 
result is that many parts of Government are 
locked into rigid, inflexible, costly, “old 
world” IT contracts. The UK Government 
spends over £6 billion per annum on these 
contracts (approximately £12,000 for every 
civil servant), yet so many Government IT 
projects have led to waste and failure.  

Francis Maude, as Minister of the 
Cabinet Office, set about leading a radical 
reform agenda, with the fiscal crisis 
providing the catalyst for change. The 
Minister embarked upon a quiet revolution, 
which would see Government build core 
capability to set up and manage contracts 
and innovate the business of Government. 
We want civil servants to spend more time 
scoping the competitive landscape and 
managing contracts once they are in place 
by reducing the time stuck in the 
bureaucracy of procurement. This 
approach also means smaller players are 
increasingly winning Government work. 
Increasing the number of potential 
suppliers means a more competitive 
marketplace that will, in turn, deliver better 
value for the taxpayer. 

We have learnt and continue to learn the 
lessons from the private sector, especially 
in consumer industries, where margins are 

tight and digital innovation has been 
disruptive for traditional service channels. 
We want to exploit the technology and 
expertise deployed at an industrial scale in 
the private sector. Last year alone this 
approach yielded audited IT savings of 
£500 million.

Not only will this approach deliver savings 
– it will also encourage growth. Technology 
innovation can help rebalance the UK 
economy. Government is encouraging small 
to medium enterprises to engage, and 
provides services where possible. Last year 
the Government spent over £1.5 billion more 
with SMEs than in 2010, and these suppliers 
are predominately based in the UK. So, we 
think our quiet revolution could also support 
a resurgent UK Tech industry. This is fresh 
thinking for Government, but it’s hard to 
resist a revolution that improves public 
services, makes savings for the taxpayer 
and prompts growth in the economy. 

The Government Digital Service (GDS), on 
behalf of the Cabinet Office, is now equipping 
Government with the right technology to 
deliver great digital services: technology that 
is open, flexible and modern. 

GDS is doing this by:
 > Running spending controls for 

departmental spending on technology  
and digital;

 > Creating a level playing field for all 
suppliers and disaggregating big contracts. 
We no longer award contracts over £100 
million unless there is an exceptional 
reason, and there are no like-for-like 
extensions to existing contracts. Our 
CloudStore and the new Digital Services 
framework allow everyone to compete on 
the same terms;

 > Developing a common, cross government 
approach to the things that everyone uses 
like desktops, network and hosting;

 > Selecting and implementing open 
standards to level the playing field between 
open source and proprietary software. 
When we launched GOV.UK, we made the 
code available on Github. The New Zealand 
Government is now using this for a new 
beta version of their government website.

Two examples of the notable work we are 
doing with departments are set out below.

Home Office Border Systems 
Programme
To support the implementation of exit 
checks at the border, we have been 
working with the Home Office to implement 
this from a design perspective, using pilots 
and trials to test technologies with 
travellers to ensure the solution is based 
around the user.

Exemplar Services
We are transforming 25 of the largest 50 
public services to be digital by default by 
early 2015. This includes tax, benefits and 
driving licences. We are using an agile 
approach with progress reported openly 
on www.gov.uk/transformation. The 
average cost of a digital transaction is 20 
times lower than phone, 30 times lower 
than postal, 50 times lower than face-to-
face transactions.

We are making sure that the barriers to 
entry which Government puts in the way of 
small businesses are lifted and are 
reducing our dependency on traditional 
systems integrators through SME-friendly 
commercial vehicles such as G-Cloud and 
the Digital Services Framework.

 > The G-Cloud framework is in its 4th 
iteration with 1,186 suppliers and over 
13,000 services (84 per cent of suppliers 
are SMEs).

 > The Digital Services framework launched 
on 12 November 2013 with 183 suppliers.

To enable many suppliers to bid, 
programmes are being disaggregated for 
commercial purposes – broken down into 
components supported by the market. 
These initiatives will open the door to new 
vendors to bid for Government business.

Together this drives growth, improves 
services and crucially saves the taxpayer 
money.

Stephen Kelly, Chief Operating Officer for 
Government and Head of the Efficiency 
and Reform Group

The private sector experience of using 
technology to deliver more for less
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Jos Creese
How the proper application of 
IT determines a truly digital 
business

Whether in the public or private sectors, 
“digital maturity” results in higher 
performance on most measures – 
customer service, profit, revenue, 
productivity and flexibility. 

This is typically not about the “IT”. We are 
all using the same “tool kit” in general. It is 
much more about how IT is applied to 
internal practices and to external service 
delivery. We all know that badly applied IT 
can damage service quality, reduce 
flexibility and increase costs. Indeed, there 
have been enough examples in 2013 of how 
not to use IT, from government to banking. 

The proper application of IT determines 
a truly digital business, and that requires a 
state of organisational readiness. For 
example:

 > A commitment to move away from 
traditional practices (paper, meetings, 
reports).

 > Digital thinking lying at the heart of all 
service design.

 > “Digital by default” empowering staff and 
customers, not disenfranchising anyone.

 > IT seen as a source of innovation, not as a 
cost or risk to be avoided.

 > A new model for business risk, which 
recognises the shift to digital.

 > IT literacy up to board level and adoption 
of new tools such as social media.

Behind these lies a great deal of detail 
and hard work. Business risks, for 
example, will change fundamentally as 
digital dependence increases – data 
security, social media reputation, staff and 
customer empowerment, and business 
continuity. Without properly preparing the 

ground, IT-enabled business change can 
be disastrous. Indeed, only 20 per cent of 
IT change programmes deliver as expected 
according to surveys in 2013, and 40 per 
cent are failing outright. The rest are 
nurtured back to health at a cost in time 
and money.

The real trick is closing the gap between 
business creativity and IT opportunity, and 
that is the job of the Chief Information 
Officer (CIO). It is not the CIO that leads all 
change – that must be a co-production 
model with colleagues across the 
organisation – but the CIO must ensure 
that the opportunities, as well as the risk, 
are well-understood in the way business 
policies and strategies are developed, 
whilst the potential of IT is not oversold.

All this comes at the right time for the 
public sector, where a combination of 
financial austerity and growing customer 
expectation and demands require new 
thinking. Using IT to marginally improve out 
of date practices by automating them or 
outsourcing them is just not going to be 
enough. Whilst technology may be seen as 
a growing risk, it is also, arguably, the single 
biggest opportunity for service improvement 
and cost reduction … but only if it is truly 
embedded in a digital culture, which lies 
outside the IT department.

Jos Creese, Chief Information Officer, 
Hampshire County Council and Chair of the 
Local Public Service CIO council

Dr Simon Eccles
Using technology to deliver 
better care

The NHS has a curious relationship with 
technology. Clinically we love innovation and 
this country has a proud track record of 
technologically driven improvements in care. 
This is especially true in cardiology and 
diagnostic imaging. Thanks, in part, to the 
National Institute of Clinical Excellence 
(NICE), the NHS evaluates the value for 
money offered by technological change with 
great care. This is to be commended in a 
time when finances are at breaking point.

We are, nevertheless, hopeless at 
Information Technology. Most sectors of 
our economy, especially in retail or those 
with a “selling” dimension, have been 
transformed by IT over the last two 
decades. Even the most nostalgic tweed-
wearer does not hark back to the era of 
trying to get to your bank by 3.30 to 
withdraw money for the weekend. 

The NHS is a laggard here. Very few 
clinicians offer consultations by email. 
Many do in the USA. Very few clinics offer 
you the opportunity to check and change 
your appointment time online. It is still hard 
to gain an accurate insight into the 
specialist skills and quality of a clinician you 
may wish to consult. Choice becomes 
meaningless without information upon 
which to base it. 

Nor is this just a fad for “patient-centred 
care” to win votes and charm people. When 
care plans are held by patients they are more 
likely to receive all of the intended care, 
because they can see what should have 
happened and challenge staff, if things are 
missed. Where care decisions are shared 
with, and understood by, the recipient, their 
treatment outcomes are better. As the 
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Veterans Health Administration have found in 
the US, if you use good IT to share control of 
care with patients, you get higher quality care 
for less money.

If you are feeling frustrated as a patient, 
spare a thought for your doctors and 
nurses. Whilst GPs have gone paperless 
and use their IT systems to enhance their 
decisions, few hospitals have made this 
leap. The market in “Electronic Patient 
Records” is dominated by a few big players 
offering rather outdated systems. Most 
doctors need three to eight separate logins 
to manage their daily lives. Most 
communication is by numeric pager, not 
text messages, just a bleep to interrupt you 
and show an extension number to dial in 
the vague hope of a useful conversation. 
This is insanity. Nurses and health and care 
assistants (HCAs) spend hours searching 
for valuable equipment in cramped store 
rooms. There are excellent systems to 
avoid this colossal waste of valuable clinical 
time, but they require an integrated 
approach: clinical grade Wi-Fi throughout 
buildings; radio frequency identification 
(RFID) tagging equipment and on patient’s 
wristbands. I could go on and on.

The National Programme for IT cost far 
too much and delivered too little, but that’s 
no excuse for the reluctance to see good, 
proven IT as a means of helping staff and 
patients enjoy better care whilst allowing 
significant cost reduction.

Dr Simon Eccles FRCS(Ed) FCEM, 
Consultant in Emergency Medicine, St 
Thomas Hospital, and former Medical 
Director, NHS National Programme for IT

David Lloyd
Using technology to deliver 
open, accessible public 
services

As public servants and politicians, we like to 
kid ourselves that we are ahead of the curve 
on technology. I have issued several press 
releases heralding the arrival of the cutting 
edge in Hertfordshire. In truth we are playing 
catch-up. Everyday technology – the kind 
we all have in our pockets these days – is 
moving a good deal faster than we are. 

With this rapid progress comes a new 
and increased appetite for accessibility. If I 
can use my phone to track the progress of 
my parcel, or even the time I need to be at 
the airport to pick up travelling relatives, why 
can I still not access basic information about 
how a crime against me is being managed?

Whilst this appetite for access may appear 
costly and impractical to feed in times of 
budget restraint, I am increasingly clear that 
there are some really big opportunities to be 
exploited. Keeping up with the times is not a 
new pressure on the budget. It could be the 
answer to our prayers.

This month, I issued an open letter to my 
county’s residents – canvassing their views 
on the future of policing. I sketched out a 
plan to protect front-line neighbourhood 
policing whilst saving millions. Exploiting 
technology by opening up access to the 
police and their information is a big part of 
the solution. The other side of the bargain 
is a much tougher take on how we fund 
everything behind that front-line. 

For instance, we spend £9 million a year 
on buildings even though the evidence 
suggests this is no longer how people want 
to access their police. I am not prepared to 
keep ploughing public money into bricks 
and mortar whilst depleting the teams that 

fill those buildings. In some ways, I do not 
want to see officers indoors at all. I want to 
see them out in communities using the new 
technology-enabled fleet we have 
developed alongside business. In effect, a 
police station on the move.  

Similarly, I have recently doubled virtual 
court capacity. Not only does dragging this 
1990s technology into the nineteenth 
century environs of the courtroom expedite 
justice, it saves time and money. It gets the 
police back on the beat fast and looks set 
to improve justice outcomes.

By investing in the people and in the kit in 
their pockets and vehicles, and by ensuring 
that we have fewer but better physical hubs, 
we have the chance to deliver radical savings 
in the police estate and behind the front-line 
whilst protecting the future of local policing.

So, despite the “bleeding edge” lines in 
the press releases, I am aware that all we 
are doing is catching up with the ways that 
people have been communicating and 
accessing information for the past decade: 
dragging video conferencing into the court 
room; using smartphones and tablets to 
facilitate a mobile police station in the 
squad car; giving the public the self-service 
interface that they expect from the worlds 
of commerce and travel.

It’s a start.

David Lloyd, Police and Crime 
Commissioner, Hertfordshire
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Sara Murray OBE
Using technology to do less, 
better

The transition from Pheidippides’ 26 mile 
run from Marathon to Athens in around three 
hours, bearing news of victory and warning 
of the approaching Persian ships, to the 
speed of email at some 200,000 kilometres 
per second through a coaxial cable, did not 
come about just to deliver more news.

Technology innovation, which thrives, 
typically reduces work. It saves the need for 
the marathon. In a modern world where we 
do so much; travel widely, have children and 
careers and enjoy a plethora of sports and 
entertainment, we are time-poor. Technology 
innovation enables the efficiencies which are 
a necessary part of a busy life.

Using technology to reduce work can 
release considerable savings – delivering 
the same for less. From my own work, 
innovation in tagging dramatically reduces 
police time and effort in finding and 
convicting the perpetrators of crimes. 
Comparison insurance sites remove the 
need to telephone six to eight separate 
providers to find the best price offered by 
the insurer most interested in my risk profile 
today. A personal alarm monitoring my 
grandmother’s wellbeing saves the need 
for her to be checked on by carers, whose 
time can be concentrated on those in 
greatest need. These innovations have 
offered significant financial savings.

Over the last two decades, technology 
has become integral to our everyday lives, 
but we still have far to travel. Innovation 
comes from people who think differently 
about the problems we face daily. This quote 
commonly attributed to Henry Ford 
demonstrates this difference in thinking: “If I’d 
asked people what they wanted, they’d have 

said faster horses.” I am confident that 
Pheidippides would have wanted to run 
faster. To set out, as Government procurers 
do, with the aim of innovating to save money, 
is to set out to find a cheaper, faster horse.

Technologies that have thrived – from 
electricity through to the internet – have 
grown, not because they deliver more, but 
because they deliver better. In everyday 
use people have found ways to further 
benefit from them. A simple example is the 
text message. This format was developed 
by the mobile operators as an alternative to 
voice calls for consumers communicating 
from different countries. It made use of 
unused resources in the GSM system, 
which was optimised for voice traffic, to 
transport short messages at minimal cost. 
Now more than 200,000 SMS texts are 
transmitted every second. The text 
message does not deliver more than a 
voice call, but it delivers better in terms of 
speed, efficiency and time requirement.

Pheidippides could not have envisaged 
the advent of the text message, or that it 
would have saved his life. Delivering more 
for less is not something for which we 
should aim. It is a consequence of 
delivering the same for less effort.

Sara Murray OBE, Governing Board, 
Technology Strategy Board



Disruptive innovation in public service reform

www.reform.co.uk @reformthinktank   9

Reading Borough Council and 
reducing youth unemployment

Background
Across the UK there are almost one  
million 16 to 24 year olds not in education, 
employment or training (NEETs), including 
over 4,000 in Reading. Reading Council 
recognised NEETs faced the challenge of 
navigating a network of over 190 support 
services intended to help people get into 
work. In attending job fairs and youth 
groups, Reading Borough Council’s 
“Productive Pathways” programme found 
that young people needed help with  
CVs, work placements and mentoring 
advice but, crucially, in a format that 
worked for them.

Elevate Me
Reading Council therefore decided to 
develop an app to support young people’s 
search for jobs in the area. Through O2’s 
Local Government Digital Fund, supporting 
local authorities through consultancy and 
technology, they were able to access the 
resource and expertise to design the 
“Elevate Me” app. The web app pools the 
information gathered by the 190 local 
support services in a user-friendly and 
engaging format. The winning design, 
inspired by SimCity, was a virtual town 
where each building represents a relevant 
topic. Users can then add floors to the 
building by learning about the topic and 
taking recommended actions. O2 surveyed 
NEETs in the area to make sure that the 
operating systems worked for the diverse 
range of phones and digital devices owned 
by individuals.

Lessons from Reading
For Reading Council this app was more 
than a technological device; it was a new 
approach to interacting with service users, 
enabled by technology. As Alan Magness, 
the Local Strategic Partnership Coordinator 
for the Council, explains, “Having 
technology at the heart of process change 
has proved a real catalyst for moving 
forward.” In this way “the mindset is shifted 
as well as having the handset delivered.”

Further in light of the scale of youth 
unemployment, there is recognition that 
these innovations can’t just help one 
locality but must be expanded at scale. 
With ambitions already to expand the app 
throughout Berkshire, Alan Magness 
explains that the app has widespread 
applicability: “The principles from this 
project can be applied to any area where 
you’ve got dispersed users and multiple 
providers. The users need to be at the 
heart of it and the information needs to  
be all in one place.” 

South London and Maudsley 
NHS Foundation Trust and 
mobile care records

Background
South London and Maudsley NHS 
Foundation Trust (SLaM) provides the 
widest range of mental health and 
substance misuse services in the UK. 
However it faces an increasingly difficult 
context in which to deliver these services 
as demand rises while budgets are under 
considerable pressure. In light of these 
challenges, SLaM has worked to shift care 
for patients out of hospital and into the 
home to improve patient outcomes and 
value for money. Evidence shows that 
recovery rates and patient wellbeing are 
improve by providing care in more familiar 
surroundings while pressure on hospital 
capacity can be reduced.

Changing the setting of care
SLaM sought to use home care to reduce 
the number of operational sites from over 
100 to fewer than 70. However a 
precondition of this shift was a mobile work 
solution where clinicians and care 
providers had access to all the electronic 
records they needed on the move. As Gus 
Heafield, Acting CEO at SLaM, explained, 
this would be key to allowing professionals 
to make informed decision in the best 
interest of patients at the point of care: 
“Many of our services are actually geared 
towards early intervention and prevention, 
so that we can keep people out of hospital, 

rather than getting them into the system of 
secondary care…As a result, it’s very 
important that individual clinicians are 
always able to capture and use data and 
make informed decisions, with appropriate 
consent. It also matters in terms of 
performance and our overall delivery of 
service.”

SLaM therefore worked with O2 to 
design a technical solution to rationalise 
their estate and better integrate services 
for patients through:

 > The delivery of desktop services to a 
range of mobile devices from tablets to 
smartphones;

 > The integration of the mobile network 
with back-end services;

 > All devices are centrally managed for 
secure end-to-end delivery;

 > The solution handles authentication onto 
the Trust network to enable a seamless 
user experience.

Outcomes 
This new technology has allowed patients 
to receive treatment in the comfort of their 
homes and reduced the time clinicians 
have to spend entering patient data as 
every care provider is connected to the 
central records database. SLaM now 
conducts 58,000 home visits and has been 
able to reduce its community estate by 
nearly a third. In turn this improves patient 
outcomes; as Dr Steve Church, a 
Consultant Psychiatrist at SLaM explained, 
“As a front-line consultant performing 
community mental health assessments, it’s 
really useful to have clinical information to 
hand. The technology means I have access 
to all the information I need to make 
prompt, informed clinical judgements.” 

Case studies by Telefónica O2 UK

Case studies
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Andrew Haldenby 
 

As of April 2014 the Government has 
committed to being “digital by 
default”. As Francis Maude MP, 
Minister for the Cabinet Office, wrote, 
“The Government Digital Strategy is 
just the start of a process that will 
transform how we provide services…
New technology also means that for 

the first time individuals, entrepreneurs and businesses 
can now access and exploit public data in a way that 
increases accountability, drives choice and spurs 
innovation. Government will continue to be on the 
forefront of the open data revolution – putting more and 
more data in the public domain that will underpin new 
social and economic growth.” The second seminar in this 
series was led by Nadhim Zahawi, Member of the No 10 
Policy Board with responsibility for Business, Innovation 
and Skills, to explore how the potential of mobile 
technology could be harnessed to improve the public 
sector and fuel economic growth. 

A technology revolution
Technology has disrupted business models for centuries. 
It is not the invention of devices that has proved so 
revolutionary, but their mass adoption. As the first seminar 
highlighted, technology has transformed the way we live 
our lives but it has yet to change the way public servants 
do their jobs. Changing ways of working to exploit mobile 
technologies as commonplace as the smartphone can 
transform citizen interaction with public services. As Meg 
Hillier MP writes, “We tend to assume that new technology 
is always for the better but the key is how it is deployed, 
and whether it changes the way public services are 
delivered.” Mobile technology with always on connectivity, 
push notifications and location awareness is particularly 
capable of reforming public engagement with services. 
Nadhim Zahawi’s article describing a hypothetical “NHS 
app” is a powerful illustration of this potential. 

Unleashing the entrepreneurs
As the green shoots of economic recovery begin to appear, 
the run up to 2015 will be focused on the growth agenda. In 

light of this challenge, the value of technology will be 
widespread. The UK’s technology sector is fast-growing 
and seen to represent a potential future engine of economic 
growth. As Stephen Kelly writes, not only will the better use 
of technology deliver savings but “it will also encourage 
growth and technology innovation can help rebalance the 
UK economy.” Unleashing technology entrepreneurs, such 
as those emerging in Tech City in the heart of East London, 
has the potential not only to transform customer experience 
but also to create value. Transport for London (TfL) is one 
such example. Vernon Everitt describes how in recent years 
the shift to “free and open data by default” has allowed 
them “to improve customer service, while reducing their 
costs.” Recent studies have found that open data saves 
£58 million each year of customer time and the explosion of 
transport apps has generated approximately £37 million of 
business already.

The “tech road map”
There was agreement that it will be up to politicians to 
create the landscape in which this entrepreneurship and 
innovation can flourish. As Kulveer Ranger writes, this 
requires a national vision for technology or a “tech route 
map.” Greater clarity over long term objectives will help 
create the right environment for a truly mobile public and 
private sector, from incorporating connectivity networks 
into all national infrastructure to a new more effective 
model of public private partnership in procurement. The 
goal should be to create an environment where open 
data is the default and allow entrepreneurs to translate 
that data into accessible products.

National politicians must also build the public trust 
needed to underpin a technology and data enabled 
public sector. As Duncan Shaw writes in his article, 
“the future success of our economy and society is 
based on the clever use of this very private data – 
whether we like it or not.” Yet, as the recent concerns 
over Care.data have illustrated, there is often a great 
deal of confusion and hesitancy when it comes to data 
privacy and security. Building trust in data at a national 
level will be critical to realising the transformative 
potential of mobile technologies.

Andrew Haldenby, Director, Reform

Reform comment
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Nadhim Zahawi MP
Imagining the mobile future of 
public services

Just how far could we go, if we really 
wanted to use mobile technology to reform 
our public services? Let us take a look at 
the NHS. 

Imagine a future NHS app for your 
phone. I am out and about leading a busy 
life, when I realise the cold I have been 
suffering from has got much worse, so 
much so that I think I need to see someone 
about it. So I check my symptoms on the 
NHS app for guidance. 

Technically I can already do this with the 
NHS Health and Symptom checker app, 
but this app is a bit more intelligent. It 
suggests that I do need to see a doctor. In 
fact it suggests that I go to A&E. It is clearly 
far worse than a cold. The app, then, hooks 
into a government database to show me 
live A&E wait times for the three nearest 
hospitals. One is slightly further away but 
its wait time is much lower, so I decide to 
go there instead of my nearest. 

When I get there, my phone knows I have 
reached the A&E, and pops up a notification 
asking me to check my symptoms to see if I 
really need to waste mine and the A&E’s 
time. If I go through the system and it tells 
me I definitely do, it notifies the A&E that I 
have arrived and ensures that my medical 
records are downloaded to the hospital’s 
system from my GP. When I am later 
admitted and my medical records have 
been updated, I can check them on my 
phone. No more trying to nab the chart from 
the end of the bed, and not being able to 
understand the doctor’s hand writing!

If, actually, I do not need to be seen by 
the A&E, the app could hook into a different 
dataset to show me local GP surgeries. Not 

just their location, but also the time of the 
next available appointments, as well as 
their CQC ratings. I book an appointment 
at the closest one and make my way there. 
When I arrive, the location awareness of my 
device notifies the GP reception. I am 
actually early for the appointment, 
something the system recognises, along 
with the fact that the patient before me is 
running late for their appointment. Their 
phone signals that they are still 15 minutes 
away, so the surgery’s system downloads 
my medical records from my home GP’s 
surgery and I am called straight in to see 
the doctor.

Simple. Well not quite. There is still a 
long way to go before we could deliver 
something like this, but just imagine the 
opportunities, if we really chose to utilise 
mobile technology to its full potential.

Nadhim Zahawi, MP for Stratford-on-Avon, 
Member of the Number 10 Policy Board 
with responsibility for Business, Innovation 
and Skills

Meg Hillier MP
Using technology to change 
the way public services are 
delivered

We tend to assume that new technology is 
always for the better but the key is how it is 
deployed, and whether it changes the way 
public services are delivered.

As a Member of Parliament’s public 
spending watchdog, the Public Accounts 
Committee, I see many examples of 
attempts to introduce service change by 
way of new technology. Also, the Speaker 
of the House of Commons has established 
the Digital Democracy Commission, which 

will be making recommendations on how 
Parliament can better engage with the 
public. With most under 25s getting 
information primarily through their mobile 
phone this is vital if we are to keep pace 
with the public.

All these projects start with good 
intentions but the technology itself is not 
enough. Whether it was the desire for 
police to have Blackberries to cut 
bureaucracy, or a smart NHS IT system, 
there are common themes. Procurement 
that allows flexibility as the world changes, 
understanding the system-wide changes 
that a project requires and educating users 
on the benefits are all essential. 

Sometimes it is simple. In South 
Tyneside, refuse workers with Blackberries 
could report a street maintenance issue as 
soon as they saw it. This saved time and 
money and improved services for residents.

As MP for Shoreditch I regularly meet 
entrepreneurs with product ideas, which 
could radically improve the delivery of 
public services. Many of these are about 
trying to deliver services in a way that fits 
with how the customer wants to access 
that service.

For mobile technology to be really 
transformative it needs to be ahead of the 
user. This is just one reason why councils 
and Government should not tie in to large, 
complex and expensive IT contracts. The 
increase of personal handheld, web-
friendly devices is transforming 
expectations – the question is whether the 
public sector can keep pace.

There are a couple of big barriers to 
overcome. Public sector contracts are 
stacked in favour of large companies. This 
means that Government is missing out on 
some innovative, and easier to adapt, small 
tech solutions. The Cabinet Office recently 
announced that it wanted IT tenders to be 
broken up into smaller contracts. This 
needs to become a reality.

There also needs to be a mature 
approach to open data – volume data 
dumping is not the same thing. Transport 
for London is the trailblazer. By releasing its 
timetable and travel information it has 
spawned a wealth of user friendly apps 

The transformative potential of  
mobile technology
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making life easier for passengers. This has 
not just saved money but generated about 
£37 million of business.

One of the challenges is that opening up 
the public sector to innovative solutions is 
hard work for those who procure. They 
need to be as sold on the benefits, as they 
are willing to absorb the risks, if this is really 
going to work.

Meg Hillier MP, Member, Public Accounts 
Committee

Vernon Everitt
Delivering better customer 
information through free open 
data

Technology has changed the way in which 
people conduct their busy lives. 

A proliferation of new digital 
communications channels means that 
people now routinely shop, consume news 
and communicate with organisations in 
ways we barely imagined a few years ago.   

This has changed the game for transport 
companies when it comes to providing 
travel information. Customers now expect, 
as a standard part of their service, instant 
access at all times to reliable real-time 
information about their journeys.  

That is not all. They also, rightly, expect 
to receive it in a way that matches the 
convenience that they are used to when 
dealing with the world’s best media, retail 
and other service companies. Quite simply, 
customer expectations of transport 
companies have risen very significantly in a 
relatively short space of time, and are likely 
to continue to do so.   

This demand means that organisations 
across the world are looking for the most 

efficient way in which to deliver information 
as part of their wider strategies to improve 
customer service, while reducing their costs.   

Many transport operators have 
responded by making real-time service 
status data openly available to the public. 
In return, app developers, broadcast media 
and others, such as satellite navigation 
services, are using it to provide high quality 
products, which extend the reach of 
information to millions more people than 
would otherwise be the case. 

Over 200 travel apps covering all modes 
of transport are powered by Transport for 
London’s free open data. Rennes 
Métropole data facilitates nearly 40 apps. 
Many products are offered to the public 
free of charge or at a notional cost. The 
most useful products are popular with 
customers, while any inferior products 
quickly disappear from the market.            

There are a number of benefits to this:
 > Driving efficiency and innovation by 

enabling developers and others to deliver 
multi-modal information to the public 
quickly;   

 > Increasing the openness and 
transparency of transport companies to the 
public who, directly or indirectly, pay for 
transport services; 

 > Helping further develop the concept of 
“Smarter Cities” where social and 
environmental changes demand a more 
open and integrated approach to running 
urban transport;  

 > Allowing competitors access to reliable 
data so that they can better compete with 
the data owner’s services; and 

 > Stimulating jobs in the technology sector. 
Customers are now offered a variety of 

tools powered by open data, which enable 
them to “personalise” information and to 
avoid disruption, when it occurs. In a 
recent study for the UK Government, 
customer time saved through Transport for 
London’s approach has been valued up to 
£58 million per annum.        

There is clearly scope for our industry to 
go further. A recent study by McKinsey & 
Company, Open data: Unlocking 
innovation and performance with liquid 
information, suggests that better open data 

provision could save up to $280 billion per 
year globally through enabling customers 
to make better informed decisions about 
their journeys.    

There are a number of direct cost and 
benefits for transport companies too. Where 
authorities such as Västtrafik in Sweden 
pursue open data in preference to developing 
their own apps, they have avoided the often 
considerable cost of building and maintaining 
the technology infrastructure necessary to 
develop products themselves.  

In many ways, the transport industry is 
at the forefront of embracing the provision 
of free open data, as is seen in the 
proliferation of products worldwide. 

Moving to open data provision is not 
always an easy journey. However, there is 
now clear evidence from many countries 
showing net benefits to customers and the 
transport industry.

Under these circumstances, and given 
the increasing global public demand for 
greater transparency and more information 
to be made publicly available, in all walks of 
life, the global transport sector will need to 
be proactive in supporting the provision of 
free, open data. 

Vernon Everitt, Managing Director, 
Customer Experience, Marketing & 
Communication, Transport for London
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Strategy
Transport for London (TfL) has adopted a 
strategy of “free and open data by default”. 
TfL now works proactively with developers 
so that a range of apps are developed by 
the market, where possible. Apps will only 
be developed by TfL itself, where the 
market cannot deliver business objectives 
or required levels of security.

Why open data?
1.  Public data – as a public body funded by 
fares and tax payers, our transport 
information is seen to be owned by the public.
2.  Reach – our goal is to ensure any 
person needing travel information can get it 
wherever and whenever they wish, in any 
way they wish. Open data allows us to 
extend the reach of our information.
3.  Optimal use of transport network – by 
enabling customers to make more 
informed choices, we make the best use of 
the capacity of the transport network.
4.  Economic benefit – open data saves 
customer time (up to £58 million per annum 
according to a recent study) and facilitates 
the growth of small and medium sized 
technology companies, generating 
employment and highly skilled workforce.
5.  Innovation – by having thousands of 
developers building applications, services 
and tools with our data and Application 
Programming Interfaces (APIs), we 
stimulate innovation through competition.

Our journey
2007 – Launched embeddable “widgets” for 
live travel news, map and Journey Planner. 
2009 – Special area for developers 
launched on TfL website.
2010 – Additional real-time feeds launched 
with hundreds of developers registered.
2011 – London Underground train location 
and Journey Planner APIs launched. 
Registered developers rise to over 1,000.
2012 – Bus departures API launched, full 
London 2012 Olympic and Paralympic 
Games transport data portal. Over 4,000 
developers registered.
2013 – Over 5,000 developers, 30 data feeds, 
hundreds of apps on the market serving 
millions of customers. New accessibility and 

road feeds added. At the same time demand 
on the TfL website grows: 8 million unique 
users a month, 250 million annual visits and 
two billion annual page views.   

How is data licensed?
Each developer must register with us to 
gain access to feeds and APIs. This 
ensures that we can maintain a relationship 
with them and provide information about 
changes, maintenance or new services.

In summary, our license states:
 > Data is free to access and use, including 

for commercial purposes.
 > Applications can be created from the 

data and commercialised.
 > The developer must not pretend to be TfL 

or use our brand.
 > The developer must not “screen-scrape” 

login based services.

Data presentation
Data is presented in three main ways:
1.  Static data files (files which rarely 
change)
2.  Feeds (data files refreshed at regular 
intervals)
3.  API (Application Programming Interface) 
– enabling a query from an application to 
receive a bespoke response

Data is presented as XML wherever 
possible. In addition we are moving 
towards the use of UK standards: NaPTAN 
and TransXChange. 

Lessons learned
1.  Transport data is in great demand 
– particularly real-time information such as 
bus and train status and arrivals/departures. 
2.  Developers need support – processes 
and resources are needed to support, 
answer queries and engage to deliver 
improvements to data and services.
3.  Something is better than nothing 
– developers are highly creative and would 
prefer the feeds and data to be released 
early even if not perfect. They can still do 
great things with it.
4.  Open data can improve data quality 
– by opening up data, feedback is produced, 
which refines the data quality, and can be 
used to improve source systems.

5.  Open data is good value – emerging 
research indicates that open data provides 
return on investment of up to 50 times the 
sums invested in terms of customer benefit.  

Next steps
 > New TfL website in early 2014 – built 

upon the principle of APIs making 
integration, build and open data better and 
easier to deliver.

 > Single TfL API – A single TfL API 
consolidating all existing and new APIs into 
a single normalised model.  

App Garden – to showcase applications 
powered by TfL data. This will give 
consumers choice and ensure apps meet 
minimum standards.

Vernon Everitt, Managing Director, 
Customer Experience, Marketing & 
Communication, Transport for London

Case study: Transport for London’s 
approach to open data
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Kulveer Ranger
The tech road map for 
transformation

Twenty years ago, as a second year student 
at university I purchased my first mobile 
phone. It was a plastic Motorola M400. I 
remember it well. The little pull-out aerial, a 
small four line analogue screen, and its 
ability to drop most calls owing to the lack 
of network. Not forgetting the spare battery 
I carried to get me through a day.

Fast forward twenty years and I am 
gazing lovingly at the silky smooth, white, 
design classic that is the Apple 5C 
smartphone. Now, we all know that these 
devices pretty much enable you to do 
everything you could dream of while on the 
move, and with the daily emergence of ever 
more ingenious applications, who knows 
where these phones will take us.

However, the question is not what is 
possible, but what do these exciting times 
mean for the delivery of public services, 
and how, best, should we harness their 
transformative power?

Well friends, the first thing we should do 
is not try to define what the end will look 
like. This is the proverbial tech elephant 
trap. What I mean is that the current pace 
of technological change can seduce us into 
defining an expansive array of creative 
policies and design solutions. It is alluring 
to imagine a world where smart tech can 
converge with public services and create a 
utopian interface. Where open data and 
joined up government could provide the 
citizen with the ability to check their real 
time tax calculations, nearest A&E waiting 
times, the minutia of the local authority’s 
daily expenditure, and even their exact 
share of the nation’s deficit – all in the palm 
of a your hand.

So, why should we not focus on 
designing and attaining these 
technologically enhanced public service 
applications? We should – but what 
Government firstly needs to do is 
understand the “tech road map” that must 
deliver the environment for these services 
to actually work. The building of 
connectivity networks should become a 
key part of the planning of national 
infrastructure. Wi-Fi, 4G, broadband etc 
will provide the backbone without which 
the full potential of smart technology will 
not be realised. 

Furthermore, a new generation of 
public-private partnership needs to be 
established with a range of commercial 
organisations. Network providers will 
become as essential as any traditional 
utility provider. The back office integration 
of services and management of data and 
information will require greater skills than 
the public sector machine can or even 
should provide. Therefore, third party 
businesses will need to be better integrated 
into government and its agencies to 
delivery this expertise. Fundamentally, the 
public sector policy makers themselves will 
have to be smarter, in terms of the 
commercial models and relationships they 
establish, to ensure that the next 
generation of efficient, transparent and 
innovative public services are to be 
delivered; not in decades but in the coming 
years. Hopefully, while my current iPhone is 
still around to use them.

Kulveer S Ranger, Former Transport, 
Environment and Digital Advisor to the 
Mayor of London, Transformation Director 
– Customer Engagement at Serco Group 
Plc, and Advisory Board Member to the 
Imperial College London Business School 
Digital City Exchange
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Dr Duncan Shaw
Our society needs to learn how 
to share personal data safely 
or we will all lose out

Exciting new ways of using data are 
transforming how organisations make 
decisions, create products and services, 
and how they work with consumers and 
each other. Even the latest data analytics 
techniques are, however, just scratching 
the surface of what could be done to use 
resources much more precisely and in 
incredible new services.

Everything we do online generates 
useful data, and so does every member of 
the supply chain that produces our 
services. The future success of our 
economy and our society is based on the 
clever use of this very private data – 
whether we like it or not. The more we 
share our data then, the more useful it is. 
How can we do it safely? 

Our phones hold more private data than 
our doctors 
Increasingly, our phones hold our most 
personal data, not our doctors or our 
banks. The more organisations can use 
this data, the more valuable it becomes:

 > Our location – to tell us that the thing we 
want is around the corner from us.

 > Our identity – to tell me what I want, not 
what other people like me want.

 > In “real-time” (because we never switch 
off our phones) – to tell us what we need 
right now.

 > In a two-way relationship – to tell us 
exactly what we need, after a follow-up 
question.

Financial services firms have very limited 
relationships with us, and their customer 
data is like looking at our lives through a 

key hole. Retailers with loyalty cards have a 
much bigger window on our lives. Mobile 
data is a giant window that can tell us 
exactly what we need, even if we could 
never think of it ourselves. Google are 
exploring this with Google Now. 
Just think what this could do for the 
information, advice and guidance 
components of public services – and then 
think about how all the staff in public 
services actually consume services from 
each other. Sharing data equals more 
joined-up services. 

The two sides of personal data privacy
Incredibly useful suggestions demand 
incredibly personal data but this raises 
privacy questions like:

 > Who controls my data?
 > How can I share in the value my data 

generates?
 > Who fixes things if it goes wrong?
 > What are the implications of sharing  

my data?
These are complex questions – data is 

the opposite of a commodity – whether it 
becomes a force for good or a cause of 
harm depends on how it is used. So it is 
best to think in terms of outcomes like: how 
can we preserve the trust of consumers? 

From my work with the regulators and 
commercial data users it seems that there 
is a missing “third party” in the data 
ecosystem – an organisation that would 
fight the corner of each consumer and 
support them in the areas in these four 
bullets. This needs to be investigated.

Share more, get more
There is always a missing piece of the data 
puzzle even for the biggest retailers, who 
are leading the field in large scale data use. 
Different organisations have different 
pieces of the puzzle. So the more we 
share, the more value is created. We have 
to work out how to do it safely. 

Dr Duncan Shaw, Lecturer in Information 
Systems, Nottingham University Business 
School
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Cathy Corrie 

NHS England has made transparency 
and patient participation a priority. 
There is a recognition that as in other 
sectors and industries, technology 
and open data has the power to 
transform the health service. The final 
seminar in this series was held with 
Tim Kelsey, National Director for 

Patients and Information at NHS England, to explore how 
to unlock this potential. 

A moment for change
There was a strong sense from the discussion that there is 
a new momentum behind the drive for open data in 
healthcare. The public have never been more willing to 
engage with technology. In recent years greater 
transparency on clinical outcomes has been a major driver 
of improvement in the quality of healthcare and many 
leading providers have been developing IT systems to 
manage performance. NHS England has made real 
progress with the rollout of its flagship Friends and Family 
Test in 2013 and the growing use of NHS Choices. 
Similarly, Jeremy Hunt recently called for a “technology 
revolution” where the NHS learns from other industries 
such as banking and airlines to harness the role of the 
consumer and transform the patient experience of care. It 
was noted in the seminar that automated processes have 
allowed the airline industry to cut a third of its costs; a 
fraction of those savings in the NHS would be extremely 
beneficial in the face of a growing funding challenge. 

Empowering patients 
Transparency has the power to transform healthcare by 
helping create more informed, engaged patients and 
supporting shared decision making. There is widespread 
recognition that a sustainable NHS in the face of budget 
constraint and demographic pressure will be contingent on 
patients taking greater control of their own health and care. 
Informed, engaged patients are able to work in partnership 
with professionals to make better choices and deliver 
better clinical outcomes, to challenge poor practice and in 
the long run reduce cost. Creating greater parity between 

the doctor and the patient will empower patients to 
become more demanding consumers and drive the scale 
of service change required. There was agreement that 
patient advocacy organisations would therefore have a 
pivotal role to play in enabling this new wave of innovation.

Adopting innovations
With agreement that technology and transparency has the 
potential to deliver services which are more patient-centred, 
higher quality and better value for money, the key question 
is how to deliver this in practice. Numerous reports have 
found that the NHS has been slow to adopt new treatments 
and technologies. Rachel Carrell explains in this publication 
that fragmented, local commissioning and rigid tendering 
processes have created a “system which favours 
incumbent ways of doing things” at the expense of 
innovation. As a result, she writes that technology 
entrepreneurs are often best advised to bypass NHS 
procurement altogether and sell straight to the consumer. 

However this innovation is not just about the 
procurement of cutting edge technology, but about 
changing ways of working to use existing, often 
commonplace, resources more effectively. A recent report 
by Nesta for example revealed that while nearly all of GP 
surgeries’ IT systems could provide appointment booking 
online, only 36 per cent do so in practice. For technology 
to drive meaningful change these cultural and professional 
barriers will have to be overcome. 

A patient-led transformation
While change in the NHS may move in “glacial timescales,” 
patients are overwhelmingly receptive. As Joanne Shaw 
notes in her article, “polling consistently shows that a clear 
majority of Britons want digital health”. A poll by patient.co.
uk for example found that 60 per cent of Britons would 
monitor their chronic condition using a mobile app and 90 
per cent of Britons would use a service where patients can 
ask a clinician a question. This public appetite has yet to 
be fully harnessed as a force for change. There was 
agreement that only when patients expect and demand 
an open, transparent and digitally enabled service will the 
NHS be forced to move beyond the status quo. 

Cathy Corrie, Researcher, Reform

Reform comment  
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Joanne Shaw
The potential of a digital health 
service

Successive waves of technological 
innovation are putting increasingly powerful 
and affordable functionality into people’s 
homes and hands, transforming the way 
we live our lives. In many sectors innovation 
feels like a tsunami, but the word more 
often used to describe the pace of change 
in the NHS is “glacial”.

The public will not be satisfied with this. 
Other sectors have demonstrated that 
effective use of technology drives down 
cost, improves quality, service and choice, 
empowers people, enables activity from 
home or from wherever consumers happen 
to be, and builds engagement between 
customers and service providers. There is 
huge potential upside, in terms of both 
efficiency and quality, in automating and 
distributing clinical knowledge to enable 
more people to fulfil their legitimate desire 
to do more for themselves. To provide for 
the increasing healthcare needs of an 
ageing population, with higher 
expectations and new expensive 
treatments, all within a static or relatively 
declining healthcare budget, we have no 
option but to take full advantage of the 
potential offered by everyday technologies. 
Yet, neither health professional 
representatives nor patient advocacy 
groups champion this cause. 

The hostility felt by health professionals for 
technology that empowers patients is easy to 
observe and to understand. One leading GP 
thinker describes taking three years to 
convince his partners to adopt a simple 
telephone triage system that is now valued by 
patients and clinicians alike. Beneath mistrust 
of the technology lies a deep resistance to 

the shift in power, which the new 
technologies facilitate: think of the challenge 
to reformation-era priests from printing 
presses and affordable vernacular bibles.

Patient advocacy groups are suspicious 
of technology for different reasons. They 
rightly observe that not everyone has the 
ability to surf these waves of change, and 
that people living with long term conditions 
are amongst the most disadvantaged in 
society. Meanwhile, technology is one of 
the most powerful weapons we have 
against health inequality. The Office for 
National Statistics has shown that in the 30 
years from 1972, under our egalitarian 
NHS, the life expectancy gap between 
manual and white collar workers has 
actually been growing. It is clear that a 
one-size-fits-all health service based on 
face-to-face interaction serves no-one very 
well, least of all the disadvantaged. We 
waste resources frustrate and 
inconvenience the people, who want to 
take more control of their own health, 
leaving insufficient professional time and 
funding for the people who need more 
intensive hands-on support.   

Polling consistently shows that a clear 
majority of Britons want digital health. Safe 
and cost-effective digital health services can 
release resources for high touch care, which 
would otherwise be unaffordable. If health 
professionals, the advocacy community and 
service providers refuse to respond to that 
demand, they will be failing all patients, but 
especially those that need them most.

Joanne Shaw, Former Chair, NHS Direct 
and Governor, Nuffield Health

Dr Paul Hodgkin
The new economics of 
information

Improving public services traditionally 
employed either exit (taking your custom 
elsewhere) or voice (getting stuck into the 
PTA and making sure that those in charge 
hear you complaints); but things are 
changing. Suddenly voice is on steroids and 
Big Data is the next Big Thing. Both bring 
new opportunities and new challenges. 

First voice. For the last 30 years voice 
has been the maiden aunt at the policy 
table whispering “Me too! Don’t forget me”. 
Always hanging around, but never a 
contender. Exit by contrast has ruled the 
policy roost. All those muscular markets, all 
that New Public Management. Choice and 
competition has had policy makers 
entranced beyond hope that if only “having 
a heart attack” could be made to be like 
“having a Mercedes” then consumerism 
would just work its magic.  

With social media, the maiden aunt is 
suddenly on steroids and voice is the cool 
place to be. This has not just happened 
because some hippy kids got their hands 
on the internet in the 1980s. It happened 
because the transaction costs of voice 
dropped through the floor, while the costs 
of creating effective markets in public 
services are high and rising. 

Big Data is driven by the same 
economic imperatives: 30 years after the 
digital revolution hit town, the cost of 
collecting, collating, analysing data from 
increasingly automated systems is also 
falling towards the floor. Even if no one 
quite knows what this means yet.

The problem is that the concepts of 
“exit” and “voice” as conceived by Karman 
30 years ago no longer fit this new 
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economics. Voice in 2010 is no longer 
about “complaints” it’s about shroud-
wavers on speed beating you up in public. 
Exit is now driven by what friends tell you is 
cool, rather than whether you spend 
millions boosting your brand awareness by 
sponsoring Embarrassing Bodies.  

Understanding the economics of 
information and watching the flows of power 
that these new prices induce is often more 
instructive than thinking about specific 
policy levers like competition or choice. 
Social media is leaching power from most 
hierarchies to networks. Just ask the 
oligarchs of Kiev, BP during Deepwater 
Horizon, or the newspaper industry. 

It’s no surprise then that whilst citizens 
love the great, blooming, buzzing confusion 
that is social media, elites by contrast look 
back fondly to the 20th century when they 
controlled more stuff, people were 
deferential and hierarchies had the world at 
their feet. For these elites Big Data is just 
what the doctor ordered. Yes, it comes 
wrapped in a certain egalitarian élan – “free 
the data and let the people know!” – but 
policy makers suspect that the DNA of Big 
Data is deeply centralising: surely only 
people at the centre of things will have the 
power to align all the crucial data sets or pull 
the necessary levers. Maybe. Amidst all this 
one thing is certain: the operating system of 
society is changing from one owned by 
hierarchies to one run on networks.   

Dr Paul Hodgkin, Founder and Chair, 
Patient Opinion

Dr Rachel Carrell
Releasing technology-driven 
change through improved 
procurement

I am frequently approached by health tech 
entrepreneurs wanting advice on how to 
commercialise their innovation. Often they 
ask: “How do you get this kind of thing into 
the NHS?”

I wish I could answer positively. Instead I 
often find myself apologising for asking 
depressing questions in response: Can you 
go directly to patients, bypassing the NHS? 
Can you subcontract with a large private 
provider, so they manage the NHS 
relationship for you? Have you considered 
the USA? Can you do anything, in short, to 
avoid NHS procurement processes?

The reality is, even large companies with 
dedicated tender teams struggle to sell 
innovative services to the NHS. DrThom, 
with our highly successful, multi-award-
winning small NHS contracts, has 
struggled to achieve national scale for 
those services. Small wonder, that smaller 
companies and start-ups with less of a 
track record, less cash, and less 
experience find it virtually impossible. In the 
past month alone I have come across three 
promising start-ups, all with fantastic, 
innovative products, all forced to pivot 
away from a focus on the NHS. It was not 
an issue of quality or cost; the problem was 
glacial timescales. The process was taking 
so long that they were running out of time 
and cash. This might come as good news 
to those who oppose any private provision 
within the NHS, but for those who think the 
NHS needs radical innovation from 
wherever it can get it, it is a tragedy.

In this context, it’s been great to hear 
Tim Kelsey recently talking about the need 
to reform NHS procurement as an enabler 
of radical transformation. 

I see three main issues to be addressed:
1. Fragmented, local commissioning. 

Now more than ever, NHS decisions are 
taken locally. This means to achieve any 
sort of scale, innovators need hundreds of 
local, personal relationships. Developing 
these local relationships takes time and 

cash – two things start-ups do not have. (It 
is not exactly easy for larger companies, 
either.) Without exposure to new 
approaches, local commissioners naturally 
write “same old, same old” tenders, 
innovators do not bid, the incumbents win 
again, and nothing much changes. 

2. Rigid tender processes. Most 
tenders must be responded to very quickly. 
Compounding this is the recent trend for 
larger tenders – meaning innovators, who 
provide only part of a service, need to 
scramble for partners once the tender 
comes out. Often there is no time. 
Moreover, tender documents themselves 
tend to be long and impenetrable, written in 
intimidating NHS-speak, while collaborative 
discussions with the authors are banned. 
Usually you are only allowed to speak to 
the procurement team, whose brief is to 
execute a pre-authorised set of directions 
and a standard contract. This means a 
“take it or leave it” conversation, rather than 
an open dialogue, which could produce 
better solutions.

3. TUPE. A TUPE (transfer of 
undertakings protecting employment) 
transfer – forcing a winning bidder to take 
on incumbent staff and all the complexity 
and liability that entails – is generally 
unthinkable for a start-up. What is worse, 
the very risk of TUPE is often unclear at 
tender stage. Many tenders merely note 
that TUPE might apply, and advise bidders 
to seek their own legal advice. This basically 
ensures small providers cannot apply. 

The net result of all of this is a system 
which favours incumbent ways of doing 
things. This is not surprising – most 
systems evolve to protect the interests of 
the incumbents – but it is a big problem. 
When the landscape is so difficult to 
traverse, it’s no wonder that the default 
setting is: “What we did last year, plus or 
minus a bit”. The problem is that ”What we 
did last year, plus or minus a bit” is not 
enough to transform the NHS.

Dr Rachel Carrell, Managing Director, 
DrThom
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