Section 1 Awareness of digital inclusion as a challenge 
Digital inclusion and exclusion is a complex, multifaceted issue that causes real difficulties for those experiencing it. 

Questions for public bodies
1. Does your organisation recognise the importance of digital inclusion? 

Swansea Bay Health Board sees Digital transformation as a key enabler in the improvement of the quality, safety, effectiveness, and efficiency of the provision of healthcare services. It is also seen as key in improving access to healthcare services and empowering citizens to take an active role in their health and wellbeing. Whilst digitalisation will support improving access for groups that may normally struggle to access care services Swansea Bay Health Board also recognises the importance of digital inclusion. In July 2018 Abertawe Bro Morgannwg University Health Board (ABMU) now Swansea Bay University Health Board (SBUHB) showed the way with the approval by the Board of a new set of intentions on digital inclusion. This first step was to sign up to the Digital Inclusion Charter, being the first Health Board in Wales to do so, and develop digital champions in all hospital units as well as in larger staff groups for support and advice e.g. therapies, nurses etc.  This was closely followed with commissioning support for digital inclusion by partnering up with organisations like Digital Communities Wales, who have the skills the health board needed to support the patients and staff. 
  
The health board also recognised that access to wi-fi is a key enabler for digital inclusion and Swansea Bay Health Board were also the first health board in Wales to provide free Wi-Fi in hospitals and healthcare settings and expand across all hospital and community settings.

In addition to the above, the digital service recognise that digital inclusion is an important aspect when aiming to deliver new digital solutions to both staff and the public.  
Digital Communities Wales provide a Digital Inclusion Advisor as members of relevant programme and project board to support and advice.  As an example the Swansea Bay Patient and Citizen Empowerment Board has a Digital Inclusion Advisor as a key member who provides specialist support and advice to the rollout of some key digital solutions e.g. Swansea Bay Patient Portal (SBPP), Patient Reported Outcome Measures (PROMs) and virtual consultations (including Attend Anywhere)  Other key members of the project board are the Patient Experience team who have also been instrumental in helping liaise with patients when undertaking evaluations to establish whether digital solutions are meeting the needs of the patient or staff.

Swansea Bay Health Board are also key stakeholders in the West Glamorgan Regional Digital Partnership (a partnership made up of Neath Port Talbot Council, Swansea City Council and Swansea Bay Health Board). As part of this partnership work, the Regional Digital Transformation Board also has a Digital Inclusion Adviser from Digital Communities Wales as a member of the board.  

A press release (Appendix 1) in 2018 demonstrates the work Swansea Bay Health Board (formerly Abertawe Bro Morgannwg Health Board; ABMU) has done taking the lead with digital transformation recognising the importance of digital inclusion when giving patients access to services online. 


2. Is your organisation committed to digital inclusion? 

Swansea Bay Health Board has committed to the Digital Inclusion Charter and needs to be able to ensure that staff are comfortable using the solutions provided and are able to innovate themselves and share knowledge with their peers.
Digital Inclusion – Improving digital literacy has been shown to have a significant impact on improving health outcomes for patients by helping them to take control of their health and care. Giving them skills to access the right information and services enables them to manage their conditions better as well as helping to relieve the burden on NHS services. SBUHB has established a collaborative working approach with Digital Communities Wales. 
From an equality and diversity agenda the implementation of digital solutions aims to ensure the Health Boards complies with Welsh Government digital inclusion strategic framework and the recommendations of ‘Digital Inclusion in Health and Social Care.
Digital inclusion is a commitment for many digital programmes and projects ensuring that the objectives of digital inclusion are built into the awareness of implementing new digital solutions and systems within all service areas. Digital Communities Wales are key members of local and regional digital boards (Swansea Bay Health Board - Patient and Citizen Empowerment Board and the regional – Regional Digital Transformation Board) and offer advice and support for the staff and citizens of the region.  Without ensuring that the digital skills of staff and citizens of the Swansea Bay and West Glamorgan region are considered when introducing and implementing new digital ways of working they will not be in a position to benefit from the ever-increasing changes organisations are evolving with the new digital agenda.  
Other successes in this area include the roll out of Corporately Owned Personally Enabled (COPE) ipads in the community where staff were encouraged to familiarise themselves with the device and apps by allowing them to use for personal as well as work (Appendix 2).  iPads were also made available on each ward during COVID for staff to be able to help patients to communicate with their loved ones when they were not able to be with them, as described in Appendix 3.

Enabling the citizen to take responsibility and play an active role in their care is critical to the delivery of sustainable NHS services. Allowing citizens to manage their condition themselves through the co-development of condition-customised care programmes, access to self-help resources, virtual health coaching and monitoring of health status and outcomes, will empower patients and promote self-management, helping to reduce unnecessary follow up appointments. It is anticipated that this will improve patient outcomes and contribute to efficiency gains in the health and care services.

The Health Board were the first in Wales to implement a patient portal integrated with national digital repositories.  The Swansea Bay Patient Portal is (SBPP) an online record aimed to help patients better manage their overall care and help make them feel more empowered with their health and wellbeing.  It enables patients access to an electronic copy of their Swansea Bay blood results and clinical documents.  It also allows patients to upload any information they want relating to their health for their own records. Just over ~100,000 patients are registered to be able to access the portal and 25 services are actively using it with their patients in a co-produced way. An example is within Rheumatology services where patients are checking their blood results, messaging securely when they need a repeat prescription as well as book an appointment.  This digital way of working has been able to reduce the telephone advice line by 85%. Many of these patients have also attended training sessions with the SBPP and clinical team on how to use the portal., as an example within the Rheumatology service patients have attended group sessions online where the service and the portal teams demonstrate how to use the portal and where they can benefit from the functionality within it. 

To help support the drive towards getting patients working digitally with the portal Digital Communities Wales have provided training to a number of staff and patients as part of the collaborative ways of working. They have also supplied a number of patients in the Diabetes service in Neath Port Talbot Hospital with FitBits in order to for the patient to undertake an exercise programme, record the results within the patient portal and share with the clinical teams.  Training was given to the patients on the FitBits and the portal to empower them to self-monitor their condition and health and well-being.  Examples are included in Appendix 4. 

The health board have very strong links with the Volunteering service, through the support of digital community Wales, and benefit from the valuable skills of the volunteering services who are instrumental in support patients who attend hospital via different avenues e.g. main outpatients areas and also in wards where they are able to signpost, help and advise patients to various elements of digital applications and online services.  

As a learning organisation, digital storytelling is also a central part of the health boards mission to keep improving and to help train the next generation of health care professionals.
The health board are committed to listening to patients, and staff, and using their experiences to share good practice and, where necessary, advocate change to improve our services. With that in mind Digital Patient storytelling has been a key driver towards understanding good practice and areas which can be improved, as shown in Figure 1 below:
Figure 1:   Patient Experience & Digital Stories - Swansea Bay University Health Board (nhs.wales)



3. Are senior leaders (and those who scrutinise them) aware of the impact that digital exclusion can have on individuals? 

By signing up to the Digital Inclusion Charter and being involved in key digital programmes, the health board and key senior leaders are committed and aware of the impact that digital exclusion can have an individual. 

The health boards digital strategy, ‘Destination: Digital 2017’ works towards mitigating or resolving digital exclusion.  It recognises that to become digitally enabled it need it’s service users and patients to have access to such things as internet and Wi-Fi but also the skills required to use the systems. It recognises that encouragement by all citizens is key with the ever- increasing digital participation. However, it also recognises that participation levels are varied between urban and rural areas, in particular in urban areas this could be due to age, ability, education and network coverage as an example. 

With this in mind, there is commitment of key senior leaders within the organisation becoming senior responsible officers (SROs) of several digital programmes and projects individuals. For example, with the Patient and Citizen Empowerment Board, which covers solutions such as PROMs, patient portal, and virtual consultations (including the Attend Anywhere platform) is sponsored by the Deputy Medical Director.  The role of the board is to not only to help embed the use of the portal in order to empower the patients to self-monitor their condition and work in a co-produced way with their patients but also to monitor uptake with patients and staff engaging in such platforms and where there is possible low uptake request further analysis to be undertaken to understand why and what the impact could be for service groups and individuals. Where it is established that digital skills are lacking further training is provided for staff e.g. more attend anywhere, and patient portal training sessions are held with both staff and patients. Group training sessions has proved worthwhile in teams like Rheumatology where patients are keen to get involved but lack the basic skills of using the portal platform. Digital Communities Wales have also provided training sessions to both staff and patients.  

Where it is established that patients are Volunteering and Patient Experience staff are also key drivers for helping support and advise patients who seek help with digital needs e.g. accessing devices or Wi-Fi, or signposting them to local resources e.g. local libraries and community centres.

4. Has your organisation identified which individuals and groups of people are most likely to be excluded from digital services? 

As part of the health boards digital strategy it recognises that digital participation levels with citizens does vary from area to area, rural to urban.  The health board is also aware of the connectivity issues within some rural areas which is impacting the capability of people being able to get online. Free Wi-Fi in all hospital settings and in the community is accessible to all, as well as being able to signpost patients to local resources to access devices and connectivity shows the health boards commitment to identifying and helping serve the population.  

Where patients could be excluded from access to devices or Wi-Fi, volunteers within the outpatient and inpatient wards areas are signposting patients to fact that each ward has an iPad designed specifically for use by patients to be able to connect with their loved ones should they be unable to visit the patient.  Also, volunteers will signpost patients to local libraries and community centres for access to devices and Wi-Fi. 

The patient portal within the Urology service is used by patients to self-monitor their condition.  A large number of these patients are older people who generally are perceived not have the skills to utilise digital solutions. In Urology, for patients who are stable prostate cancer patients, over 55% of them are using the portal to view their results and when necessary, securely message the clinical teams via the portal for any advice and support.  A large proportion of these patients are in the older patient’s category. A number of patients preferred to not use the portal, although help and support was offered, but they felt they wanted to remain in the traditional ways of following-up with their clinical teams.  

A recent pilot of a Hybrid Mail solution in the Rheumatology service has successfully demonstrated how the outpatient letters can be sent digitally into the patients’ portal record via a 3rd party solution.  79% of patients are reading their letter digitally within 48hrs, therefore negating the need to post the letter.  Patients with a portal account can have the option to have large font, and also the choice of bilingual (Welsh or English). The plan is to rollout further to all outpatient services within the next 12 months. 

5. Is your organisation aware of, and using, the Digital Service Standards for Wales?

Yes the health board is aware of the Digital Service Standards for Wales and in relevant digital programmes and projects the aim is always to appreciate and understand the current and future well-being of people in Wales, create the ability to produce digital services in Welsh and English, and aim to understand the users and their needs. Each project is driven by the benefits that will be derived from implementing that digital solution.  Each project will have a service owner who is empowered to understand the benefits the solution will bring to their service and ultimately to the staff and patient.  As an example a new maternity registration form is being launched which allows a mum to be to digitally register with a midwife which is available in English or Welsh.  

These projects work in an iterative way and are always looking for ways to improve.  This could either be during the implementation phase, or more likely during the lifecycle of the solution that is embedded through constant understanding the needs of the users whether that be staff or the public and look to improve where improvements can be made. 

Projects are driven by ensuring that technology is being used which is scalable, secure (all digital solutions are covered by Data Protection, Cyber Security and ensuring that a Data Privacy Impact Assessment (DPIA) is undertaken for each project which is constantly reviewed).   

Section 2 Digitising while meeting the needs of the excluded 
7% of Welsh adults are excluded. Therefore, public bodies need a person-centred approach to digital change. This means focusing on individuals’ preferences, rather than a blanket digital-by-default approach.
1. Is your organisation balancing the need to digitise services at the same time as meeting the needs of digitally excluded people? 

Where digital solutions are being implemented, with staff or with the public, the needs of the digitally excluded are being balanced through the project teams working closely with the teams involved in the digital change.  This requires the understanding of their basic needs in either requiring digital skills to enhance their use of digital solutions or in the case of the public e.g. with the portal being used by patients, if devices or access to wifi is required signposting patients and carers to local resources e.g. libraries etc. The signposting is very much done by the Volunteers and PALS (Patient Advice and Liaison Services) with the help and support of Digital Communities Wales.   In addition to this the portal team along with the clinical teams provide training sessions for patients on how to access and use the portal.  These have successfully been run in both Rheumatology and Dermatology services. There are some patients who prefer to only work with their clinical teams in the traditional way and not via digital solutions such as the portal and in every aspect patients are not being penalised because they chose not to work digitally. 

2. When digitising a service, does your organisation understand and identify the specific barriers that may exclude people or groups of people from using that service?

The SBPP project, from its inception, has worked closely with Digital Inclusion, and Digital Communities Wales colleagues in ensuring that any patient who does wish to sign up for the portal and may not have the support they require, be that devices or access to Wi-Fi, they are given the advice on where locally they can access a device/Wi-Fi e.g. local library or local community centre where appropriate.  The project was initiated in Princess of Wales hospital back in 2018 when it belonged to the former Abertawe Bro Morgannwg Health Board and the PALS (Patient Advice and Liaison Services) staff were involved in signposting patients to register for an account. The PALS teams were also directing patients to the Barclays Digital Eagles service who are also able to support people with new digital skills and how to get online. 


3. Has your organisation aimed to provide solutions or support for specific groups who might be more likely to be digitally excluded for example older people, people living in social housing, people living with long term health conditions or people living in rural communities?

Digital applications aimed at citizens such as SBPP is available for all patients who wish to work in a digital way with their clinical teams, their carers, or just to be more digitally enabled to access and manage their own clinical information. Many of the patients who are access the portal are with long term, and chronic conditions e.g. Rheumatology and Diabetes.  Rheumatology patients are able to message their clinical teams securely via the portal and book a follow-up appointment, request a prescription as well as seek advice from a clinical team member.  17% of all Rheumatology patients are actively accessing their portal and also receiving their outpatient letters via the portal using the hybrid mail solution. 

Just over 55% of Urology stable prostate cancer patients, many being older patients, are using the portal to access their PSA (Prostate-Specific Antigen) results and being able to self-monitor their condition and use the portal to message their teams for advice.

Providing free Wi-Fi in the community healthcare settings and actively signposting patients to resources where they can access devices and connectivity is helping towards enabling people living in rural communities access online services.   

4. For each of your online services, is there an alternative, non-digital option for people to access?

Where such projects are being implemented e.g. the SBPP, or Hybrid Mail patients are encouraged to start using their portal, training is provided if required, to help them become more digitally empowered to self-monitor their condition. However, should a patient decline access to the portal, and a number of patients already have (they prefer to rely on their clinical teams for total clinical care) then the usual methods for communicating with the patient i.e. outpatient letters will still be sent via post.  

 
5. Is your organisation ensuring digital inclusion is built in as a standard consideration across all services?

Within digital services digital inclusion is built into all projects for the consideration for staff and public. This will involve working with all services during an implementation to ensure that the skills required to use the digital solution are assessed and if a requirement is needed to use the solution this will either be delivered through basic training skills or ensuring they have the correct devices to use the solution.  Where a digital solution is patient facing, all services where the cross over will be with patients using digital applications as part of their clinical needs will be made aware of the support and advice from other agencies and third parties such as Digital Communities Wales.

6. Do you have accurate and up to date data to understand the extent of digital exclusion from your services? 

At present the roll out of digital services for patient use is in its infancy and patients are adopting it out of choice rather than necessity. Currently the health board therefore are only measuring adoption rates for such solutions as the portal but recognise that as the proliferation of digital services increases there will be a need to gather more detailed intelligence on exclusion, its impact and how we mitigate it. The health board have currently registered ~100,000 patients who have the option to use the portal. 

7. Does the data help identify exclusion by different services, local areas or communities?
The data to support the uptake of the portal helps us to understand where adoption rates are low in different services within the health board for digital solutions such as patient portal. However, whilst work is being undertaken in different service groups using this data to drive forward the adoption rates the health board also recognises that the data is limited in terms of being able to establish whether people in certain age groups and ethnicity are not adopting the portal, and it is recognised that further work needs to be done in this area to help identify this.
8. While considering the data, are there any gaps? 
When considering the portal data there are many gaps which identify with the adoption rates within services.  Many of these are identified because of the lack of buy-in from service areas to encourage patients to adopt digital first and work with them to become more empowered with their condition by using the portal. However, with limited data on understanding where the gaps are in different communities or local areas this is something the health board can work with organisations such as Digital Communities Wales to help address this. 

9. How are you addressing these gaps?
The health board will be seeking advice and support from organisations such as Digital Communities Wales to help understand where the gaps are in digital exclusion and how these gaps can be filled.  Learning from other NHS organisations in Wales will also help understand how to address the agenda of digital excluded communities. . 	

10. Has your organisation considered the framework for future generations produced by the Well-being of Future Generations Commissioner, which provides some questions to consider when developing service changes ? 

Swansea Bay Health Board does consider the framework for future generations produced by the Well-being of Future Generations Commissioner. In all projects, not just digital, consideration is given to the long-term aspect around working better with its citizens and communities, always finding ways to prevent problems where one may be foreseen, and also looking to take a more joined-up approach when working together.  

The regional West Glamorgan digital transformation board, made up of three local organisations, Swansea Bay Health Board, Swansea City Council and Neath Port Talbot County Council consider the framework as part of the planning for future digital ways of working between the organisations to ensure there is a sustainably way for future generations.   

Section 3  Support for public bodies 
Digital inclusion is an important topic for the Welsh Government with multiple programmes, cross-departmental working and funding streams. There is support available for public bodies
1. Is your organisation accessing support from Digital Communities Wales? For example: 

Yes the health board are accessing the very helpful support from Digital Communities Wales.  A Digital Inclusion Advisor sits on a number of programme boards within the health board (Patient and Citizen Empowerment Board)  and also as part of the Regional Partnership working (Regional Digital Transformation Board) between Swansea Bay Health Board, Swansea City Council and Neath Port Talbot County Council.  

As an example; the Patient and Citizen Empowerment Programme Board has the Digital Inclusion Advisor as a member of the board and has been instrumental in supporting the delivery of key digital solutions to not only staff but also the public.  The implementation of the Swansea Bay Patient Portal has also involved the volunteers within the hospital sites, and within wards, to signpost patients to the benefits of using the portal and how to sign up for it and digital communities Wales have been key in helping to drive this.  The volunteers are also involved in signposting them to local resource centres should the patients not have access to devices or where to access Wi-Fi. Public Wi-Fi is available in all health board sites and is easy to connect to.  

Virtual Reality (VR) is also helping patients in a secure hospital to be able to experience the outdoors.  The Swansea Bay’s Caswell Clinic, a medium secure forensic mental health unit for men and women have also been providing the patients with access to iPads, Chromebooks and tablets and are being taught how to use these devices to set up emails, bank accounts etc and are being supported by Digital Communities Wales. 

Digital Communities Wales also provide a number of training courses within the organisation and also loaned and gifted a number of devices to aid patients to access online services. Attached are the course that have been run to date and the devices which have been kindly loaned and gifted (Appendix 4).


2. Where relevant, is your organisation accessing support from other organisations such as the Centre for Digital Public Services or Newid (the Third Sector digital skills / leadership project)?

Digital are aware of the Digital Inclusion Alliance Wales which is a network of organisations from a variety of sectors from across Wales, collaborating to improve the lives of some of our most vulnerable and disadvantaged citizens.  It is also aware that being a member of the Alliance represents an opportunity to participate in the delivery of innovative initiatives that inspire digital inclusion and work to ensure that everyone in Wales can engage with digital services and the digital world.  The DIAW network meets quarterly to share information, exchange ideas and experiences and to support other members in their digital inclusion journeys. 

Health Education and Improvement Wales (HEIW) have recently (June 23) launched their Digital Capability Framework for Healthcare in Wales. This framework is a practical, interactive tool, for healthcare staff to better understand the skills, behaviours, and attitudes required to thrive in a digital world. They recognise that IT systems are in most places within the workforce, and it is being used more and more to transform the way the health service works to improve the quality of patient care. However, they also recognise that digital participation is also linked to better outcomes, improved health and wellbeing, longer life expectancy and also better access to jobs and education. Therefore, having the skills for people to feel confident and capable of using is of paramount importance. The Digital Capability Framework, including the online self-evaluation tool, are hosted on our their national digital learning platform: Y Tŷ Dysgu.  Swansea Bay will be adopting this framework and working closely with HEIW.

Business and Cultural change is essential to achieving digital transformation. This change cannot take place without the wider workforce (and our citizens) being able to embrace the tools we will be able to provide them. The organisation will be working closely with HEIW in the execution of the national workforce strategy which includes a focus on “the digital workforce”.


3. Is your organisation accessing all relevant funding and support schemes that are available to help with digitising services and addressing digital exclusion? 

While the health board are aware of the Good Things Foundation and Learn My Way, there is probably more than can be done to explore the schemes that are available.  In particular the Learn My Way which are free online courses for beginners and is designed to develop people’s digital skills to enable them to make the most of the online world.  Good Things Foundation the health board understand is a social change charity, helping people to improve their lives through digital, and that they have developed the UK National Databank to help vulnerable people in communities across the UK to get connected. 
The databank platform has been built with support from the O2 lab, and with data donated by Virgin Media O2, Three, and Vodaphone.  The Good Things Foundation is also building the UK's first ever National Device Bank which provide free refurbished devices to people who cannot afford or access them. 
Digital are involved more services who are providing clinical services with refugees and are exploring opportunities to bridge the gap in providing digital ways of working with the digitally excluded patients e.g. currently looking for ways to support refugees who do not have mobile data and therefore trying to signpost them to places where they can access wifi and then communicate securely with the clinical teams.



Section 4    Future challenges 
The rising cost of living is likely to have a further impact on those who are disadvantaged and digitally excluded. 
But the future will also bring opportunities from advances in digital.

1. If people are unable to afford access to digital services, in part due to the cost of living crisis, how will your organisation ensure they are able to access the help and information they need? 

The health board are aware of the opportunities that the Good Things Foundation are providing through the UK national databank ways for people to get connected through links in with companies like O2 and with data donated by Virgin Media O2, Three, and Vodafone. Free Wi-Fi access in all hospital and community settings is also an advantage for individuals who need to get online when on site.

2. Does your organisation have a good baseline understanding of the digital skills, knowledge and current needs of communities and staff? 

Swansea Bay health board will work with Digital Communities Wales to explore the possibility of undertaking the Digital Skills Audit for it’s staff.  This is work towards determining staff’s digital skills and their ability to work online, and also help others to work online as well.   

During the implementation of a new digital system a key deliverable is the assessment of how the training and the benefits will be embedded will be delivered based on the skills and needs of the staff. Training can be delivered via train the trainer and therefore the knowledge is built up within the service which can help disseminate the skills and knowledge to their staff, based on the staff requirements and needs. Benefit owners within the service are identified at the start, and these individuals are there to help deliver the skills, knowledge base, training, and ongoing support to staff. 

The newly released Digital Capability Framework for Healthcare in Wales by HEIW will be adopted within Swansea Bay and will help towards better understand for our service users. 


3. As aspects of digital technology become more complex and advances, what steps will your organisation take to ensure the gap in knowledge and skills will not widen for people who are digitally excluded? 

Swansea Bay digital teams will work closely with Digital Inclusion Wales, Digital Communities Wales and other organisations to continually explore all opportunities available to ensure that the public are not being digitally excluded as aspects of digital technology expands and becomes more complex. 

The ability of the patient population having the capabilities, skills, and accessibility to be able to view their clinical information digitally and be able to self-monitor their conditions is of paramount importance. For patients and their clinical teams to work in a co-produced way, virtually, will be a key focus of the delivery of digital strategies.  

4. What steps is your organisation taking to ensure the digital skills of staff are kept up to date with advancing technology?

Digital are aware of the capability of Digital Communities Wales running a Digital Skills Audit of staff within the organisation and is something that can be explored. This will help form the basis of how systems are delivered through different training methods and programmes. 

Promoting the Digital Capability Framework for healthcare in Wales (delivered by HEIW) will be a key driver to engaging staff to enhance their digital knowledge and skills. 


5. Does your organisation have a pro-active approach to horizon scanning for opportunities that will be delivered from future advances in digital technology? 

The health board are constantly horizon scanning for opportunities which can be delivered from future advances in digital technology.  Digital services work closely with Digital Health and Care Wales (DHCW) on all national All Wales systems and are advocates for future functionality and changes to those systems to ensure the users experience and usability are best catered for their needs.
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Technology supports community
care


It’s not quite Star Trek technology but it is light years ahead of the way health care professionals
traditionally operated in the heart of the community.


More than 5,500 Swansea Bay University Health Board employees are now able to free themselves
of office-based constraints through the use of mobile phones, iPads and special apps, allowing
them to spend more time out and about with patients.


Thanks to an innovative new way of working, the need to telephone the office, rifle through filing
cabinets or check desk diaries, is a thing of the past as everything from digital notetaking to
secure photography, and searching patient records to accessing a personal diary, can now be
carried out electronically and remotely.


And best of all the time saved from using such mobile solutions means clinicians working across
community nursing, and mental health and learning disabilities teams, have been able to attend
8,000 more appointments per quarter - a 17% increase compared to the previous year - as the
need to return to base between appointments has been greatly reduced.


Pam Josty, information and communication lead health visitor, said: “Historically health visitors
have needed to return to base to complete records, now thanks to the apps we have access to,
staff are able to complete these tasks whilst out in the community.”


Any
member
of staff
from
across
the
entire
health
board
can now
connect
via a
secure
app,
using
their


preferred device to access work tools, health education apps, or personal wellbeing resources.


Of those who have registered to use their own device, more than 75% are those who previously
had no regular access to a computer system during the working day.


Listen



https://app-eu.readspeaker.com/cgi-bin/rsent?customerid=7475&lang=en_uk&readid=mainPageContent&url=
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The health board’s Neath Port Talbot Acute Clinical Team (right) has been using the new service
since 2017 to treat acutely unwell patients to prevent hospital admissions and facilitate early
discharge.


Michelle Macbeth, a health care support worker, said: "We are using the iPads to improve
communication between the team, and support each other as well as our patients.


"We are working with the most digitally excluded patients, and using the iPads has not only
helped improve outcomes by providing access to information they wouldn't normally have access
to, but helped build confidence of our patients and help them feel more connected."


Her colleague, Sarah Jones, added: "I use it to check my calls for the day, and, when I'm at a
patient's house, I can look up a management plan there and then."


All health board employees are invited to join mobile working workshops, held regularly across
the health board; helping staff get started with mobile working.


Tanya Spriggs, head of nursing and community services said: “It is excellent to see this rolling out
across cluster networks, and freeing up time so that staff can do what matters to them most, and
that is seeing the people and reducing time spent at the desk.”


Hannah Skipp, a junior doctor working in anaesthetics, has been using mobile solutions on her
personal device.


She said: “As a junior doctor, often I'm pressed for time and juggling multiple jobs at once. 
Mobile working gives me much more information at my fingertips, and helps me be much more
efficient.


“If I'm treating a very sick patient, then I don't need to leave them, find a computer, and log in; I
can just get the information I need from the app in my pocket, and get that antibiotic prescribed
quickly, which is crucial when it comes to treating sepsis."


Rydym yn croesawu gohebiaeth a galwadau ffôn yn y Gymraeg neu'r Saesneg. Atebir
gohebiaeth Gymraeg yn y Gymraeg, ac ni fydd hyn yn arwain at oedi. Mae’r dudalen hon ar
gael yn Gymraeg drwy bwyso’r botwm ar y dde ar frig y dudalen.


We welcome correspondence and telephone calls in Welsh or English. Welsh language
correspondence will be replied to in Welsh, and this will not lead to a delay. This page is
available in Welsh by clicking ‘Cymraeg’ at the top right of this page.
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Supporting patients and families
through the COVID-19 crisis


With virtually all hospital visiting now stopped in the fight against COVID-19, work is underway to
support patients and their families to mitigate the consequences of the move.


It’s important that we do what we can to provide ways for patients and relatives to find alternative
ways to connect; ensure families are kept informed, and deal with practical issues like providing
patients with clean clothes and toiletries.


All these are affected by not having visitors on the wards.


As the challenges on the health service escalate in the coming weeks, there are risks that these
issues could become completely unmanageable, so changes are being put in place now.


Virtual visiting
We have free WiFi on all our sites, so we’re encouraging families and carers to speak to patients
via smartphones and tablets. Apps like Skype, WhatsApp and FaceTime allow video
communication, but WiFi assisted phone calls and plain emails are also options.


We hope to shortly have a small stock of tablets, donated and bought by the health board, which
will be available on wards for patients who do not have their own devices. We are also looking at
ways to support patients who may not have the skills to still be able to take part in virtual visiting.


However for now patients who are able to should bring their own phones or tablets with them to
hospital.


Laundry and toiletries
Usually, visitors will bring in fresh clothes for patients and take away soiled laundry, and also
replace toiletries. With this no longer in place, we’ve put alternative systems in place.


We are operating a drive-through laundry swap at Morriston, Singleton and Neath Port Talbot
hospitals. We have set up a central call centre team who are liaising with relatives and carers to
arrange the drop off of clearly labelled clean laundry and pick up (for now) soiled clothing.


In the coming weeks it may not be possible to return soiled laundry and we will need to dispose
of it instead. We would ask families to be aware of this and not buy expensive items.


Please note: only relatives and carers who are not self-isolating with suspected or confirmed
COVID-19, or who are not living with someone who is self-isolating for these reasons, are able to
take part in this drive-through scheme.


Because these restrictions mean that many patients will not have family members who can
provide these essentials, we have begun to build a central stock of clothing and toiletries for
distribution across our sites as needed.


Listen



https://app-eu.readspeaker.com/cgi-bin/rsent?customerid=7475&lang=en_uk&readid=mainPageContent&url=
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A social media appeal launched on Friday, 27  March, asking the public to donate clothing and
toiletries via an Amazon wish list, which has had an overwhelming response. By Tuesday 31
March over 2,000 boxes of donations had arrived at Swansea Bay UHB, with more arriving by the
hour.


Amazon also offered to donate 1,500 items of clothing, and one of the clothing companies
included on the wish list offered to donate all profits from the sale to the health board.


Anyone wishing to buy items from the wish list can find the link to the Amazon page here.


Anyone wishing to donate individually should contact: swanseabay.healthcharity@wales.nhs.uk


Checking on patients
Families often get updates on patients’ progress when they visit, or they call the ward to find out.


With face-to-face information now suspended and COVID-19 pressures growing, there is a real
risk that families and carers will find it increasingly difficult to find out how their loved ones are
doing.


So we now have dedicated email addresses in place to assist with this. We ask that only one
member of a family or one carer is the delegated person to be the contact point, and that they
then make arrangements to tell the rest of the family.


Please ensure when you email us that you provide the patient’s name, address, date of birth and
Ward details (if known) to help us identify them.


SBU.MorristonPALS@wales.nhs.uk 


SBU.SingletonPatientContact@wales.nhs.uk 


SBU.NeathPatientContact@wales.nhs.uk


If you do not have access to email, you can ring 01792 583700 to leave a message and this will be
relayed to the ward once a day.


Give us your views
We know these changes may be unsettling, so we’re keen to hear your views – good or bad – and
any ideas you may have about how we could improve them further.


Please send your views to our online survey


th


st


Rydym yn croesawu gohebiaeth a galwadau ffôn yn y Gymraeg neu'r Saesneg. Atebir
gohebiaeth Gymraeg yn y Gymraeg, ac ni fydd hyn yn arwain at oedi. Mae’r dudalen hon ar
gael yn Gymraeg drwy bwyso’r botwm ar y dde ar frig y dudalen.


We welcome correspondence and telephone calls in Welsh or English. Welsh language
correspondence will be replied to in Welsh, and this will not lead to a delay. This page is
available in Welsh by clicking ‘Cymraeg’ at the top right of this page.



https://sbuhb.nhs.wales/links/coronavirus/amazon-wish-list-covid-19/

mailto:swanseabay.healthcharity@wales.nhs.uk

mailto:SBU.MorristonPALS@wales.nhs.uk

mailto:SBU.SingletonPatientContact@wales.nhs.uk

mailto:SBU.NeathPatientContact@wales.nhs.uk

https://sbuhb.nhs.wales/links/family-and-friends-survey/family-and-friends/
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Course Session Data - Swans...

		(Do Not Modify) Course Session		(Do Not Modify) Row Checksum		(Do Not Modify) Modified On		Session Start Date		Name

		b4ca09a9-92fd-ea11-951b-00505695a42e		xFxsczk1DbUf2zWy+yHAXtKTPr3j/t9XMysIzArHgaSeQWycOd3BaIs2Dqf1BWZSyP9o/dtVRkC+1lbr56KsSQ==		9/23/20 12:48		22/09/2020		Digital Surgery

		0871f79b-c292-eb11-9549-00505695a42e		g/aZy0OESBwvysCzC7hFKqyvJpQcKRMue465QdXSiOYkGSBu/EnEVGC6Pf0czUGn78LO8oc/C2N72rNroneHLQ==		4/1/21 9:16		25/03/2021		Digital Storytelling

		03f1823f-a535-ec11-956b-00505695a42e		lrCZsn5i/wpnzPkofisEQk3va0bmAS9eGGZNouGIeMPEgUel17pAK06+UjInn1uKyvDxckjixTAePaJEiqELkQ==		10/25/21 16:07		21/10/2021		Inspiring Digital Carousel 

		24d5f944-d946-ec11-956c-00505695a42e		rfzqCkoxwIjqUBdKOBO2MGMGzG6GH+5PZYV7ZM0b9LjsCJPved2CNcO5cPv2xqzvF4VJClX+uGI0ubFx7UqWcw==		2/28/23 15:59		10/11/2021		Digital Storytelling

		23417298-4a4c-ec11-956d-00505695a42e		3XLRXVRw7PZ3OgbLoCO9qfsxvXy9yUxned7gf6gAlGm0nzSmNCNn+bUFhXK0jUsyBwZQOSANdo86/8f2rntk7A==		6/6/23 14:00		18/11/2021		Sensory Apps

		8ab2c4f0-e651-ec11-956d-00505695a42e		PxvHEsAqiqB/nWV0N+nPxKn0+v5rhNrlTwE0yqwEBtf1C86VyFaDqM/AcyukfEVUkUcupOtDWZ3L4H3Do/JP1w==		6/6/23 14:00		25/11/2021		Keeping Occupied

		75b521c1-555e-ec11-956f-00505695a42e		/bD/DtjSL8HzNFrzzrQDTAeNk8kXqrXc3IQ6eLQ7f69dccD7vTIRPuo31z13DcsEu4DQybWy6+5XEdn3ZtoWzg==		3/1/23 11:12		15/12/2021		Digital Accessibility

		f6af09b3-2772-ec11-956f-00505695a42e		uLpC2iOua/IaHBen+Thz1yq+Obc7yBY5ZvdfuCDzmIaSfGOscBtwGNL/Is6PGRcVxK0zY517lS9mDW9tDwsNSA==		2/28/23 15:57		10/01/2022		Digital Health and Well-being

		51d4ed18-84cf-ec11-957d-00505695a42e		LbDr+cJQEfbjhHboHctCR1o1sQiM5fpRuT3/B156BouF/zM7G4b6lbcvs7VjnYQJmw1jUWnWHVqRF6ldxUXj4g==		2/28/23 15:56		28/04/2022		Helping People to Get Online - Volunteer Services

		61ea223a-134e-ed11-9595-00505695a42e		sIR9QenIoZrY54oZOUGX6X64Gq/qTb5POBaNnskYGIGjG2gfCt+ZdI2/BRALtMAcpxPiRE0zJgvmYQsXkqn0hw==		2/28/23 16:23		05/10/2022		Inspiring Digital Activites

		1fd12293-1d64-ed11-959c-00505695a42e		V2osVRuIySWZ/CpIhuyzBlCWZ5Vf2At/15M28hJ9SjQIxGDrD6T4F0/OB5s9jur/Bb3u1q9LqCVuZQmL1uvCYw==		11/14/22 13:09		09/11/2022		Using Virtual Reality in Healthcare Settings - Tawe Clinic

		9a43b3cf-a37c-ed11-95a4-00505695a42e		lpbEk4CBSEE28fuug3SeC7sto3ryAzO3cJZ1uA6lu22458FkAH62MMHZJ8JbpQXwhQYzag97hGvLofsyt6GTtA==		2/28/23 16:37		14/12/2022		Digital Accessibility 

		2722cbbb-e0a2-ed11-95ac-00505695a42e		UVXOQtaOZcPieheobi2XADrJ+Tu0LvyJf1XFjKfY5xtT+JfhgA/k9EhmDtd5r9qICcK3WLbDk9FNpG0846D5yw==		2/28/23 16:33		01/02/2023		Digital Accessibility - Community Memory Support Service

		ae2dce2e-e2a2-ed11-95ac-00505695a42e		PKx6Sh7bKK4EZ8Gu+gLVqYuEY35VjH8G+XBmU2RbXDLc/AkAqFmon7KpzT4llD8/pRLlXo398q0U4KUotUQyIQ==		2/2/23 10:13		01/02/2023		Using Virtual Reality in Healthcare Settings - Caswell Clinic

		b2629079-89a8-ed11-95ad-00505695a42e		mpk4q/uV+TzrJTV8G+CXgPhts8ZpWVCO7z9ksD+y3FmwlE+ZfK3AEJ1NelZvFcmmPw8UEQU5n+ekf8rN3OycbQ==		2/28/23 16:23		08/02/2023		Digital Accessibility 

								08/03/2023		Supporting someone as a digital volunteer - open access webinar

		fadd5fc8-8ecc-ed11-95b6-00505695a42e		ZtsBvmdRhWoERJPAfKh1MNJnFssGtiMXW2oRzkosS+cDojxC5cDKPwfqkwjWrNhQnA4DG1QMat0dK3/HGAL5Jw==		3/27/23 12:01		13/03/2023		Inspiring Digital Activites - Volunteer Services

		897215c0-7fdf-ed11-95ba-00505695a42e		1R36eKasjXcS7boF3ACpucJ6AziyhHQ3GJwiXzZwRW0SHP3h5oZoOwbx9IO+ROrTH4GHc92fKAGun/wFinOLGQ==		4/20/23 14:32		13/04/2023		Digital Tools to Help People With Dementia - Simple Digital Users Group

										Forthcoming Sessions

								22/06/2023		Reminiscence, Keeping Occupied & Digital Storytelling - NPT Hospital

								29/06/2023		Reminiscence, Keeping Occupied & Digital Storytelling - Singleton Hospital

								03/08/2023		Digital Accessibility - Simple Digital Users Group

								28/09/2023		How digital tools can support people with the cost of living - Simple Digital Users Group

								23/11/2023		Learning Welsh with digital tools - Simple Digital Users Group











Kit

		Loaned Kit



		Tawe Clinic		3 Oculus VR headsets & iPad

		Caswell Clinic		Oculus VR headset & iPad

		Adult Mental Health Services Swansea		2 iPads and a Galaxy Tab A

		Accute Medical OT Morriston		2 iPads

		Veterans NHS Wales  		10 Samsung Galaxy Tab A 

		NPT Hosital OT		2 Samsung Galaxy Tab A



		Gifted Kit 



		Older Persons OT Mental Health Service		12 iPad Cellurars gifted

		Caswell Clinic		10 Chromebooks gifted

		Adult Mental Health OT Services Swansea		6 iPads and 14 Galaxy Tab A gifted
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ABMU takes the lead on digital transformation 


Thursday, 8 November 2018  


Health boards across Wales should follow ABMU’s lead by recognising the importance of digital 


inclusion when giving patients access to services online. 


That’s according to a new independent report which looks at how the internet is an increasingly 


vital tool in keeping people healthy. 


  


It has highlighted ABMU initiatives including Patient Knows Best (PKB) - which gives patients and 


their carers instant, secure access to test results, medical records and treatment information 


online – as best practice. 


  


The efforts of Swansea Bay GP 


practices to help patients learn the 


skills needed to book appointments 


and request repeat prescriptions 


online and ABMU’s installation of 


free public wifi in hospitals, which 


was a first for Wales, have also 


been included as case studies. 


  


The Digital Inclusion in Health and 


Care in Wales report, which was 


launched on Wednesday, November 7, has made a series of recommendations urging all health 


boards to make online services widely available. 


  


Recommendation nine states: All health boards and trusts in Wales should follow the example of 


Abertawe Bro Morgannwg, signing up to the Digital Inclusion Charter and taking practical steps to 


implement digital inclusion support locally. 


  


It was written by Bob Gann, who led NHS England’s digital inclusion programme, for the Wales Co-


operative Centre in association with Carnegie UK Trust. 


  


The Wales Co-operative Centre delivers the Welsh Government’s digital inclusion programme. 


  







The man who led ABMU’s digital transformation strategy 


and who still chair’s the PKB board, former medical 


director Hamish Laing, right, said the health board should 


be “very proud” of leading the way. 


  


“The deployment of Patients Know Best in ABMU, 


which is referred to by Bob Gann, is going really 


well and it is being offered to patients in Swansea 


and Neath now, as well as the Princess of Wales 


Hospital in Bridgend, where it was piloted. 


  


“The PKB team are doing an excellent job as 


ambassadors for the health board.” 


  


The report highlights how technology allows people to 


become more actively involved in their own healthcare 


and improves health and well being. It also praises the health board for the commitments it is 


making to improve digital inclusion for patients and staff. 


  


It says two further digital courses are being developed for patients in the Swansea Bay area: a 


Fitbit project for weight-loss patients and an initiative to combat isolation in older patients. 


  


But despite the best practice highlighted, Mr Gann has also warned that those patients with the 


greatest need of access to healthcare could be left behind because of a lack of digital skills, lack of 


access to the internet due to cost, poor motivation and distrust of online services. 


  


The report states that a quarter of people with limiting long-standing illness, disability or infirmity 


are not currently using the internet, compared with only 10% of those without such a condition. 


Most crucially, 25% of men and 32% of women aged 65 to 74 in Wales are not online, compared 


to only 3% of 16 to 49 year olds. 


  


Cabinet Secretary for Health and Social Care Vaughan Gething said digital inclusion can improve 


health and wellbeing by helping people to better manage their conditions and reduce the burden 


on the NHS. 


  


He has announced an extra £3m over three years to improve digital inclusion among health and 


care professionals and the public. 


  


ABMU is also working with the Welsh Government’s inclusion programme Digital Communities 


Wales to support patients to use PKB and other online applications as well as increasing staff 


members’ digital skills. 







Source: Abertawe Bro Morgannwg University Health Board  


 



http://www.abm.wales.nhs.uk/
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