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You asked:
You clarified on 19th November 2025 that you only wish to receive information relating to standard letters only, sent by 1st class, 2nd class and recorded/special delivery class. The information we have provided below relates to our 3 main hospital sites only.
	1.
	How many letters in total were sent by the Health Board between 1st October 2024 - 30th September 2025? 
Of those, how many and what percentage were:

a) Posted locally (i.e. franked and sent out by the post room):

Morriston – 761,044
Singleton – 424,901
Neath Port Talbot – 395,253

b) Sent via hybrid mail (i.e. posted by your hybrid mail supplier): -
115,857

c) Sent digitally (i.e. published and read by the recipient via the NHS app)
10,773 via the Patient Knows Best portal


	2.
	Of those letters posted locally or sent via hybrid mail between 1st October 2024 - 30th September 2025, how many were sent 1st class? 

Morriston – 1,319
Singleton – 45,184
Neath Port Talbot – 7,521

Of those letters posted locally or sent via hybrid mail between 1st October 2024 - 30th September 2025, how many were sent via 2nd class?

Morriston – 50  
In addition, 759,675 letters were sent from the Morriston Hospital mail room by Business Mail Inland Advanced.

Singleton – 376,734
Neath Port Talbot – 289,384

	3.
	If you use a hybrid mail service: 

As of September 2025, who is your hybrid mail provider? 
Synertec

Which frameworks do you use to tender for hybrid mail?
Patient/citizen communication and engagement solutions framework

What date was the agreement signed?
28th November 2025

When does the contract expire?
30th November 2027


	4
	If you use a patient portal for some or all of your patient communications: 

As of September 2025, who is your patient portal or NHS app supplier: 
Patient Knows Best

What month and year did your patient portal or NHS app go live for online communications: Month  /  Year
July 2018 - pilot

As of September 2025, what is the total number of patients registered to receive online communications via your patient portal or NHS app: 
As at December 2025 - 38,108 users registered with Patient Knows Best

What percentage of letters submitted to your hybrid mail provider were first passed into the NHS app (i.e. the letter was not read in the app by the intended recipient): %
23% of letters are not read within 48 hrs and are therefore printed by Synertec

Does your hybrid mail supplier charge you for passing letters into your NHS app: Yes / No
Yes – we are charged for uploading to Patient Knows Best, not for uploading to the NHS App.  PKB integrates with the NHS App

[bookmark: _Hlk216692577]What were the total number of letters sent and read by patients via your patient portal or NHS app between 1st October 2024 - 30th September 2025 (i.e. read online)
I can confirm that from Patient Portal:
Appointment letters sent: 12,334
Appointment letters read: 10,661
Clinic letters sent: 28,198
Clinic letters read: 24,170


	5.
	As of 2025, who manages digital transformation initiatives? 

Name: Deirdre Roberts, Assistant Director of Digital Transformation
Phone: n/a
Email Address: Deirdre.roberts@wales.nhs.uk 


	6.
	[bookmark: _Hlk216178832]As of 2025, who is your print room manager / manager of mailing operations?

Morriston Hospital
Name: Angela Shannon
Phone: 01792 703328
Email Address: angela.shannon2@wales.nhs.uk 

Singleton Hospital
Name: Sara Ivey 
Phone: 01792 205666 
Email Address: catherine.s.ivey@wales.nhs.uk

Neath Port Talbot Hospital
Name: Andrea Lewis
Phone: 01639 862000
Email Address: andrea.lewis@wales.nhs.uk 



	7.
	As of 2025, who manages procurement for print and post solutions?

Name: Keir Warner, Head of Procurement
Phone: n/a
Email Address: keir.warner@wales.nhs.uk 
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