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The crisis in everyday healthcare 

Urgent & Emergency Care Review, November 2013 



The solution: self care 

Self care & appropriate use of 

services empowers individuals 

and enables significant 

savings for healthcare 

systems 



Health literacy is essential precondition for people to: 

• understand & act on information 

• become active partners in co-producing health 

• take control of their lives 

• navigate services  

 

However: 

• 43% of UK adults cannot fully understand written health 

information 

• Rising to 61% when numerical information included 

 
• The 2011 Skills for Life Survey: A Survey of Literacy, Numeracy and ICT Levels in England. London: 

Department for Business Innovation and Skills 2012   

• Rowlands G, Protheroe J, Richardson M, Seed P, Winkley J, Rudd R. Defining and describing the 

mismatch between population health literacy and numeracy and health system complexity. In progress:  

King's College London. 
 



NHS Direct – pioneering multi-channel healthcare  

NHS Direct has 

provided remotely 

delivered health 

services, via 

telephone, web and 

app, since 1998 



Reduce unnecessary 

referrals – 22% 
Teach patients to cope with 

recurring illness - 15% 

Prevent worsening 

conditions – 3% 

Recommend lower cost 

care - 60% 

Increasing patient empowerment & more 

appropriate use of services 

In a year… 

•0.7m ambulance & emergency attendances 

•1.5m family doctor consultations 

•0.6m other face-to-face appointments  

avoided through patients using NHS Direct telephone 

& digital services 
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Inappropriate visits saved Value created 

10,000 

0.1m 

0.3m 

0.7m 

Health Economy Value  

*Cash cost is based on Core Income ‘Base Budget for 2011/12’, as per NHS Direct 

business plan 2011/12-2015/16.    

Saving cost through reducing inappropriate visits 



Shift to digital 

NHS Direct has both shifted existing users to lower cost 

digital channels & reached new audiences who prefer digital 

Why are health care interventions delivered over 

the internet? J Med Internet Res 8(2) e10 

Consumers want to use digital 

health because: 

 

• Cheaper to use 

• More convenient 

• Access when needed 

• More anonymous (reduces 

stigma) 

• Increased sense of personal 

control 



NHS111 telephone service replaces NHS Direct 

• From 2010, new NHS111 telephone service 

rolled out replacing NHS Direct 0845 4647 

• Locally commissioned service largely provided 

by Ambulance Trusts & general practice out of 

hours services 

• NHS Direct exit from telephone service and 

focus on digital  

There have been serious issues with 

full scale implementation of NHS 111  



Significant  

consumer 

demand for 

connected 

health People now manage 

bank accounts & 

travel bookings 

online – we can do 

same for health 

records & 

appointment 

bookings   

Other industries 

have cut costs & 

improved customer 

experience through 

digital self-service – 

we can provide 

online consultation 

& self management  

Millions of online 

communities, reviews & 

ratings – we can share 

experience & insight 

between clinicians & 

patients 

Businesses understand 

their markets – we can 

build & use big data to 

target health 

communications    



Digital first 

Opportunities to transform healthcare 

through: 

•Telephone & online triage 

•Remote video consultations 

•Digital notifications – appointment 

reminders, test results 

•Mobile enabled health staff 

•Connected devices for telehealth 

  



Mobile revolution puts health in hands of consumers 

• In future, transformation in 

health will increasingly be led 

by consumer devices 

 

• 6.8bn mobile subscribers 

worldwide 

 

• 40,000 health apps - 

downloaded 40 million times 

a year 

 

• Wireless health market will 

reach £60bn by 2018 – with 

mobile health apps the 

biggest opportunity  

 

 
Wireless health market: global trends 

Marketsandmarkets.com 

 

 

 



Apps for everything 

Send pictures of skin 

conditions for diagnosis  

Measure heart rate by 

pointing at face  

Monitor sleep patterns  

Save & share health 

records  

“The average 

person looks at 

their mobile phone 

150 times a day so 

it’s ideal for health 

monitoring” 

Dr Eric Topol 

NHS symptom checker app 



Regulating & recommending digital health tools 

European Union & US Food 

& Drug Administration regard 

some apps as medical 

devices which need 

regulation   

Doctors are starting to “prescribe” apps & 

from recommended catalogues 



Digital literacy 

Those in old 
age 

Those out of 
work 

Those who 
are physically 
and socially 

isolated 

Those who 
don’t have 

English as 1st 
language 

Travellers 
and transient 
populations 

Those who 
are disabled 

Those living 
in rural and 

remote areas 

The heaviest users of NHS & those 

experiencing greatest health 

inequalities are least likely to be 

online 

 

•16m people lack basic digital 

literacy skills  

•7m people have never used the 

internet 

• 5m people over 65 have never 

been online. People over 65 

account for more than half of all 

NHS spend  

• 4 million disabled adults have 

never been online. People with 

disabilities are three times more 

likely never to have used the 

internet than those without 

disabilities.  



Barriers to digital health literacy 

• Access 

• Skills 

• Motivation 



Widening digital participation programme 

Access: innovation grants for simple tablet technology 

Access: using computers in supported community settings 

Skills: online training package  



Integration with local primary care 

• 15 local digital inclusion flagships 

in primary care settings 

• Integration with community health 

promotion initiatives 

• Social prescribing of digital literacy 

skills 



Measurement & evaluation 

Quantitative management information: 

• Number of people engaged with digital health literacy messages 

• Number of people completing digital skills training 

• Number of volunteer digital skills champions recruited 

Qualitative evaluation: 

• Learner progression surveys: motivation, self efficacy etc 

• Organisational development: transferable models of successful 

practice 

• Case studies: video stories of how digital has changed lives 

Emerging results from Spring 2014 
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