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Background

Chief Medical Officer’s report Developing emergency 

services in the community (1996)

The new NHS: modern, dependable (1997)

NHS Direct – fast convenient access to health advice & 

information

180m euros a year – 4,000 staff

4 channels:  telephone (1998-), website (1999-), print 

self help guide (1999-), digital television (2004-)



Delivering a multi-channel service

600,000 calls per month

1 million visitors per month

18 million homes

500,000 viewers per month



Objectives: NHS Direct’s three year multi-channel 
strategy

1. Increase in awareness & use of New Media channels 
2. Improve access by extending availability of digital tv and 

usability of website
3. Shift focus from informing to empowering users to take decisions

based on personalised advice
4. Provide an increasingly localised service 
5. Integrate different NHS Direct channels enabling seamless user 

journey
6. Provide portal to appropriate NHS transactions



User orientation: access

Patients

Self Help 
Guide Digital TV Web

Telephone advice or health 
information

Patient with mild 
backache looks for advice 
on self care options in the 

Self Help Guide in their
Thomson’s Local Directory.  

Patient requiring details of
local pharmacists open on the

Bank Holiday looks on 
Digital tv

Patient consulting self help guide 
online is prompted to contact 

telephone 
service. Can book a call back at 

their convenience  

Patient without access to 
new 

media or wanting personal 
reassurance
contacts the

telephone service directly. 



User orientation:visibility

Prompted awareness of NHS Direct Services
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User orientation:visibility



User orientation: utility

Meeting modern expectations

Reducing pressure on health      

care system

Enabling appropriate service use

Supporting self care & healthy 

lifestyles

Steep increase in online use

NHS Direct Online website visits
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User orientation: service quality

95% satisfaction ratings

350,000 repeat website visits a 
month

Choice of channel to meet 
individual needs and preferences

User involvement in strategy 
development

e-Europe e-Health Award 2003



Lessons learned & future developments

NHS Direct needs to use new media channels to manage cost and 
demand

High levels of activity but still gap between awareness and use

Channels need to be joined up rather than in parallel – needs 
technical integration and staff attitude

Users prepared to bring experience & expectation of e-commerce to 
health care

Need to know more about outcomes and not just activity
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