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E-HEALTH GOOD PRACTICE:
NHS DIRECT'S NEW MEDIA SERVICES

Bob Gann, Director of New Media, NHS Direct




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 &
iInformation

180m euros a year — 4,000 staff

4 channels: telephone (1998-), website (1999-), print
self help guide (1999-), digital television (2004-)
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Direct

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

Patient with mild

NHS

Direct
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on self care options in the
Self Help Guide in their

Patients
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User orientation:visibility

Direct

80%

70%

60%

50%

Awareness 40%

30%

20%

10%

0%

Prompted awareness of NHS Direct Services

S N Wy

—e— Telephone
—m— On-line
Self-help

Guide

Digital TV

Jan May Oct
02 02 02 03 03 03 04 04 04 05

Jan May Sept Jan May Sept Jan




Direct

User orientation:visibility

Now there are even more ways you » Telaphone 0845 4647
. ; ; » wwna.nhsdirsctnhs.uk
can get confidential health advice + Dightal TV

and information from NHS Direct D"rect

Feeling ill? Not sure what to do?

B Look in the NHS Direct sel-help guide at the
back of your Thomson Local directory

W If you want to speak to a health professional, telephone
NHS Direct for confidential health advice on 0845 4647,

Looking for health information?

To find out more about conditions and treatments,

or for details of local health services:
B Try the NHS Direct Online website at www.nhsdirect.nhs.uk
W Go to our service on Sky digital TV — simply press

the interactive button on the remote control

and scroll down to NHS Direct Interactive
W Telephone NHS Direct for confidential

health information on 0845 4647,




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
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NHS Direct Online website visits
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Direct

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



Direct

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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