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“The Social Care Digital Innovation Programme 2019-21 supports the adult social care sector to use digital technology to 

respond to challenges in local areas.  The programme is funded by NHS Digital and managed by the LGA.  It is intended to 

enhance direct practice, improve information sharing and enable integration”

[12 Councils awarded funding]
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Improve the 

quality, range 

and efficiency of 

care and support 

provision for our 

service users

1

Support and 

enhances the 

delivery of 

Mobile Working 

& Living Well 

3

Maximising 

Face to Face 

time with 

Service Users

2

Understand 

capacity and 

demand to 

enable ongoing 

delivery of 

services

4

Support smarter ways of working to improve 

productivity and to alleviate funding reduction 

5

Context & Problem Statement

How can 

Practitioners use 

their time more 

efficiently and 

effectively to help 

prevent, reduce 

and delay

What do we want? What is stopping us?

ASSD aims to 

improve 

efficiencies by 

reducing the 

overheads in the 

current process 

for booking and 

allocating 

appointments and 

how those 

appointments are 

arranged 

What are we going to 

do?
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Who will that Impact & How
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Research Activities to Date

Understood what we needed to capture from 

whom and how we would do that

1

2

Understood our Logical Model & Service Map

Captured initial feedback

3

4

Understood and agreed our personas and user 

journey questions

** Requested but not yet 

available.  Further 

presentation on 10th July

Team Managers

Practice Consultants

Practitioners

Northern LD team
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• Do you currently schedule any of your teams 

work?

• Would you like to see practitioner time booking 

their own appointments reduced for some or all 

cases?

• Would it help you to have better information on 

demand to inform your deployment of staff

• Would you like to see service users having clear 

appointments at an earlier point in the process or 

indeed having the opportunity in the future to 

book their own appointments direct

• Do you think there is scope for better organising, 

booking and geographically batching your 

allocated work or some types of work that is 

allocated to your team?

• Do You think this would save you time/ give you 

more time for face to face conversations?

• Would you like to see better use of technology to 

streamline processes where possible? For example 

using Skype for some types of conversations or 

enabling service users to book their own annual 

review via the portal into pre-designated slots?

Initial Research Feedback
TM/Practice 

Consultant
Practitioner

• What is your experience of booking appointments (or having 
appointments booked for you) with Adult Social Services ?

• Do you feel that the process could be improved to book 
appointments (or have appointments booked for you) with 
Adult Social Services?

• If answering yes to question 2, please detail what you would 
like to see changed/improved in the process of booking 
appointments

• In the future would you be interested in an option to book your 
own appointments on line at a time and date convenient to 
you?

• In the future would you be interested in seeing all your future 
appointments with Adult Social Services in one place?

• In the future would you be interested to explore any other type 
of appointment not already provided today (such as video 
calls)?

• In the future would you be interested in receiving a reminder a 
day before your appointment is due?

• In the future would you be interested in receiving a reminder 
on the day of your appointment?

• In the future would you be interested to know ahead of time 
who will be attending your appointment from Adult Social 
Services?

• In the future would you be interested to know on the day when 
Adult Social Services will be arriving for your appointment

• Do you think there is scope for better 

organising, booking and geographically 

batching your allocated work or some types 

of work that is allocated to your team?

• Do You think this would save you time/ give 

you more time for face to face 

conversations?

• Would you like to see better use of 

technology to streamline processes where 

possible? For example using Skype for some 

types of conversations or enabling service 

users to book their own annual review via the 

portal into pre-designated slots?

Better use of all 

technology will 

enable quicker 

through put of work

Grouping and visiting 

in areas of Norfolk 

can only be positive 

due to the large 

area/mileage

Deal with a lot of 

information gathering which 

sometimes  is duplicated 

effort

Grouping all 

allocations to one 

area will reduce 

time wastage

This would be convenient for 

the client and allow them to 

continue having choice over 

when and how their care 

(assessments or reviews) are 

delivered

What would save 

time is to remove 

some of the 

unnecessary XXX  

processes. These 

are endless and 

unnecessary! 

This provides effective use 

of time and reduces the time 

taken out by practitioners in 

organising their diaries

For some practitioners who 

are very able they may view 

this as a loss of 

autonomy/trust/loss of 

flexibility.

I cannot see any benefit 

in a centralised booking 

system at all

Enabling the service user alongside 

their family/carer to book their own 

appointment would further promote 

their independence, giving choice 

and control and increased 

autonomy.

Loss of autonomy in 

making their own 

arrangements

Skype could be useful 

for follows up / 

speaking to family etc 

who live Out of county

The time spent on the 

telephone trying to make 

appointments could be 

better served getting on 

with other tasks they need 

to complete

Providers are 

requesting Skype

Delays are in getting service users and their 

family members together

Yes I am interested in 

receiving a reminder a day 

before my appointment is 

due

Yes I would be interested in 

receiving a reminder on the day 

of my appointment

This would work with some 

service users, particularly 

those who have a good 

understanding of technology

geographical 

considerations 

should be taken 

into account.

people preferred 

their own 

autonomy with 

regards to 

managing work load 

We have tried this with XXX 

and it didn’t work If we had skype for 

use with service 

users/ carers we 

could facilitate some 

assessments by 

phone and offer this 

service to speed up 

response. 
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Pain Points & Problems

1

2

3

4

5

Practice Consultant/Team Manager:  Current practice for managing supply and demand is to send an 

email to the team.  Method is reliant upon staff being online/monitoring their emails.  This is not 

effective.

Practice Consultant/Team Manager:  A lot of time is taken up with finding resources and writing up 

assessments

Practice Consultant/Team Manager: Feedback on booking appointments has been that at times this 

can be a time consuming exercise. The time spent on the telephone trying to make appointments 

could be better served getting on with other tasks they need to complete 

Practice Consultant/Team Manager: Delays are in getting service users and their family members 

together at the same time for an appointment

Practice Consultant/Team Manager: I would like to be reminded of my appointments the day before 

and on the day of the appointment

6

Practitioner:  What would save time is to remove some of the unnecessary XXX processes. These are 

endless and unnecessary!

Practitioner:  I believe having ‘someone else’ make my appointments for me would actually hinder 

my efficiency rather than assist. 

Practitioner:  I cannot see any benefit in a centralised booking system at all.

7

8
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Opportunities & Insights

1

2

3

4

Is there someone else who can book appointments 

rather than Practitioners?

How can we get service users (and their family) to 

book their own appointment slots thereby making 

the scheduling less of a burden on Practitioners?

How can we reduce travel time and/or provide 

better geographical location coverage for 

Practitioners?

How can we provide appointment reminders to 

Practitioners and Service Users?

Having supply and demand information in a 

central place would enable managers to see 

where their staff are/what their commitments are 

and pull back/redeploy more effectively.

5

Implement 

technology 

solution 

with 

service 

user portal



Promoting

Independence

July

Next Steps 

• Personas and User Journeys

• HL requirements

• Data gathering approach

• HL Spec for Procurement

• User Journeys

• As Is process validation

• To Be process mapping

• Requirements gathering

• PIN Procurement process

• As Is process validation

• To Be process mapping

• Requirements gathering

• PIN Procurement process

• Detailed spec for 

Procurement

• As Is process validation

• To Be process mapping

• Requirements gathering

• Full Procurement process

• Application for further

funding

• As Is process validation

• To Be process mapping

• Requirements gathering

• Full Procurement process

• Full Business Case for implementation

June

Aug

Sept

Oct


