Introduction

NHS111 Wales is a national helpline supporting the people and visitors of Wales with health information, guidance, and clinical triage for non-emergency 999 calls, General Practitioner (GP) Out of Hours (OOH) calls, Mental Health helpline, and in-hours clinical advice. The 111 number in Wales also accepts calls or front ends for Minor Injury Units (MIU) in Aneurin Bevan, Cardiff and Vale and Swansea Bay Health boards, with a soon to end referral service provided in Ysbyty Cwm Rhondda MIU.

The national service has 6 call centres with a 7th due to come online in the next few weeks. The 7 centres house the clinicians, paramedics and nurses, dental nurses, call handlers, health information advisors, communicating via virtual network supported by Operational nurse advisors, Welsh Ambulance Management, admin staff and the support services such as Human Resources, Occupational Health, and Wellbeing departments; in the same or other buildings close by. 

The GP OOHs bases are spread throughout the seven Health Boards of Wales, with each Health board having more than 1 base per area, for telephone triage and patient appointments when a face-to-face assessment is essential.  

Some of the 111 Wales bases, also contain Hubs, supporting Doctors (Drs), Pharmacists and admin support enabling a more collaborative working relationship to support and benefit the people of Wales, with health and Wellbeing issues.

Services throughout Wales, vary considerably, in part due to the topography of the land and the distances required to travel from some rural areas to the health institutions across Wales. 

As such, all services require real-time communication and collaborative working, good communication is essential through verbal and electronic means. As technology develops, virtual call centres, like 111 Wales, must adapt and develop to maintain service. An agreement between NHS Digital and Microsoft was completed in 2020 enabling procurement of Microsoft 365 (Microsoft 2020). The date is notable for the early days of the Covid19 pandemic and the instigation of social distancing, stay at home guidance and shielding measures (UKGov. 2020).

August 4th, 2022 was witness to unscrupulous hacking of the Advance Adastra systems resulting in a catastrophic impact of essential software that continues to impact services pan Wales, and wider UK today (BBC 2022, Crouch 2022). The assault on Advance systems is reported to impact some 40.05 million people through the corruption of software, placing callers and patients’ personal information at risk (Davies 2022, Milmo & Campbell 2022).

Procedures are in place to support the services for system failures, however, are not ideal for long term use. A contingency work around was devised utilising SharePoint software together with an incorporation of Teams communication software enabled, to liaise between the OOHs services pan Wales, the localised Hubs and the 111 service to maintain patient safety and recommence a new business as usual. 

Software packages such as Microsoft 365, utilise cloud working, and Internet based packages. to support SharePoint. SharePoint itself is a website-based collaboration system (Ntiva 2023) enabling users to share files, information and work on projects or tasks together. SharePoint is utilised by the Organisation as the interface for staff access the Intranet, sharing files such as Policies and procedures whilst restricting information access dependant on role (Microsoft 2023a, Ntiva 2023).

Microsoft Teams is a messaging application (app) or program, used for communication via video or text; real-time collaboration workspace enabling file and app sharing Microsoft 2023b).

SharePoint underpins tools such as Teams and OneDrive; a cloud file storage system; working interchangeably and collaboratively enabling Organisation, group, team, or individual areas to enable cohesive working, regardless of location or device (Microsoft 2023b); supporting the Welsh Government’s Digital Strategy for Wales for health and social care, once for Wales ethos (WAG 2015).

As noted above, the GP OOHs services use both SharePoint and Teams to liaise between each other, GP Hubs and the NHS111 Wales service. In house, SharePoint is utilised as the Trust Intranet, with sections for Human Resources, Operations, Governance, Finance and Corporate pages, to name a few.

The Operations pages house some key links both managers and online staff utilise in the diligent application of their roles. This can include policies and procedure, templates, databases such as the Directory of Services (DOS), together with a learning Zone area with links and information for development.

Methods
The FITT Framework or Fit between Individuals, Task and Technology is an evaluation tool to look at the holistic analysis of an IT adoption specifically designed for use within the healthcare sector (Ammenwerth, Iller and Mahler 2006). Lake et al (2017) and Rysst Gustafsson & Eriksson (2021) note adoption of new technology can aid in the efficiency, effectiveness, and appropriateness of care, whilst Ammenwerth, Iller and Mahler (2006) identify an accurate prediction of successful implementation, or failure, may be impossible to predict despite planning and acknowledging the socio-organisational environment. The FITT framework aims to minimise the risks of failure through the evaluation of key factors or objects (Ammenwerth, Iller and Mahler 2006). This work by these authors, will be referred to as FITT throughout this work.



The FITT framework encompasses 3 objects pictographed as: -
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(Ammenwerth, Iller and Mahler 2006).

Ammenwerth, Iller and Mahler (2006) present the predessors to the FITT framework, each lacking substantially in one area or another. From combining and developing upon the work of previous authors, the FITT framework aims to evaluate the relationship between the individual, task and technology, deriving facilitators and barriers to success. 

The FITT framework has three core areas: -
· Individual can be one use or a group  linked by a common attribute, such as working in the same area, have the same role for instance.
· Technology in this instance, refers to the hardware, software and / or network.
· Task is the event or job required, accessing a policy, locating a document or participating in a meeting. The Task is a role that the individual must complete utilising the technology. (Ammenwerth, Iller and Mahler 2006).
Fit between each of the areas noted is to be optimal if a user has sufficient motivation and knowledge to complete a task, together with the training to use the technology which must have sufficient functionality and performance to complete the task. Effectively, each area is co-dependant on ability and performance of the others.

Utilising the FITT framework to the introduction and use of SharePoint and Teams within the NHS111 Wales service, and the wider NHS, a literature review was completed utilising ProQuest Central database, together with the University Library database with a primary Google and YouTube search followed by a Google Scholar search to identify literature available to evaluate the programme improvement steps undertaken.

To apply this data to the local area of NHS111 Wales, a limited number of staff were sent a questionnaire requesting their opinions together with the strengths and weakness of the software introduced, Microsoft SharePoint and Teams (appendix 1).







Results

give a summary of what data you collected and report any quantitative ratings or qualitative themes that emerged.













Discussion

reflect on the key findings and relate them to other relevant domain knowledge from the literature. You may also wish to discuss the limitations of the FITT framework and describe alternative approaches that could have been used. Make sure that you discuss the value (and limitations) of the given software product on the provision of “seamless care”.



The questionnaire, can be argued to be simplistic and superficial. Further planning into the questions to be asked may have delivered more substantial responses to those received. A focus on wellbeing, introduction and feelings in relation to use, would have been beneficial and in keeping with the FITT framework.

A strength of the questionnaire is the sharing to both managers and online staff, whose experience and use of both SharePoint and Teams varies considerably. The managers use both daily for meetings, documents, CPD, for instance. In comparison the online staff, use the products more occasionally, for some meetings, CPD, homeworking if permitted, for instance.
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