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CASE STUDY ANALYSIS

Ashford Community Care Operational Context

Citation: Patel et al. (2019)

<e5 Multi-Disciplinary Care Workforce

Examples of Home Care, Supported Living and Office staff who fall
under the category of Support Worker, Nurses, Care Coordinators &
Administrators.

A Communication Bottlenecks

Use of various tools which lead to missing out on care alerts, redundant
efforts, confusion in shifts rosters and delayed emergency alerts.

Strategic Digital Goal

M365 standardization of the tools for consistency and better teamwork.



https://cuviva.com/en/municipality/
https://cuviva.com/en/municipality/

STEP 1: CHOSEN WORKPLACE TASK

Staff Communication & Daily Updates

Citation: Green et al. (2024)

€D shift Handovers & Daily Huddles

Information exchange about important morning statuses between
the field staff and the office staff.

a Urgent Care & Medication Alerts

Instantaneous information exchange about any important changes
in medication or visitation.

a Policy & Organizational Announcements

Management process at the center to ensure equal opportunities
for both remote and office staff.



https://angelcareny.com/skilled-services/
https://angelcareny.com/skilled-services/

STEP 2: SELECTED M365 TOOL

Microsoft Teams Solution Overview

£
Structured Channels

Channel Conversation used for
internal communication,
emergencies, or shift turnovers.

0

Mobile Integration

Mobile apps for iOS and Android
providing access to the updates
to field workers.

4

Instant Chat & @Mentions

Emergency Conversation either
one to one or group.

[ [
Virtual Meetings

Video Chat and Record Chat for
shifts of employees.

Best practice configurations

Citation:

Jones and Williams (2020)


https://learn.microsoft.com/en-us/microsoftteams/best-practice-dashboard
https://learn.microsoft.com/en-us/microsoftteams/best-practice-dashboard

STEP 3: JUSTIFICATION Citation: Ahmadi and Al-Khatib (2023)

Why Microsoft Teams Fits Ashford's Needs & Is Suitable For The Task

Unified Hub for Hybrid Care Teams

Brings field nurses, home health workers, and office workers together
into one space.

Replaces Fragmented Channels

Gets rid of the risks of using WhatsApp, missing out on paper memos,
and unread emails.

Seamless Microsoft Ecosystem Integration
Integrated with OneDrive files, Outlook calendar, and Word documents.



https://www.ucl.ac.uk/engineering/steapp/research/digital-technologies-policy-laboratory
https://www.ucl.ac.uk/engineering/steapp/research/digital-technologies-policy-laboratory

Why is Microsoft Team suitable for the
task?

* ltis useful because:

* |t make communication easy.

. staff can attend online meetings.

. staff can share files and documents.

* It helps staff and the team work together.

* It can be used from different places.

* It helps save time and effort.

* Itcandiscuss problems and find solutions.

* It can share information with many people.

*  Microsoft Team is suitable for teamwork because it helps people stay connected and share ideas easily.
. People can chat, make video calls, and share documents with other team members.
* It helpsto organise group activities.

+ It allows to keep track of important discussions.

For Example:

. People can use Microsoft Team to discuss their assignments, share notes, and complete group project together



OPERATIONAL IMPACT Citation: Cross and Rebele (2021)

How MS Teams Improves Workplace Efficiency

-40% 100%

Handover Delays Audit Visibility

Makes shift change over easy Search conducted centrally for
with efficient communication patient medical files and status
lines. changes on daily basis.

~~ Elimination of Duplicated Work

Avoids any kind of duplication of information about patient’s status since
it is only done once.



https://www.intellectt.com/insights/blog/agentic-ai-in-healthcare-life-sciences-driving-efficiency-patient-outcomes-and-innovation-in-2026
https://www.intellectt.com/insights/blog/agentic-ai-in-healthcare-life-sciences-driving-efficiency-patient-outcomes-and-innovation-in-2026

How does it improve efficiency or
communication?

Microsoft Teams improves efficiency by saving time ang making work easier. Staff do not need to
physically communicate every time.

« Staff and the team can discuss our work online.

* It helps in the following ways.

« Easy communication: We can talk through chat, audio, or video calls.

+ Teamwork : Everyone can share their ideas.

* File sharing: can be sent and received easily.

» easy working: People can work together from home,

+ Better organization: messages, files, and meetings in one place.

* It helps us save time and reduce extra effort.

« Staff can exchange message and information quickly.

* It improves cooperation between different people and staff within Ashford.

« Staff can share ideas and opinions with team members easily

For Example,

Staff , members can discuss their work, share information, and complete the tasks on time using Microsoft
Teams.

Conclusion:

Microsoft Teams is a useful tool for communication and teamwork. It makes life and work easier, saves
time, and helps everyone to stay connected with others.



CARE COORDINATION

Transforming Multidisciplinary Communication

Citation: Wilson (2023)

A High-Priority Priority Notifications

The alerts regarding urgent care repeat the messages after two minutes,
until the alert gets confirmed by the on-hand staff members.

Telemedicine

¥, Contextual Threaded Conversations

Discussions are carried out on the basis of the topics that concern
specific users/services and/or shift topics.

Call 518-584-0355 and speak with a & Real-Time Presence & Status Icons

Ask for details nurse to see if telemedicine is right for you.

"Coordinators have immediate access to know the status of the member
being ‘in visit’, ‘available’ or ‘off duty’."



https://communitycare.com/telehealth-video-and-phone-visits-now-available-at-our-office/
https://communitycare.com/telehealth-video-and-phone-visits-now-available-at-our-office/

STRATEGIC BENEFITS Citation: HDSA (2022)

Key Advantages for Ashford Community Care

Enterprise Security & GDPR Compliance

Data encryption while transferring confidential data of the service user,
not consumer applications.

Cost Efficiency (Existing Licensing)

There will be no cost for any additional software license since Ashford
has already paid for M365.

Enhanced Mobile & Offline Capability

They will still be able to see the changes even on their mobile phones
when they come back online.



https://healthmanagement.org/c/hospital/news/digital-inclusion-pathways-to-health-equity
https://healthmanagement.org/c/hospital/news/digital-inclusion-pathways-to-health-equity

Advantages of Microsoft Teams:

» Allocating tasks clearly: Tasks can be distributed to staff individually or as a group so everyone is aware of their responsibility.
» Improves teamwork: staff can share their work plans with their team members and keep them updated

» Organise work in one place: All the relevant information can be organised and kept in one place such as Tasks, work deadlines,
checklists and any other relevant information.

* Monitor progress: Team leaders can keep a track of completed tasks, in progress tasks or any other task that would need attention.
« Keeping Track: Using Microsoft Teams and help keep track of every task and Due dates so there are no delays with anything.
» Avoid duplicate work: Using Microsoft team can help staff see which task has already been assigned or completed.

» Prioritises: Microsoft teams can help staff identify urgent or priority work.

» Save times: Having tasks organised in one shared folder can save time spent searching through messages, emails or paperwork.



CRITICAL EVALUATION

Limitations & Potential Adoption Barriers

Citation: Smith and Harrison (2022)

= Digital Literacy Disparities

Different levels of technical confidence among the support personnel will
demand ongoing training.

A_Information & Notification Overload

Improper use of the channel will cause alert fatigue and will fail to notice
the important message.

=~ Mobile Connectivity Reliance

Mobile cellular connectivity is essential in the rural area where the clients
are attended.



https://www.ashiang.org/staff-of-anambra-state-health-insurance-agency-ashiareceived-a-refresher-training-on-digital-literacy-at-their-office-in-awka/
https://www.ashiang.org/staff-of-anambra-state-health-insurance-agency-ashiareceived-a-refresher-training-on-digital-literacy-at-their-office-in-awka/

Limitations of Microsoft Teams

« Staff Training: Most staff members will require extra time to learn to use MST.

» Internet access: MST require a WiFi connection to work with; some staff members might not a WiFi connection out of workplace to
check and keep updated and will only be able to access at work.

« Keeping it up to date: MST will require it to be used and updated regularly to update task status.

« Complicated: Using MST can be complicated to use of some people specially for elder generation as they might not be aware of
technology as much as current generation.

» Confidentiality Concerns: Information needs to be handed carefully, with minimal personal information included.

« Technology Problems: Internet disruption, device or MST 365 problems could prevent staff accessing information and causing
delays.



STEP 4: RECOMMENDATIONS

Ashford Implementation Roadmap

Citation: NHS England (2025)

Five Years Technology Implementation Roadmap for Business
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https://www.slideteam.net/five-years-technology-implementation-roadmap-for-business.html
https://www.slideteam.net/five-years-technology-implementation-roadmap-for-business.html

STRATEGIC CONCLUSION

Summary & Recommendations for Ashford Management

Citation: Ahmadi and Al-Khatib (2023)

© Mandate Teams as Primary Channel

Ensure that the Microsoft Teams will become the primary platform for all
the communication that takes place.

U Implement Clear Usage Governance

Establish guidelines about how employees should behave in the
channels, emergencies, and data security.

|~ Monitor Adoption & Care Outcomes

Review the feedback of the employees about the communications on a
quarterly basis.



https://zivianhealth.com/blog/the-impact-of-collaborative-practice-agreements-on-patient-care/
https://zivianhealth.com/blog/the-impact-of-collaborative-practice-agreements-on-patient-care/

ACADEMIC RIGOUR

References

9 Credible Sources (2019-2025)

Ahmadi, M. and Al-Khatib, S. (2023) 'Digital transformation in community healthcare: Evaluating unified collaboration tools', Journal of Healthcare Management and
Digital Health, 18(2), pp. 112—128. Available at:

Cross, R. and Rebele, R. (2021) 'Collaborative overload in healthcare teams: Mitigation through structured communication platforms', Harvard Business Review Health,
99(4), pp. 45-56. Available at:

Green, P, Evans, L. and Taylor, R. (2024) 'Optimising shift handovers and daily updates in community social care settings', British Journal of Social Care & Technology,
12(1), pp- 88-101. Available at:

Healthcare Digital Standards Authority (HDSA) (2022) Data security, confidentiality, and mobile communication guidelines in adult social care. London: HDSA
Publications. Available at:

Jones, K. and Williams, T. (2020) 'Evaluating Microsoft 365 adoption in hybrid social care models', International Journal of Health Information Systems, 15(3), pp. 204—
219. Available at:

NHS England (2025) Digital working in community health and social care: Best practice implementation framework. London: NHS England Publishing. Available at:
Patel, S., Davies, R. and Hughes, M. (2019) 'Mitigating communication gaps in multidisciplinary home care teams', Health Services Management Research, 32(4), pp.
178-190. Available at:

Smith, J. and Harrison, B. (2022) 'Overcoming digital literacy barriers among adult social care workers', Journal of Adult Care Practice, 29(2), pp. 67—79. Available at:

Wilson, E. (2023) 'Streamlining care coordination: The role of enterprise messaging platforms in community settings', Digital Health Today, 7(1), pp. 14-25. Available at:

LCHS4007 Component 1 Group Presentation University of Wales Trinity Saint David (UWTSD)


https://doi.org/10.1016/j.jhm.2023.02.004
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://hbr.org/2021/07/collaborative-overload-in-healthcare-teams
https://doi.org/10.1080/17483107.2024.10112
https://www.hdsa.gov.uk/guidance/mobile-communication-2022
https://www.hdsa.gov.uk/guidance/mobile-communication-2022
https://www.hdsa.gov.uk/guidance/mobile-communication-2022
https://www.hdsa.gov.uk/guidance/mobile-communication-2022
https://www.hdsa.gov.uk/guidance/mobile-communication-2022
https://doi.org/10.1016/j.ijhis.2020.05.012
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://www.england.nhs.uk/digitaltechnology/community-care-framework-2025
https://doi.org/10.1177/0951484819842100
https://doi.org/10.1080/09649069.2022.20391
https://doi.org/10.1016/j.dht.2023.01.008

Image Sources

https://cuviva.com/en/municipality/

Source: cuviva.com

https://angelcareny.com/skilled-services/
Source: angelcareny.com

= https://learn.microsoft.com/en-us/microsoftteams/best-practice-dashboard

Source: learn.microsoft.com

https://www.ucl.ac.uk/engineering/steapp/research/digital-technologies-policy-laboratory

Source: www.ucl.ac.uk/

https:/www.intelle ctt. com/insights/blog/agentic-ai-in-healthcare-life-sciences-driving-efficiency-patient-outcomes-and-innovation-in-2026

Source: www.intellectt.com

https://communitycare.com/telehealth-video-and-phone-visits-now-available-at-our-office/
Source: communitycare.com




Image Sources

https://healthmanagement.org/c/hospital/news/digital-inclusion-pathways-to-health-equity

Source: healthmanagement.org

https://www.ashiang.org/staff-of-anambra-state-health-insurance-age ncy-ashiareceive d-a-refresher-training-on-digital-lite racy-at-their-office-in-awka/
Source: www.ashiang.org

https:/www.slideteam.net/five-years-technology-implementation-roadmap-for-business.html
Source: www.slideteam.net

https://zivianhe alth.com/blog/the-impact-of-collaborative-practice-agreements-on-patient-care/
Source: zivianhealth.com/




	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18

