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Introduction

UK was hit by Covid-19 Pandemic in January 2020 that affected the NHS service. This report proposes a service innovation for the NHS post-lockdown to meet NHS customer need that emerged from the pandemic.
 NHS overseen by UK government and funded by receiving payments through taxation and National Insurance contributions from public so customers deserve a quality service.

Service Innovation

Needs 
Innovation of quick medical testing with results is placed as a need to sustain life. NHS Campaign launched in 2020 to get customers in GP for treatment research found four in ten customers worried of being a burden on NHS due to coronavirus fears so don’t visit GP. NHS Sir Stevens warned customers delays in treatment constitute bad health.
NHS Long Term Plan (2019) focuses on increasingly improving services to NHS users improving health outcomes saving more lives in the 21st century ensuring the most efficient, fair use of taxpayer resources.
BBC News reports 2021
· 25% said waiting times had harmed their mental health
· 1 in 5 people going private due to waiting too long for tests
GP online 2021 states
· Backlog of blood test tube shortages in UK
GP practices are not meeting their targets for providing customer medical tests results within the NHS target of 5 days.
Dr Patel 2021 from NHS targets show that test results have been delayed by up to 10 days post lockdown 
Dr Dadheech 2021 confirms that the current NHS Survey of GP in August 2021 indicated that customers are unhappy with the test service timescale reduced removing delays causing anxiousness in customers.
Identifying test results early will make the process of treatment quicker as each day matters for customer survival if results are positive. 
NHS Sustainability Plan 2021 state increase service sustainability will reduce impact on environment reducing Carbon Footprint .
Current system flow to new system flow chart. Appendix 4&5

Innovative Solution 
Inspiration derived from the covid lateral flow self-test kit, showing that customers can carry out medical tests within the comfort of their home with fast results.
Proposing a new innovative streamlined process of NHS customers conducting medical home self-testing from GPs than using Nurses and laboratory. Harnessing an efficient, cost-effective process of medical tests.
All tests are carried out by customers at home instantly providing accurate results and peace of mind and prompt direction for further treatment.
Service called NHS Clearview Self-Testing
Customers are all UK NHS service users using NHS GP’s 
Service Innovation 
Clearview tests free on the NHS change the service modifications (add and minus innovations)
Innovation class is based on Need Pull as per customer requirements from the crisis unfolded by pandemic included with developing process efficiency by incorporating Knowledge Push in medical and technological advances for the 21st century which both strengthen service.
Disruptive Technologies as manufacturers investing in creating newer efficient medical tests
Benchmarking to meet NHS targets for quicker tests reviewing processes to be fast than competitors.
how will you sell your service? 
The doctor provides directly relevant test kit(s) at point of meeting with customer during appointment time explaining to follow instructions on box or visit NHS Self-Testing Website marked on box to view online step by step demonstration.
Noted by entering onto current customer medical database EMIS under Testing Tab.
Clearview also has access to EMIS for monitoring purposes.
Clearview will become an NHS authorised department managing medical testing and Self CheckTM supplier of medical tests to all GPs creating detailed service efficiency process plan for NHS officials to decide upon service delivery.
NHS Six Sigma is a strategy tool that focuses on customer needs and improving processes, products, service and reducing costs. enhancing performance, removing non-essential processes and delays that has been briefly followed for Clearview.

Limitations 
Not all blood tests availabe but SelfCheck in process investments of is R&D in creating them all

Benefits 
Turnaround Time result shortened, Increasing customer value
Reduced the amount of customer visits
Less storage space required as compact kits 

unique selling 
Reduction of timescale from point of requiring test from doctor to receiving test results within a day.
value proposition different 
Paid through by public National insurance contributions and government taxes.
Save the NHS customers are passionate and proud of the UK NHS and want to save this establishment.
Using new innovative technologies and suppliers of home testing kits. 
Realistic and practical
Reduce waiting times for test results
Reduce Nurse workloads go to Hospitals where there needed 
Reduce Doctor time stress and workload as get instant results too only if needs actioning 
Effectiveness the process delivery
Cost reductions on resources
SWOT
	Strength
	Weakness

	NHS Funding Stability
Extra Innovation Funding from NHS 
NHS Good reputation and experience
Home Testing kits meet high regulations


	Create more types of home Blood Test kits 



	Opportunities
	Threats

	NHS Innovation Accelerator (NIA) funding
Home Testing Market to grow by 5.3% by 2028 

Data Bridge Market Research analyses market is growing of 5.3% in the forecast period of 2021 to 2028

Public acceptance of home testing e.g.(Covid19 Lateral self-testing test) 
Good Public Support to Save the NHS 

 Lowers Carbon Footprint protecting environment

Manufacturers of Home Testing creating new types of Test Kits from Research and Technology Development
	Government Legislation changes
Government may Privatise the NHS





How do you intend to sustain your innovative business proposition? 
Sustaining proposition by using the current Government NHS funding budget and National Insurance contributions as its already NHS service but the testing process has been changed.
New Supplier SelfCheckTM can apply for Innovative funding from Government 2021 to support business medical tests product advancements and research innovation project and could receive up to 10 million. Collaborating with Clearview to supply tests and development of new tests.
Driving NHS healthcare innovation 
The NHS Innovation Accelerator NIA Assists in new innovations process from people who provide encouraging innovations across NHS England to optimise customer and NHS benefit.
Can apply for next NHS innovations in 2022, Clearview Testing proposal innovation meets all three theme options. 
Innovations must address at least one of the following themes:
Theme 1: Delivery of proactive personalised care
Theme 2: Early detection or diagnosis
Theme 3: Supporting equity of access, experience or outcomes for those at greatest risk of poor health outcomes

 Competitors
Private health sector Hospital competitors are:
· Nuffield Health is one of NHS main competitor founded in 1957 
· Spire Healthcare too providing outstanding personalised care to their customers. 
· Medichecks is the most popular online testing company 
If so, what are they doing? 
Nuffield and Spire Health provide a wide range of pathology tests to investigate symptoms and diagnose conditions with expert care faster than NHS.
Both Hospitals provide medical test results within 24 hours using their own hospital laboratory.
Online Self home kits Medichecks customers can purchase directly online supplies results within 72 hours.
How do they sell their service? 
Nuffield Private customers book appointment first and visit Hospital to carry out test and results are received within 24 hours from doctor's personal phone call.
Spire Pathology Direct is a self-pay service for private customers but cannot use medical insurance plans to order or pay for their medical tests.
Medichecks self-test kits can be purchased online using PayPal, Visa card and kit posted to home within 2 days and test sample provided customer posts back to Medicheck who check sample using UKAS accredited Laboratories enter results online within 3 working days.

 competitive advantage? 
SELFCheckTM is trusted quality supplier for NHS self-home kits and public and pharmacist. 
SELFCheck a manufacturer that uses quality parts and developing new tests from scientific research and experience.
Same test principle used by UK Laboratories
Tests meet ISO13485:2016 certified laboratories. Stringently evaluated, guaranteed, approved and certified by UK regulations and quality approved. 
Easy to use, Safe and reliable healthcare tests validated legally and results accepted by GP.

Supplier
SelfCheckTM would be interested in providing self-home tests to NHS service users. Already approved supplier for NHS as provides to NHS Pharmacies. 
Very interested as it will increase business and can supply and provide significant competitive price that meets NHS costs as they are manufacturers.
Investing in Research and development of creating future medical tests to increase range to compete with private Hospitals.
Nicola Robinson  Appendix 1&2
Medical Testing
· Urine
· Stool
· Blood 
· Saliva 
· ECG&Blood Pressure Tester - SelfCheck has unit that combines both tests in one. Rather than the current system of blood pressure check unit given to customer 24hour period monitoring and Nurse 20 minutes ECG heart check at GP.
All above tests SelfCheck can supply and customer carries out using home self-testing. 
· Asthma-  GP conducts test from Flowmeter and Nurse to advise Asthma Review by telephone/video calling.
· Smear Tests- remains unchanged conducted by Nurse at GP/Hospital.

Test done privately at home and ensures confidentiality and disposed in household bins.
Gives incentive to take quick action to manage health and earlier consultation with GP and intervention if required.
 CE quality assurance marked and safe for use.
Costing
NHS will be saving on labour and logistic costs, as process reduced. Cost reduction in logistics can have saving of 40% as no driver for collecting samples from GP twice a day.
No Laboratory technicians and Nurse required as customer will conduct test. Less GP time and receptionist time. 
SelfCheck tests costs under £4 to public but meet NHS costs.




Clearview Office
Clearview department will operate from NHS Headquarters London due to being a new service. 
NHS Premises Assurance Model service supports NHS estates in providing the facilities to start a service where they source office building space providing full operating resources I.e. computer and office furniture and amenities to meet good staff working conditions. Certifying that the office is sufficient, and facilities meet Health & Safety legislation and standards for staff to work effectively.
Clearview computers will be setup to the NHS EPR system to order and manage workloads.
GP Premises
Tests will be supplied directly from GP to NHS customer at GP appointment. All tests will be stocked replenished twice a week within GP office storage cupboard in room so appointment is quick and logged directly onto EMIS customer database of test received and no waiting around at reception again enabling a smooth process. 
NHS Legal Team will ensure that all legal paperwork with Clearview department is authorised and adhered to and creating service agreements and funding entitlement legally binding as per the NHS stringent requirements to avoid fines from Government Audits before start date.

Legal Solicitors 
Legal checks for supply of test from SelfCheck and GPs. Checking service agreements, medical regulations are met, and necessary test certification supplied for tests of business and ISO, Public Liability Insurances are checked before Supplier Contract is approved by NHS as Public health is important, and NHS has duty of care.
NHS Operations Manager Paul Smith Apendix 3
Daily supplies such as Stationary and miscellaneous items for Clearview Department will be ordered using the NHS Primary Care Support England database. 
Orders will be delivered by the national logistics company CitySprint on a weekly basis.  
GP’s will also use the same database PCSE online to order, track the supplies online for all Tests from Approved Supplier Self Check. Which is the current system GP’s use for all other items which also display delivery times, history of orders placed and managing returns.
AAH are a leading company in the UK distributing medicine supplies to GP’s that will deliver the Tests in a timely safe manner from SelfCheck. 
Using the current system will simplify the process of ordering and payments.

NHS Supply Chain Department
SelfCheck supplier will be added onto PCSE online database where GPs can locate, order and tests delivered.
Procurement team will make sure that SelfCheck supplier meets all requirements for Tests provided to GP’s and company meets stringent NHS supplier policy and contracts of producing and supplying tests to high standard meeting supply and demand. Maintaining excellent supply chains is vital so services at GPs run smoothly, avoiding customer disproval.

Staff 
NHS Human Resources Department will recruit the appropriate number of staff qualified and pay wages in delivering Clearview Testing successfully. Consisting of Senior Management dealing with financial and meeting vision, Management for day-to-day activities, Administration for smooth running of service and Technical Manager dealing with Issues and evaluations of Testing process.  
Human Resource Managers will advertise Manager and administrative roles required on the NHS Jobs website where all vacancies are advertised.
Responsible for selecting, appraising, training and developing staff skills to enhance service delivery within department also ensuring that employment legislation and welfare are met accordingly and efficiently by redeployment of staff from other parts of NHS that’s closing.
Training provided to operate various databases relevant to staff within NHS Enterprise Resource Planning system a one-stop database unifying staff processes and technology incorporating all of NHS online operating systems such as Finance, HR, CRM, Marketing, Distribution, Services, Supply chains etc.

Financing
NHS Clearview Testing Department service will ascertain financial assistance after approval mainly funded by the UK publicly funded NHS healthcare system. Customers will receive these tests free of charge if eligible for NHS services ie. legal English residents.
Clearview NHS Account will be produced on the ERP Services Tab.
This will view all financial activities for managers to monitor and evaluate and report to Senior Management.
Highlighting all fixed and running costs of service along with expenditure to maintain running of service showing staff wages, property maintenance, office, training and marketing expenditures etc.
 Orders and Invoices will be checked and authorised for payment by relevant Senior managers ensuring that will meet applied budget for the year.

Payment Service
SelfCheck
will have an account from NHS Supply Chain opened where they can send monthly invoices of the test kits sent to GPs.
NHS target is to pay all suppliers within 10 days of them invoicing as per Government policy into BACS supplier bank account.
GP 
NHS Shared Business Service pays GP services a yearly fixed payment which includes accounting for new Testing service delivery which is supporting doctors of training in all Self Tests and ordering and storage of Tests from SelfCheck supplier and marketing.

Marketing Plan  
Planned approach to marketing helps to set and achieve goals of campaign 
· Increasing awareness of new Clearview home testing Service in GPs
· Increase acceptance and usage 
NHS Elect will assist Clearview in Marketing plan providing design support 
Target Customer 
 NHS UK customers will be eligible to use this home self-testing free of charge.
Customers will be reached when they have a primary concern about health and attend a booked GP appointment where they will be provided with relevant home self-test 
Marketing Mix 7p’s Model 
Model created by (McCarthy, 1960) and (Booms & Bitner, 1982) to enhance marketing variables that assist in developing the right service and reach the right customer at the right time and make customers feel satisfied. 
Combining these seven marketing activities and increasing usage and customer satisfaction, enhancing relationships through marketing awareness and NHS branding that customers trust.
Product 
Medical self-tests acquired from GP and conducted at home or anywhere safe. To bring instant test results readings fast to customer in a matter of minutes.
Slogan: Simple, Rapid Reliable clear home test results that you can trust.
Promotion 
Campaign advises the public that service will change, and home-tests provided from GP.
Customer mobile text notification of new service process information to all NHS customers by Clearview to access EMIS Patient record mobile number and send text message with link directing to NHS testing website and YouTube videos.
Clearview sends posters placed on all GP notice boards.
GP TV Monitors video upload in waiting rooms full procedure demonstrations of how to use and read results
Price
NHS service user free of charge.
Place
Customers use GP surgery to ascertain tests 
People 
Targeted to all NHS service users 
Process 
GP provides test(s) to customers to carry out following the boxed clear instructions or online for more information via website with finding out answers to frequently asked questions and have audio, large print and alternative languages so customers are clear on process.
Physical evidence
SelfCheck will supply tests that are regulated, safe and reliable and simple for customers to use.
NHS Elect 
Will support Clearview in setting up and carrying out marketing plan using marketing specialists delivering robust marketing campaigns that encourage customers to access 
Produce outstanding public service communications supporting marketing goals so Clearview service operates successfully.
 Branding: NHS identity to follow strict guidelines that meets NHS Standards contract. 
Service Promotion: Designing, organising and delivering plans and campaigns to promote service. Support on using latest social media tools fit for campaign and audit advertising in how customers engaging.
Marketing & communications strategy: maximising best strategy that’s cost effective uses less resources and impacts customers.
Website: creating Clearview Tests Tab for service information on NHS website 
Videos and SMS: YouTube to assist customers of service and tests and create mobile link.
Create Graphic Promotional Design: Producing Posters for GP, signs and other digital content, Photography of tests.
NHS Business Service Authority 
Will fund Marketing Plan for Clearview and overseas the final work of NHS Elect ensuring that the team's strategic marketing is effective.
Ensuring campaign is impacting public behavioral change and enable successful campaign of service to operate effectively.
Social Media
NHS has many social media accounts that can be utilised for promoting a service campaign as customers spending more time online.
To promote awareness of Clearview service I recommend using YouTube and Facebook, Twitter advertising increasing of word of mouth.
Doctor provides visual step-by-step instructions of tests on YouTube video uploaded on to the NHS website Clearview Service Information Tab. Where customers have access to video and have subtitles for deaf people and audio for different languages cater all customers.
Blind customers nominated carers or friends and family could carry out test.
Social media enables quick connection with customers, boosting awareness of service, influencing customer attitudes, receiving feedback, assisting in improving branding and increasing the use of tests.
Digital and social media technologies forecast to grow to almost 3.43 billion by 2023 (Statistica, 2020)
and increasingly used for creating awareness of public service promotions allowing NHS Clearview to achieve its marketing objective plan at comparatively low cost.
Search Engines
NHS currently pays yearly subscription to search engines, and number one in the ranking for anyone searching NHS. These top search engines assist greatly in service awareness of self-testing with all information and advice 
· Google 
· Yahoo  
· Microsoft Bing 
Monitoring
NHS Digital Monitors, evaluates and audits from all marketing communications and prepares reports on positive and issues from the public.
Use Survey Monkey and feedback information from customers using test service for improvement purposes enticing to win £25 in high street vouchers to assess service and iron out any implications.
Customer journey experience touchpoint analysis from marketing to sustain service.
Planning Pre-Launch 
[image: ]
New Customer Journey
Pathway recognises the whole customer service journey through interactions, and where modifications opportunities can be made from old service and reducing issues experienced.
1) Customer books GP appointment via telephone online booking or visits GP for face to face or telephone appointment to discuss issue.
2) Customer attends GP appointment: GP tells customer they need to conduct medical self-testing after customer analysis GP then makes electronic record on EMIS customer database stating type of test(s) provided.
If face to face then GP hands over relevant self-test kit(s) to customer or if telephone consultation then customer advised to collect from GP receptionist who will make record of customer received on EMIS.
GP advises customer to follow instructions carefully on box or visit NHS Self-Testing Website marked on box to view online step by step demonstration.
3) Customer goes home to conduct testing following instructions.
Customer views results from test within 10 minutes.  
If negative customer has peace of mind and disposes test in household bin and does not call GP.
4) If GP does not hear from customer after 30 days EMIS system automatically registers test fine as non-attendance.
If positive customer books GP appointment via phone, or video phone call, online booking or visits GP.
5) At GP Appointment customer shows/discusses self-testing kit results then GP advises next course of action ie further tests, medication or hospital referral.
Recognising efficacy and value added by service is how customers felt during the whole journey experience. Process has been condensed and made turnaround of results efficient by examining the whole system. 

Conclusion
NHS to survive to adopt innovation that will save costs be efficient in processes to ensure customer is satisfied.




Appendix
Appendix 1 Nicola Robinson Self CheckTM Quality Assurance & Regulatory Manager 
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Appendix 2 Nicola Robinson Approval Self CheckTM Quality Assurance & Regulatory Manager
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Apendix 3 NHS Operations Manager Paul Cleeland Smith
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Appendix 4 New Procudure
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Appendic 5 Current Procedure
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