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[bookmark: _Toc98494739]Executive summary
The purpose of this report is to analysis in detail the complexity of workplace changes within the National Health Service (NHS) in the last two years. The last two years have been catastrophic for the service due to significant changes due to a global crisis being the covid-19 pandemic, which has impacted uncertainty throughout the world. Digital technology within the nhs has changed massively due to the severity of the virus and its impact to the nation. Social distancing measures has been put in place via the government which led to everyone needing to keep distances between people. This has been instilled with the NHS app which has impacted a track and trace service for people who have contracted the virus, which is a pre warning to people using digital technologies in place to try to prevent them from the virus. This has impacted society as a whole with increased measures from the NHS due to people contracting the virus and needed immediate care from the  health service. Due to the severity of the virus digital technologies have been relied upon enormously weather its online consultation appointments, automated services, having digital passes to confirm personal details or data protection. With a role out of a vaccination programme across the United Kingdom in force of everyone to be protected against the virus. The fight of the commitment from the NHS has proven tremendous courage and solidarity to embrace society. Helping everyone needed the right support they need to combat the virus. People within the communities they live in becoming good Samaritans helping the old and vulnerable within the society. The NHS has gone through dramatic changes for consultations using an online triage system using digital technology to embrace data to combat appointments using online platforms. The NHS has undergone numerous changes for its staff members as well as patients with uncertainties of what’s to happen next. Huge credits have been given to the NHS services for the commitments which they have given and in reward the government have encourage a clap for the NHS. This has impacted on the United Kingdom with huge successes and encouragement from the nation for the tremendous fight they have encountered in dealing with this outrageous pandemic.


Table of Contents
Executive summary	1
Introduction	3
Main Findings	4
Task 1.	4
Task 2.	4
SWOT Analysis	5
Strengths	5
Weaknesses	6
Opportunities	6
Threats	7
PESTEL Analysis	7
Task 3	8
Task 4	9
Task 5	9
Task 6	10
Conclusion	10
Appendix	0
References	0



 

[bookmark: _Toc98491814][bookmark: _Toc98494740]Introduction
This report will highlight a brief background of the NHS changes which have been impacted in the last two years. Focussing on leadership and management within the service and changes to digital technologies. Investigation of the organisation with a supported SWOT and PESTEL analysis demonstrating the changes. Detailing the complexity of changed leaders and discussing the processes of change. Identifying the culture of the organisation and how it’s been influenced by the change. Describing change agents and how they could help or hinder the processes on an internal or external basis. Critically reviewing the impacts of change that has had on the organisation with models and theories implementing the change process. There will be a demonstration of a development plan which will be disclosed within the appendix, as well as a conclusion to compile this report.
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[bookmark: _Toc98494742]Task 1.
The National Health Service (NHS) have suffered multiple issues over the last two years with the Covid-19 pandemic (Shock to the system: COVID-19’s long-term impact on the NHS - The Health Foundation, 2020). The pandemic resulted in tremendous uncertain changes which have changed the entire health service into chaos, especially the intensive care unit (ICU) (‘NHS centre must lead by example after chaotic period says Simon Bolton’, 2022). Most vulnerable people in society with health issues and elderly people ages seventy and over are higher risk  to contract the virus (Who is at high risk from coronavirus (COVID-19), 2021). Changes impacted the NHS tremendously with lower staff members available to work due to the virus, and its knock on affects within the work force (Propper, Stoye and Zaranko, 2020). General practices (GP) had a drastic reduction in NHS appointments leaving people with health problems and life threatening conditions such as cancer patients being affected with treatments postponed or cancelled The missing cancer patients of the pandemic – what can we do to fix the problem? | HSJ Partners | Health Service Journal (December 2021). Too many patients have missed vital opportunities for diagnosis and initial assessments during these unprecedented times. Hugely impacted by the crisis, however patient safety have been severely impacted (NHS England » The NHS Patient Safety Strategy, 2021)not just by the virus, but due to the unprecedented disruption to the NHS services(Propper, Stoye and Zaranko, 2020) . Digital transformation had been implemented, using the technology has transformed the system used by the public (NHS England » Digital transformation, 2022). The covid-19 app known to be the NHS APP has been part of people’s lives where over twenty million people have the APP (NHS COVID-19 app has been downloaded over 10 million times, 2020). A survey created by the British Medical Association (BMA) during the pandemic resulted in 88% of clinicians wanting to keep the use of technology, 82% said the reduction of paperwork saved time(Health Secretary: driving digital in the NHS, no date). People had welcomed the digital transformation however, the imposed risks in internet speeds and infrastructure imposed greater risks, Infrastructure needed changing in places (The impact of Covid-19 on the use of digital technology in the NHS, 2020). The (NHSX) launched the Digital Aspirant Programme to boost the procurement, deployment, and uptake of technologies. Twenty Severn trusts boosted their digital infrastructure  (Driving digital in the NHS, no date)the NHS becoming very reliant on these new technologies.
[bookmark: _Toc98494743]Task 2.
Online triage response to the covid-19 pandemic has significant changes for everyone (‘One year later: How online triage has changed the face of general practice’, 2021). NHS England and the NHS overall improved producing a guide to support all General Practices (GP) with rapid implementation of a ‘Total Triage’ model using advanced telephones and online consultation tools. Total triage meaning every patient contacting the practice provides some form of information of reasons for contact and then triaged accordingly making (About NHS Digital, no date), Using the telephone or an online consulting system. Total triage techniques are designed to avoid unnecessary avoidable nonurgent appointments, this reduces the need for appointments (COVID-19: toolkit for GPs and GP practices, no date). Reduces the risk from infection for patients and staff using on-line platforms. According to (GP online consultations, 2021) Surgeries offer online video consultations, avoiding lengthy waiting times resulting in face-to-face appointments where GP surgery appointments are not needed. If a video call is needed the surgery will arrange a text message, or email providing a date and time for the appointment with the link to follow (Link to your GP practice | Patient Access Support Portal, no date). A smartphone, computer or tablet are needed with to access the online appointments allowing the video devices permissions. This service is called eConsult (‘Search for your eConsult NHS GP practice | Contact your doctors’, no date).
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[bookmark: _Toc98494745]Strengths
1 eConsult is live on the app to submit a form.
2 Being aware of patient’s issues before can result in GP’s managing the most needed appointments in order, increasing practice efficiency.
3 Scoring systems in place scoring the severity of patient’s needs (Virtual Triage | Online triage | Where to get care, 2022).
4 A red flag system helps capture the critically ill patients signposting them to appropriate care (Patient record flag can positively affect care of people with learning disabilities, 2020).
5 Saving time for staff resulting in effective care.
6 Helps to reduce inappropriate appointments.
7 Helps to improve work life and staff retention, allowing staff to use their working day more efficiently (‘How online GP consultations can improve your NHS GP practice’, 2022).
[bookmark: _Toc98494746]Weaknesses
1 There's high concerns that prescribing behaviours of clinicians show negative affects due to the lack of visual, and physical examinations (Hirschtritt et al., 2021).
2 Impacts of total triage remote consultation in prescribing medicines indicate patterns which impacts health and safety.
3 No significant evidence shown in the system of 'askmygp' when prescribing rates of medication in 2019.
4 The pandemic caused triage, comparing between practices is no longer an option, refusing patients face to face appointments (Exclusive: GPs still ignoring orders to allow patients face-to-face appointments, no date).
5 Rates of prescribing antibiotics fell dramatically between March and August 2020 compared to year pervious. Due to increased hand hygiene, social distancing, and reduction in travel which lowered disease transmission (Hussain, Paudyal and Hadi, 2021).
6 Prescribed antidepressants from 2018-2020 resulted in national trends.
7 Limitations on software of total triage, remote consultations which may not be generalisable the different characteristics of individuals (How are total triage and remote consultation affecting prescribing patterns?, no date).
[bookmark: _Toc98494747]Opportunities
1 According to (Total triage – five benefits of online and video consultation for patients and GPs, 2020) hugely improved triage service resilience and reliability. Flexibility for self-isolating doctors and patients benefits to switch resources quickly by not using the practice premises and ability to use online triage systems.
2 Less waiting times, reducing frustrating patients concerns about lengthy waiting times, allowing time to be spent caring for patients and staff (Thank you to GPs for their commitment during the most challenging of times – but patients must be able to see their doctor the way they want, no date).
3 According to Dr David Brandon priority has changed from "want system" to "need system." Patients feel more relaxed knowing they aren’t having to 'saving up' multiple issues for one appointment. Patients knowing, they can get the service they need when they need it.
4 Multidisciplinary triage hub created patients’ greater quality services sharing decision-making (‘eConsult blog | News and think pieces from the eConsult team’, no date).
4 Patients not needing to arrange childcare or taking time off work to arrange consultation appointments.
[bookmark: _Toc98494748]Threats
1 Effects on individual practices has depended on which point of journey they were at the time, and upheaval of online consultations.
2 Emergency triage medical can have adverse consequences providing the right care which could be delayed. Confidentiality and privacy could provoke people dealing with online systems. Poor communication apposes high risks and failings. Staff taking control which life to save first approach can lead to court action. The challenges are robust on individual staff making these decisions (Aacharya, Gastmans and Denier, 2021).
[bookmark: _Toc98491817][bookmark: _Toc98494749]PESTEL Analysis
Unprecedented changes in 2021 indicate government responses of physical and mental impacts. Immediate responses of patients admitted to hospital in peak periods (Says, 2020). Most chaotic vaccine campaign in history ordered by the Government (COVID-19 vaccination programme, 2020). Economy impacted vastly on closures of services world-wide (BBC News, 2021). Services under pressure have been stretched with demands from children and adults rising mental health affecting millions of people (Impacts of lockdown on the mental health of children and young people, 2020). Staff self-isolating have impacted care received by patients. Social care neglected by governments with no extra funding (The challenges facing the NHS in England in 2021 | The BMJ, 2021). Online triage to become more cost-effective. Technology has driven however, governments say “We have made more progress on access through this than anything else we have done within the last 10 years.” Online consult developed by Egton (Online Consult, 2022) part of EMIS Health (How online triage is transforming access to NHS GPs in east London | PublicTechnology.net, 2021). Multiple difficulties from economic fallouts with various industries not maintaining standards, lack of resources (Paton, 2021) and, pressures reducing salaries. Numerous staff resigned which left less skilled workers replaced them, same level of accuracy as before failed to operate. Undercutting’s from government budgets and austerity measures indirectly affected (‘PESTLE Analysis of the NHS - National Health Services’, 2020). Online consultation providers are in joint data controller with GP’s directly via NHS England. Supporting and ensuring appropriate services and information of governance contracts in place, however, GP’s manage and retain management of personal data (Protecting patient data, 2020), if point of contact were made. NHS England are responsible for managing system-wide problems should they arise with data protection legislation(NHS App privacy policy: online consultation services - Version 2.1 - 13 October 2021, 2021) (General Data Protection Regulation (GDPR) - information, 2022). Consultation providers whom this applies are eConsult Health Limited.
Leaders in NHS consists of bad press (Strengthening NHS management and leadership - The Health Foundation, 2022). Blamed for health service trends related to waste inefficiency and delays happening, although not understanding the pressures that comes with the service. Benefits of Sir Gordan messenger and Dame Linda Pollard who chairs reviews of health and social care leadership and management England-wide. Lord Kamall is the minister for technology, innovation and life sciences (Health and social care leaders unite to improve public involvement in research | NHS Research Scotland | NHS Research Scotland, no date). Strains and pressures operated within the health service are acknowledged with excellent leaders and managers. Encouraging attention faced regarding leadership and management show the same levels, however recent years proven importance of good management which are forgotten in policy debate at the expense on the focus of leadership. Important to understand the balances considering over 30,000 managers employed (NHS Workforce Statistics - October 2021 (Including selected provisional statistics for November 2021). Talks about privatising the NHS which could become catastrophic (Holmes, 2022).
[bookmark: _Toc98494750]Task 3
Governments have highlighted the importance of leadership. Urgently requiring highly qualified leaders at every level to provide quality care to all. Highly compassionate staff endeavour duties that’s needed to carry out maintained level of care (NHS and social care staff burnout at an emergency level - report - BBC News, 2021). More important now than ever the health service is changing the way delivery of services and new models are introduced, efficiency of challenges set out over five yearly reviews. Digital technology with online triage for consultations becoming the new NHS (‘Total triage’: what new NHS guidance means for patients, 2021). High class management provides ongoing services required for the public. Demands of care service increases impacts of resources (Smith, 2021). High class management has reduced to “good” management, forgotten debate has been more focussed on leadership. According to The Health Foundation’s research on management understand the different challenges faced which changes accordingly (Institutional racism in the NHS intensifies in times of crisis, 2020). Focussing main roles of practice managers and how training and support were given. The government plays a huge impact with their input as the leadership in health and social care are reviewed by Sir Gordan Messenger to feed back to the Secretary of State (Ex-military chief to oversee biggest shake-up of NHS leadership for 40 years | The Independent, no date). Becoming supportive providers and systems tackling a variation of practice management no date b)","plainCitation":"(Strengthening NHS management and leadership - Drawing on interviews with NHS managers and leaders, this long read sets out insights on the role and practice of managers and the main challenges still to (Strengthening NHS management and leadership - The Health Foundation, 2022) , encouraging further training and development opportunities. Ensuring and encouraging the appropriate training to equip managers and leaders giving them the skills they need, tackling any issues which arise reporting back to senior management. Understanding the value of managers and leader roles (Governance, 2021 ). Highly value management and leaders supporting availability, however it could not be the most political. Improving efficiency and quality of services to recover from covid-19 (Jones, et al 2022). New practices and technologies transform workplaces where research have proven continually changing. New changes have affected staffing bodies with resistance to change which fears impacting staff having abilities to adapt and cope with future changes. Change management and leadership is important (Lumbers, 2018). Staff members are encouraged to speak out and have a voice according to (Discover More - ImproveWell, 2022)making room for organisations having continuous real-time insights from front-line to improve staffing experiences discussing qualities of care provided. The King’s Fund set up leadership and management commission to look at the current state of management and leadership, understanding the concept of management and leadership when required to meet the quality and financial challenges are faced with systems, highlighting what’s needed to strengthen and develop (The future of leadership and management in the NHS, 2022).
[bookmark: _Toc98494751]Task 4
Extraordinary times over few years before covid-19 (UK Innovation Strategy: leading the future by creating it (accessible webpage), 2021), had staffing issues. Culture changes in the system's business-not that of the patients relating to the mid Staffordshire enquiry related to Francis where problems arose with cultures and common cultures (Francis, 2021). Problems with culture scandals have taken place. Culture is important and very intangible, beyond fundamental of performances in the organisation. Change of culture is the key to success, however, the hardest to change (Emmer, 2020). The open and closed innovation duty of Canada in openness to speak up and address this culture (Canada, 2020). Good staff instil values which can highlight the culture of change (Welfare facilities for healthcare staff | NHS Employers, 2021). The functional administration systems were essential putting into practice well with loads of planning, complexity, investment, and effort to effectively input systems to improvement (Flexible working – enablers for change | NHS Employers, 2021). Flexibility and sensitivity on implementing working around systems tailoring issues around problems. Integration into organisational missions having little thought to how they align integrated policies and practices (Integration environments, 2021). Raising awareness to speak up, having a speak up month (Speak Up Month | NHS Employers, 2021). They didn’t really like the idea of openness although they were seen to try to encourage it. Continuous learning and improvement were delivered for ongoing trial and improvements (NHS Mission Statement 2022 | NHS Mission & Vision Analysis, 2022), policies were managed through to completion, and were up for discussion later through higher means. Policy implementation has undoubtedly achieved little change processes. Maintaining focus and mainstreaming activity of change was crucial to prospects of sustainability. Unpaid labour of staff takes a toll (Seedat and Rondon, 2021). Wellbeing and mental health impacts morals to staff. Encouraging openness didn’t work, whistleblowing had causes for concerns. The Francis report research raised awareness of change processes (The challenge of culture change in the NHS, 2020).
[bookmark: _Toc98494752]Task 5
NHS has overcome combinations of challenges; The Secretary of State for Health has the final decision. Structures change but the basic principle management remain the same (‘Delivering Core NHS and Care Services during the Pandemic and Beyond’, 2021). Governments are the main dictators of services (UK government ‘using pandemic to transfer NHS duties to private sector’ | KPMG | The Guardian, 2021), lower-tier bodies are accountable for delivery of management. Times have changed, technology and digitalisation improved dramatically but have not been responsive enough to changes it needed sooner (The NHS – who’s in charge? | Reform, 2020)External factors have delayed opportunities bringing digital technology sooner (Amankwah-Amoah et al., 2021). Covid-19 impacted significant changes, governments claim “pulling out all the stops to implement the covid-19 vaccination programme” (Ham, 2020). Changes in two years impacted a drive for recruitment (NHS England » NHS launches new recruitment drive on COVID ‘Jabiversary’, 2021), (NHS England » Major drive launched to recruit NHS reservists, 2022), extra staff for track and trace teams (NHS Test and Trace service to strengthen regional contact tracing, 2022), monitoring people's where abouts via track and trace APP’s . Change agents helped services grow achieving vaccination processes (COVID-19 vaccination programme, 2020). Recruitment encourages supportive immigration policies, visa processes of recognition in qualifications with other countries (Health and care staff can claim immigration health surcharge reimbursement, 2020). Focusing on pay offers which were announced July 2021. Experienced staff threatening to leave (Written Statement: Pay enhancements for NHS staff for 2021-22 (17 December 2021). Aims to become an attractive employer by tackling bullying and discrimination, offering flexibility patterns, more opportunities embedding collective, compassionate and inclusive leadership (NHS workforce: our position, 2022). Change agents oppose threats and hindered organisations due to staffing issues. Working collaboratively with key partners across systems like The Accelerated Access Collaborative, The Office of Life Sciences, Health Data Research UK, Genomics England, and the Academic Health Science Network clarifying rules of Information Governance (IG) and streamline accessed data for good through programmes like digital innovation hubs.
[bookmark: _Toc98494753]Task 6
The Force Field Analysis and NHS Force Field Analysis has techniques developed by Kurt Lewin that involves identification of forces that could drive changes and forces that can obstruct changes (Lewin’s Force Field Analysis Explained, 2020). Force field provides frameworks looking at factors or forces influenced by situations, originally a social situation. Key drivers for changes Force Field Analysis by Lewin (1951) have diagnostic tools used to look at variables involved in determining whether organisational change occurs. Once the change has been agreed it can be applied and implemented. Covid-19 has seen many staff members to stay, workforces need the support now more than ever. As line managers and leaders play crucial roles supporting staff to stay but stay well (Improving staff retention | NHS Employers, 2022). Bruce Tuckman’s model theory best describes the NHS, forming, storming, norming, and performing theory (Forming, Storming, Norming, and Performing: Tuckman’s Model for Nurturing a Team to High Performance, 2022)which has aligned the way they work together performing as a team throughout in such highly unprecedented times. Teamwork contribution has a significant impact on society where help has been needed most, and the sincere drive to help others (NHS Sunday clap: What time is it and why is it happening? | The Independent | The Independent, 2020).

[bookmark: _Toc98491818][bookmark: _Toc98494754]Conclusion
In summary of this report, it has been interesting to see the fundamental changes that have been put in place in the last two years. The impacts that the NHS has had on us all physically and emotionally. The strains and controls that we all have had to adhere to from the government to be dictated to as a nation to be told that we cannot see loved ones over Christmas and on special occasions. The restrictions have caused fundamental changes to us with digital technology taking over. Technology changes is our new future within a society of change. However, the leadership and management do need a huge shake up within the NHS to change for the better not just for today’s purpose for the whole futures purpose to become a better NHS which can be relied on by everyone. The fundamental changes should now be used wisely from the government not fully relying on digital technology and keeping some form of normality from before as to what we all knew. New changes can become useful however old changes can too, using them altogether can grow a better society for everyone. The changes have had unbelievable impacts to some people’s loved ones who have sadly deceased within this cruel pandemic. But overall do you feel brave enough to tackle the NHS on its leadership and management techniques, and question the government moving forward?
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Development plan

	
Area of Development to improve Change Planning and Implementation
	Actions to be undertaken i.e training
	Priority
Low/Medium/High
Why-Explain your decision
	Support and Development.
Internal/External
From People, Financial, Physical
Resources.
	Review Dates
Set review date and explain your decision
	Other comments
Will you set ‘interim’ review dates-why might they be necessary?

	The need for a vulnerable person’s link to help certain people.
	A vulnerability curse of training to highlight certain areas needing to give support.
	High priority - because not having this in place can affect people’s mental health badly if they can’t access the help to book a doctor’s appointment.
	Having the right support and development in place for individuals will boost faith and moral within the service allowing people to be treated fairly and with dignity.
	This trial could be checked every two-weekly to check on the performances and how its dealt with.
	Keeping a close eye on this can have a huge impact of patients, also asking patients who have used this service for their opinion of how this service have been for them and asking patient’s experience. 

	Having the option to choose which type of appointment.
	Giving the patients a choice whether they want to go to the practice o have a video link appointment.
	Medium priority – letting the patients have a choice means them apart of the practice.
	This impact can help the patients experience as the type of problem they have – e.g if they have a bad back or foot where they can struggle to get to the appointment.
	Keep an eye on these choices and check within one month to see if this is having a benefit to patients.
	Same as previous – checking within one monthly reviews of the progress on the patients, also asking for feedback from the patients on how this service has been for them.
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