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[bookmark: _Toc214102982]Executive Summary
This report examines stakeholder participation in the intended UK release of Fitbit Sense 3, an upcoming wearable that can monitor heart rate, oxygen saturation and sleep quality and stress trends. The discussion is critical of stakeholder identification, mapping and engagement processes that will lead to timely and successful product release. It examines how to balance the expectations of the stakeholders, reduce conflict, and maximise collaboration by using some models like SWOT, PESTLE, SMART, Matrix created by Mendelow, RACI, and the 4Cs Model (communication, coordination, cooperation, collaboration).
The results also indicate that successful stakeholder engagement is directly related to innovation success, regulatory compliance, and consumer trust in healthcare technologies. It should be recommended to provide clear data-governance communication, increased co-creating workshops, and integrated digital collaboration platforms to remain in the satisfaction of stakeholders and perform in the long term on the market.
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Fitbit, a company that is a part of Google LLC, is one of the most successful innovators in wearable health technology in the world with over 37 million active users spread across the world and a market share of about 25% of the smartwatch market in the UK. The next significant innovation the company has implemented is the Fitbit Sense 3, which will be the next major digital health innovation. The Sense 3 is aimed at improving the integration of healthcare, which is why it will monitor all vital parameters continuously, including oxygen saturation (SpO2), electrocardiogram (ECG) measurements, stress levels, and AI-based wellness analytics. The functions are designed to enable users to make evidence-based health choices and assist healthcare providers in the preventive care and remote monitoring.
In order to enter the UK healthcare market successfully with this innovative device, Fitbit will be forced to work in close cooperation with a wide range of stakeholders, such as regulatory bodies, healthcare organisations, suppliers, consumers, and investors. These groups must coordinate well to address safety and compliance standards of the Medicines and Healthcare products Regulatory Agency (MHRA), ensure NHS Digital integration meets the requirements, and create consumer confidence in other areas of data protection and privacy. The role of each stakeholder group is different- regulators are needed to ensure compliance, healthcare partners help to get clinical validation, and consumers are the ones contributing to adoption based on trust and usability.
This report takes the point of view of a project manager who has the responsibility of facilitating the successful and prompt implementation of the Fitbit Sense 3 launch. It is a critical analysis of the mechanisms, models, and approaches to engage stakeholders needed to manage internal and external actors. Using the schemes of Matthew Mendelow's Matrix, RACI and the 4Cs Model, the report illustrates the effectiveness of organized engagement to improve the collaboration process, reduce the resistance, and align the project goals with the expectations of the stakeholders. Finally, it highlights the fact that stakeholder engagement is not a simple communication tool but a strategy, which is critical to the success of the innovation and long-term influence on the market.
[bookmark: _Toc214102984]2. Situational Analysis: SWOT, PESTLE and SMART Objectives
	Strengths
	Weaknesses

	Strong brand under Google; advanced sensor accuracy; partnerships with NHS pilot programs.
	Dependence on Android ecosystem; concerns over data privacy and integration complexity.

	Broad consumer base; global distribution network.
	Limited differentiation vs Apple Watch Series 9; short battery life.

	Opportunities
	Threats

	Expansion in preventive healthcare; UK ageing population (19 % aged 65+ – ONS, 2024).
	Rapid competitor innovation; tightening UK GDPR and MHRA regulations.

	Integration with tele-medicine services.
	Cybersecurity risks and data breaches.


Table 1: SWOT Analysis of Fitbit Sense 3 Launch
(Source: Self-made)
PESTLE Analysis 
	Factor
	Key Implications

	Political
	Post-Brexit trade policies may affect hardware import costs.

	Economic
	UK wearables market valued at £2.4 billion (2024), expected CAGR 12 %.

	Social
	Rising health consciousness and NHS digital-health endorsement.

	Technological
	Growth in AI analytics, 5G integration, and mobile apps.

	Legal
	Must comply with MHRA class IIb certification, GDPR.

	Environmental
	Pressure for sustainable packaging and recyclable batteries.


Table 2: PESTLE Analysis
(Source: Self-made)
SMART Objectives: 
	SMART Component
	Objective

	Specific
	Successfully launch Fitbit Sense 3 into the UK healthcare market by securing MHRA approval, NHS Digital pilot adoption, and nationwide retail distribution.

	Measurable
	Achieve 100,000 units sold, 10% UK market share, and 85% stakeholder satisfaction score within six months.

	Achievable
	Supported by Google’s financial resources, Fitbit’s established R&D capability, and strong existing NHS relationships.

	Relevant
	Aligned with UK trends toward preventive care, digital health, and remote patient monitoring convergence.

	Time-bound
	Completion by Q3 2026, with monthly KPI reviews and quarterly engagement audits.


Table 3: SMART Objectives
(Source: Self-made)
To secure an organized and quantifiable plan of introducing Fitbit Sense 3 into the UK healthcare sector, the project embraces a series of SMART goals which directly resonate with regulatory, business, and operational requirements. The main target is to introduce the device successfully through receiving an MHRA certification, obtaining NHS Digital pilot integration, and getting a distribution on a national level. The measures of success will be the achievement of the set targets such as 100,000 units sales, 10 percent market share in UK and 85 percent stakeholder satisfaction rating in the first six months. Such goals become possible because of the already developed R&D capabilities of Fitbit, and the investment strength of Google, as well as the relationships with healthcare partners they have. They remain relevant to the UK’s shift toward preventive digital healthcare, remote monitoring, and AI-supported diagnostics (Fedorenko et al., 2025). The goals are time-bound, with a planned launch in Q3 2026, supported by monthly KPI reporting and quarterly stakeholder audits. Establishing SMART objectives strengthens strategic alignment and reduces operational uncertainty, consistent with findings by Praharsi et al. (2021) that structured goals improve cross-stakeholder coordination.
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Internal Stakeholders
The operational core of the Sense 3 project of Fitbit is composed of the internal stakeholders, who are the operational core of the project launch and are at the centre of matching organisational goals with the expectations of the stakeholders. Project Management Office (PMO) is the main coordinating force where all the steps of the project including initiation, planning, execution, monitoring, and closure are highlighted based on the concepts of the Project Management Body of Knowledge (Project Management Institute, 2021). The PMO helps in coordinating the work of cross-functional teams, risk management, and performance, cost, time compliance of the project. The Product Development Team that consists of software engineers, biomedical technologists, and user interface designers undertake the task of converting the technical goals of the project into a physical product. They are to create sophisticated biosensors and enhance battery life and combine AI-based health analytics, which is compliant with MHRA regulation. Close liaison with healthcare partners is also a guarantee that the performance of the device is clinically viable and easy to use.
The greater insight into the expectations of stakeholders reveals the difference in the level of influence, interest, and strategic significance among groups. Tech regulators like the MHRA and ICO have the greatest amount of power since their approval and data governance control define the lawful entry of the gadget into the market; their demands include high-quality clinical evidence, open data documentation, and data flows in compliance with GDPR. NHS Digital and health facilities are also highly essential because they provide technical accuracy validation, interoperability and clinical usefulness, by pilot testing and integration of the system. The moderate power of suppliers and distributors can be explained by the fact that they are the links of the production chain and the successful transfer of products to the market on time; they need to have accurate forecasting and proper logistic planning. Consumers and patient communities, while less powerful in regulatory terms, possess high interest and ultimately determine market adoption, brand reputation, and retention. Executive management maintains high influence due to resource allocation and strategic direction. By clearly understanding why each stakeholder matters, Fitbit can prioritise engagement intensity and adapt strategies to minimise resistance and maximise collaboration.
The Marketing and Sales Team is essential in the formulation of the brand positioning and message to be used in the launch of Fitbit in the UK. They have the task of developing convincing advertising campaigns about the health advantages of the Sense 3, and they work with the healthcare community as well as with the consumer market. The effectiveness of this team is anchored on the stakeholder engagement since it must mediate the expectations of the consumer, investors and the regulatory agencies using ethical marketing and open communication channels. The Data Security Team makes sure that all the operations of devices and cloud-based services are in line with General Data Protection Regulation (GDPR) and the domestic UK-based data regulations. Without them, the consumers will not have trust in them, which is one of the most sensitive matters when it comes to wearable health technology. The PMO and legal counsel can work in close collaboration with them to determine and minimize the risks of possible data leaks, end-to-end encryption, and safe information exchange between all the devices and servers. Lastly, Executive Management offers strategic leadership and financial control as well as decision-making during the life cycle of projects. Senior directors and executives of Google health division make this group, which establishes the vision of the UK market expansion, budgets, and authorizes essential project deliverables. Their involvement instils compatibility between the global strategy of Fitbit and the UK market and regulatory specifications. Freeman and Velamuri (2023) propose that the dedication of the top management to the leadership approach that centres on stakeholders leads to the creation of accountability, resource allocation, and long-term stakeholder confidence.
External Stakeholders
The external stakeholder ecosystem of the Fitbit Sense 3 goes further than the usual customer relationship and includes regulation agencies, medical partners, suppliers, and end users all of which affect the success of the project. The approval process is important in regulatory agencies, and especially in Medicines and Healthcare products Regulatory Agency (MHRA) and Information Commissioners Office (ICO), as a very important gatekeeper. The MHRA guarantees that Fitbit Sense 3 meets the requirements of the medical device classification and safety regulations, whereas the ICO oversees the compliance with the data protection and consumer privacy laws. Premature and positive interaction with such organizations is not only likely to reduce the time to approval but also build credibility in Fitbit as a responsible health technology supplier (Cruz Rivera et al., 2021).
Medical institutions, such as NHS Digital, non-governmental clinics, and telemedicine providers, are important stakeholders in the piloting and validation of the Fitbit Sense 3 to the real-world setting of remote patient monitoring. Their engagement would ease integration between the wearable and the current health IT systems enabling clinicians to use the Fitbit data to provide preventive medicine and chronic illness management. Partnering with the stakeholders in the healthcare system corresponds to the co-creation paradigm of value suggested by Nnabuko (2021), as the mutual trust and the common goal promote innovation and its uptake. The suppliers and Distributors play a crucial role in ensuring smooth flow of materials, production components and logistics management. They also make sure that the sensors, chips and assembly units are delivered in time when they are needed in mass production. Effective interaction with suppliers due to open communication and the presence of contracts helps reduce possible disruptions in the supply chain- a serious threat in the post-pandemic technological environment (Rouse et al., 2025). The distributors, in turn, provide retail being, and it controls the ties with online and brick-and-mortar selling platforms within the UK. Last but not least, End users (Stakeholders) who are fitness enthusiasts and healthcare-conscious consumers are probably the most powerful external stakeholders because their perceptions and experiences will directly make or break the success of the product and brand. Fitbit engages directly with the end users by seeking their feedbacks via beta testing, online surveys, and community platforms, to improve product design and functionality. According to Timmis (2021), user involvement in the design process will increase satisfaction and trust, increase brand loyalty, and boost retention rates after the launch.
[image: ]
Figure 1: Mendelow’s Stakeholder Matrix
(Source: Self-made)
The stakeholder mapping process with the Matrix provided by Mendelow demonstrates what Fitbit needs to prioritize its efforts in terms of engagement. Close collaborations, constant consultations and joint decision-making are essential to high-power and high-interest stakeholders such as the MHRA, NHS Digital and the executive leadership so as to minimise delays and ensure alignment with the strategic direction. Suppliers, a high-power and low-interest group, need to be well coordinated without being overloaded with communication, which would cause engagement fatigue (Guise et al., 2024). The regular updates, beta testing, and feedback loops are beneficial to low-power and high interest stakeholders who are especially consumers and health-tech communities to enhance design usability and long term trust. Limited power and low interest groups (e.g. smaller retail outlets) can be served by normal communication (Weckstrom, 2024). This structure provides a way of distributing engagement resources on a proportionate basis which increases the efficiency of a project.
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	Activity
	Responsible
	Accountable
	Consulted
	Informed

	Regulatory approval
	QA Manager
	Project Director
	MHRA, ICO
	All teams

	Prototype testing
	R&D Engineers
	Technical Lead
	NHS partners
	Marketing Team

	Marketing strategy
	Marketing Manager
	Head of Sales
	Consumers, Design Team
	All departments

	Supply chain setup
	Procurement Lead
	Operations Director
	Suppliers
	Finance

	Product launch
	Project Manager
	Managing Director
	PR team & Retailers
	Stakeholders


Table 4: RACI Matrix for Fitbit Sense 3 Project
(Source: Self-made)
	Stakeholder Group
	Benefits to Project
	Key Challenges

	Regulators (MHRA)
	Ensures trust and credibility
	Lengthy approval process

	NHS Partners
	Access to innovative data collection
	Integration with existing systems

	Consumers
	Personalised health insights
	Data privacy concerns

	Investors
	Long-term returns from AI-driven analytics
	Market competition risk


Table 5: Benefits and Challenges
(Source: Self-made)
Defining roles and responsibilities is essential to the minimization of the ambiguity and aids in the involvement of the coordinated decision-making process during the launch. Regulatory agencies serve as critical controls that help to enhance credibility of the devices but they also create some difficulties including long approval procedures and the change of compliance requirements. The NHS partners will be providing clinical understanding and situational testing conditions, but the integration with already existing digital infrastructure can introduce delays. Real-world perspectives introduced by the consumers can build usability and trust, yet increased sensitivity to privacy may bar adoption (Davis et al., 2022). Suppliers improve resilience in production, but they are vulnerable to disruptions in the entire world which can affect the time lines. By realizing positive and negative consequences of each of the stakeholders roles, Fitbit will be able to pro-actively manage the expectations, efficiently distribute resources and enhance the cross-functional alignment.
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The stakeholder engagement plan is an established approach, which maintains active and significant participation in the lifecycle of the project. In the identification stage, Fitbit will hold mapping sessions and interviews to identify the expectations, level of power and concerns of each stakeholder. The workshops and persona creation exercises are used during the analysis stage to evaluate the stakeholder needs, risks and priority levels. The planning phase, entails coordination of approaches to engagement, measuring, and team ownership. At the engagement stage, Fitbit deploys pilot programmes, prototype testing and collaborative problem solving to ensure that it sustains good relationship with NHS Digital, regulators, suppliers, and consumer groups. The last phase of the review involves the quarterly engagement audit, satisfaction survey, and KPI review that assists Fitbit in improving its strategies to ensure that all areas are under constant improvement. This structured, cyclical process aligns with PMBOK principles (Project Management Institute, 2021) and ensures long-term, trust-based collaboration.
	Engagement Stage
	Purpose
	Stakeholders
	Engagement Activities
	Frequency

	Identify
	Map expectations and power influence
	Regulators, NHS, Execs
	Stakeholder mapping, interviews
	Once

	Analyse
	Understand needs, risks, and constraints
	All key groups
	Workshops, data analysis, persona creation
	Early phase

	Plan
	Tailor engagement methods
	PMO, Execs
	Engagement plan creation, KPI setting
	Once

	Engage
	Build two-way relationships
	All stakeholders
	Prototypes testing, consultation meetings, pilots
	Ongoing

	Review
	Evaluate effectiveness
	Execs, PMO
	Engagement audits, satisfaction surveys
	Quarterly


Table 6: Full Stakeholder Engagement Plan
(Source: Self-made)
Mendelow’s Matrix and Engagement Theory
Freeman and Velamuri (2023) state that the stakeholders are most valued when organisations involve them by establishing a two-way communication and creating outcomes together. The use of the Matrix as implemented by Mendelow will allow Fitbit to organize the stakeholders by their level of power and interest so that communication strategies are distributed adequately and appropriately. As an example, stakeholders with high power and interest, including the MHRA, NHS Digital, and the executive management, have to be in close and continuous contact with each other via detailed reports and collaborative meetings. The end user and consumer health community are on the other hand the low-power and high-interest groups that enjoy regular update and participatory feedback channels. Such a customization will enable Fitbit to invest time and resources effectively and not to leave stakeholders dissatisfied. Through engagement theory and stakeholder mapping, Fitbit can make sure that every group is acknowledged and dealt with strategically to limit the conflict, boost the rate of trust, and long-term collaboration that can advance the overall success of the Sense 3 project.
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Figure 2: Stakeholder Engagement Process
(Source: Self-made)
The process of the stakeholder engagement of the Fitbit Sense 3 launch is based on the Project Management Body of Knowledge (Project Management Institute, 2021) recommendations and is organized according to the 4Cs Model suggested by Ochilov (2025) - Communication, Coordination, Cooperation, and Collaboration. This combined methodology helps in making sure that engagement activities are systematic, transparent and results oriented during the project lifecycle. The stakeholder engagement is based on communication. Fitbit ensures that the updates are consistent and multi-channel including Slack, Sharepoint, and email to keep teams in the same direction and informed. Munoru (2024) argues that the frequent and systematic communication can help decrease the delays in digital projects to a maximum of 15 percent because it leads to clarity and quick resolution of problems.
The coordination will require synchronisation of activities between the hardware engineers, software developers, and data security experts of Fitbit in order to avoid duplicate activities and improve the efficiency of workflow. Agile sprint cycles make the company have a smooth flow of its product design and regulatory compliance (Rouse et al., 2025). This is done by collaborating with the healthcare stakeholders such as NHS Digital through joint problem-solving sessions, which establish a sense of shared ownership and also cut regulatory approval time by about 10 percent (Guise et al., 2024). The workshops are also used to assess the ethical usage of AI-based data models. Lastly, Collaboration is supported by using digital tools, including Google Workspace and Fitbit Health Solutions Portal where shared dashboards are used to monitor real-time KPI. According to De Wolde (2022), such open innovation ecosystems enhance a sense of commitment, accountability, and long-term stakeholder relations that are critical to the success of the project.
Conflict Identification and Resolution
	Conflict Source
	Example
	Management Approach

	Goal Conflict
	Marketing wants rapid launch vs QA wants extended testing.
	Mediation through PM; align via SMART goals.

	Communication Breakdown
	NHS team receives late technical updates.
	Weekly briefings and shared reporting dashboards.

	Cultural Misunderstanding
	Global Fitbit team vs UK regulatory expectations.
	Cultural training and local liaison officers.

	Data Ethics Concerns
	Consumers fear data misuse by Google.
	Transparent privacy policy & GDPR compliance audits.


Table 7: Conflict Identification and Resolution
(Source: Self-made)
Two practical conflict situations illustrate how theoretical models can be applied to the Fitbit Sense 3 launch. The first involves an internal conflict between the Marketing and QA teams, where marketing advocates for a rapid launch to capture market share, while QA demands extended testing to satisfy MHRA requirements (Ojiako et al., 2023). Fitbit supported communication with each other using the 4Cs model by having joint briefing sessions, ensuring timelines were coordinated by sharing sprint schedules, establishing cooperation by collectively reviewing risks, and building collaboration by jointly negotiating a staged launch plan. Using the Thomas-Kilmann (TKI) model, the teams used the compromise strategy to minimize the time spent on testing without jeopardizing regulatory safety. The second dispute was that between the data security team at NHS Digital and Fitbit where NHS was demanding stricter encryption measures than Fitbit had initially offered. In this case, the collaborating approach of the TKI model was applied, and co-design workshops constituted a frame of shared encryption (Timmis, 2021). This proves that through institutional conflict management, technical alignment is enhanced and external trust is gained.
Stakeholder KPIs
	Area
	KPI
	Baseline
	Target
	Timeline

	Stakeholder Satisfaction
	Engagement Score
	70%
	85%
	6 months post-launch

	Regulatory Efficiency
	Approval Time
	9 months
	<7 months
	Q1–Q3 2026

	Market Adoption
	Units Sold
	0
	100,000
	First 6 months

	Supply Chain Reliability
	On-time Delivery
	88%
	95%
	Quarterly review


Table 8: Stakeholder KPIs
(Source: Self-made)
Ethical and Regulatory Considerations
The stakeholder satisfaction index is to be enhanced to between 85% and 70% within six months after the launch, which is to be determined by means of structured surveys. Lengthening regulatory approval time The regulative approval period will be shortened by one and a half to less than seven months with the help of early interaction and documentation transparency (Muir et al., 2023). Market adoption is tracked via unit sales and penetration rate, targeting 100,000 units within the first six months. Supply chain reliability aims for 95% on-time delivery through improved forecasting and supplier coordination. These KPIs offer measurable indicators of whether stakeholder engagement strategies are translating into tangible performance outcomes. Digital health innovation is based on ethical and regulatory compliance as the core of the stakeholder trust and long-term sustainability. According to Cruz Rivera et al. (2021), stakeholder engagement in regulatory science has been shown to hasten safe innovation by making sure that various opinions, including scientific, ethical, and consumer ones, are reflected in the process of decision-making. The partnership of Fitbit with the Medicines and Healthcare products Regulatory Agency (MHRA) and the Information Commissioner's Office (ICO) means that the company has been keen on ensuring a privacy-by-design and compliance with the UK GDPR. Such a proactive strategy does not only ensure that the market is authorised but also gains consumer trust in the operation of the personal health data management and storage. 
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	Indicator
	Evidence of Impact

	Innovation Success
	Projects with structured stakeholder engagement achieve up to 35 % faster development cycles (Davis et al., 2022).

	Market Performance
	Fitbit Sense 2 held ~18 % of the UK premium wearable segment in 2024 (Statista estimate); effective stakeholder collaboration can push Sense 3 to 25 %.

	Operational Efficiency
	Coordinated communication reduced re-work by 12 % (Ojiako et al., 2023).

	Stakeholder Satisfaction
	Surveys after pilot engagement showed 82 % of participants felt “highly involved” (Munoru, 2024).


Table 9: Impact on Business Performance
(Source: Self-made)
Evaluation
The direct and measurable effect of stakeholder engagement is the organisational resilience, innovation, and long-term sustainability (Guise et al., 2024). The all-encompassing multi-level communication model used by Fitbit Sense 3 will allow the company to not only ensure the vertical information flow between its various departments but also the horizontal collaboration with other entities such as NHS Digital, suppliers, and regulators. Such a combined strategy will allow making decisions much faster, increasing the level of transparency, and developing a culture of responsibility within the project lifecycle. In order to measure the effectiveness of engagement, Fitbit utilizes Key Performance Indicators (KPIs) and feedback loops in order to assess the level of stakeholder satisfaction, responsiveness, and the efficiency of partnership (Project Management Institute, 2021). Periodic performance review and engagement audit gives implementable suggestions enabling the firm to dynamically shift its strategies. A further way to identify best practice and areas of innovation deficiency is benchmarking the progress of Fitbit against other industry rivals like Apple and Garmin (Kusch, 2025). In general, systematic evaluation does not only test the effectiveness of stakeholder engagement strategies that Fitbit applies, but also guarantees the lessons learned are going to be implemented in the future projects to enhance the adaptability and competitive advantage of the organisation in the fast-changing digital healthcare environment.
Recommendations 
	Area
	Recommendation
	Impact

	Engagement
	Quarterly stakeholder forums with regulators, NHS & consumers
	Builds transparency & early issue detection

	Data Governance
	Independent GDPR/data ethics audit annually
	Strengthens trust & compliance

	Co-Creation
	Expand NHS pilot into chronic disease management
	Increases clinical credibility & adoption

	Technology
	Implement blockchain for secure patient-data transfer
	Reduces data-tampering risks

	Performance
	AI-driven early warning dashboards for stakeholder issues
	Faster decision-making & conflict prevention


Table 10: Recommendations
(Source: Self-made)
Long (2024) and Nnabuko (2021) state that to realize long-term sustainability and improve the user retention of a health technology project, proactive co-creation and transparent digital strategies are necessary. Organisations such as Fitbit can change them into active value co-creators by engaging the stakeholders during the design and implementation processes early on. It is an integrative approach that fosters sense of ownership, innovative and commitment towards diverse groups of stakeholders. Transparency of communication especially in data management, privacy and morally responsible use will build trust and aid in constant communication. Lastly, the co-creation with its stakeholders does not just elevate the satisfaction with the users and their brand loyalty, but triggers the development of more comprehensive, efficient, and socially responsible digital health technologies.
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In this report, there has been critical assessment of the stakeholder engagement concepts in launching the Fitbit Sense 3 in the UK healthcare environment successfully. Fitbit Sense 3 can be successfully launched once the organisation can handle a multifaceted ecosystem of regulatory, clinical, operational, and consumer stakeholders. The systematic approaches to engagement, such as stakeholder mapping (as proposed by Mendelow), SMART targets, RACI clarification, and the 4Cs model can help Fitbit to manage the expectations, minimize approval times, and build the trust in the collaboration. The extended analysis shows that the stakeholder involvement can be quantified in terms of its influence on the development pace, the regulatory preparedness and the market uptake. Nevertheless, Fitbit must stay in constant engagement loops, instill transparency in ethics, and change communication practices timely in order to address the persistent threats of complexity in data management, competition in the market, and the transformation of healthcare demands. Through collaboration with healthcare institutions, incorporation of a systematic assessment system, and use of technology-based monitoring, Fitbit can guarantee its resilience in the long run, compliance with regulatory requirements, and continued confidence in the UK healthcare system with its consumers.
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