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[bookmark: _Hlk135471446]Communication and implementation of WAST digital strategy
Introduction 
 The Welsh Ambulance Service (WAST) has developed a digital transformation strategy to improve the standard and efficacy of its services. A range of multi- and inter-disciplinary working methodologies are employed to guarantee the execution of this strategy is successful. This essay looks at communication methods and how they could contribute to the effective execution of the digital transformation strategy.
Who are WAST’s stakeholders? 
 Stakeholders are extremely important when developing and implementing any strategy or policy and WAST garner the views of over 50 stakeholders in order to ensure they achieve their goals. 
 Some of those involved in the implementation of WAST’s digital transformation strategy are: 
	Stakeholder
	Explanation
	Level of Interest
	Level of influence

	



Welsh Government
	Ultimately Welsh government provide the majority of the funding utilised by WAST therefore it is imperative that they are involved in any transformation projects.

	



High
	



High

	


Patients
	Should be considered at every stage of the process since they will ultimately benefit from the digital revolution of healthcare.
	


High
	


High

	




IT personnel
	IT personnel are essential to the implementation and upkeep of the technical infrastructure, including networking, software, and hardware, required for a successful digital transformation. 
	




High
	




Medium

	



Senior management and board members
	These stakeholders may be in charge of directing the overall strategy, securing financing and resources, and guaranteeing that the digital transformation is in line with the organization's aims and objectives.  
	




High
	




High

	


Suppliers and technology partners
	To carry out digital transformation projects, healthcare companies frequently collaborate with outside suppliers and partners in technology.
	


Low
	


Low

	


Regulators and compliance specialists
	Healthcare institutions are required to adhere to a number of regulatory standards pertaining to patient privacy, data security, and other matters. 

	


Medium
	


Medium

	




WAST employees
	The creation and deployment of digital tools and technology that will be utilised to enhance patient care and results may also require the involvement of paramedics, nurses, doctors, and other healthcare professionals.
	




High
	




Medium



[bookmark: _Hlk135471455] Communication must be tailored to the particular stakeholder group. Contact with a co-worker, for instance, might be easier to understand, whereas contact with a government official might be more complex. 
WAST would most likely prioritise communication with the following stakeholders while creating their digital transformation strategy:
	Priority
	[bookmark: _Hlk135467626]Stakeholder
	Explanation

	

1
	

Welsh Government
	The Welsh government, as a significant governing authority, is essential in formulating policies and providing assistance and money for healthcare services. Early communication with them guarantees congruence with the government's strategic goals.

	


2
	


WAST employees
	WAST team members are crucial stakeholders who would be influenced by any adopted digital transformation strategy. Their opinions, worries, and insights are important for formulating strategy and making sure it is adopted successfully.

	


3



	


Patients
	The patients are WAST's primary benefit. To better understand patients' wants and preferences and make sure the digital strategy is in line with improving their experience and outcomes, it is essential to engage with patient representatives, advocacy groups, and get direct patient input.

	

4
	

Healthcare professionals
	It is essential to collaborate and consult with medical personnel, including doctors, nurses, and other staff members. Their opinions can be used to find ways that digital tools can boost collaboration between WAST and healthcare practitioners, improve patient care, and streamline processes.

	

5
	

Health Boards
	In order to guarantee alignment with the broader healthcare system, coordination with the several health boards in Wales is crucial. Speaking with health board representatives can help you gain understanding of local needs, interoperability issues, and collaborative potential.

	

6
	

Technology partners and suppliers 
	Engaging with technology partners and suppliers can assist WAST in identifying suitable technology providers for the implementation of the digital strategy as well as exploring novel solutions and utilising expertise. The selection of appropriate and trustworthy digital tools can be ensured through effective contact with these stakeholders.

	

7
	

Local Communities
	It's critical to involve local communities in order to understand their distinct requirements, difficulties, and expectations. Community involvement can aid in regionalization of the digital transformation strategy, raise public awareness, and promote cooperation and trust.



[bookmark: _Hlk135471473] WAST are required to follow guidance set out by Welsh Government’s ‘Guidance on changes to Healthcare’ document. As part of this guidance WAST must consider ongoing stakeholder engagement as part of its fundamental operations. WAST must create and maintain ongoing relationships with the public, Llais, employees, staff representatives, all other stakeholders, not just when changes are being considered but on a regular basis. WAST should keep track of when, how, and who they interacted with throughout the process.
‘Section 183 of the National Health Service (Wales) Act 2006 requires local health boards (LHBs), with regard to services they provide or procure, to make arrangements to involve and consult current and prospective service users, or their representatives, on:
· planning to provide services for which they are responsible
· developing and considering proposals for changes in the way those services are provided
· making decisions that affect how those services operate’
‘Section 242 of the National Health Service Act 2006 extends this requirement to NHS Trusts in Wales. For the purposes of this guidance, the Welsh Government considers that Llais is a body representing current and prospective service users.’ (Welsh Government, 2023)
How does WAST positively engage? 
 Depending on where the communication needs to originate from, WAST frequently employs a variety of engagement strategies such as:
 Top-down strategy: Higher and intermediate management will meet regularly in person or via Microsoft (MS) Teams to discuss vital updates and information. Decisions made during these meetings will be communicated to lower-level employees via their individual manager or intranet pages, newsletters, and social media.
 Bottom-up strategy: Through staff surveys, focus groups, and regular invitations to share ideas, innovation, and creativity, workers are actively encouraged to interact with top management in order to improve working conditions and procedures. Within WAST, employees are actively encouraged to assume leadership positions such as coaching, mentoring, or peer support of their colleagues.
 WAST’s digital transformation strategy incorporates modern technology like mobile devices, data analytics, and electronic patient record systems. Multidisciplinary collaboration is one of the primary techniques used in this strategy. To ensure the strategy is implemented successfully, specialists from many disciplines must collaborate. The group ensures the plan is in line with the goals and vision of WAST.
 Inter-disciplinary collaboration is another strategy employed in the execution of the digital strategy. Collaboration between experts from various fields, including the public and private sectors, is required for this. This team's diversity of skills and viewpoints guarantees the strategy's applicability and effectiveness. They make sure the approach complies with all applicable laws and regulations as well as the demands of the many stakeholders.
 One observation from WAST’s digital transformation strategy is that although the OH&W service are mentioned in the strategy, we were not directly involved in its development and were not asked to provide any feedback regarding our position within it. 
 The following are some potential repercussions of not including OH&W or other stakeholders in the development of the digital strategy: 
 Change resistance: OH&W staff who feel excluded from the planning process may be more averse to change and less inclined to adopt new procedures or technologies. 
 Misalignment with WAST's objectives: There is a chance that the strategy won't be in line with the organization's aims and objectives if some stakeholders aren't involved in the planning process, which could reduce its effectiveness. 
 Missed opportunities: OH&W may have suggestions or information that can be used to locate fresh chances for innovation or development within their own field of expertise. These chances might be lost if they are not included in the early planning.


How do I positively engage? 
 In my capacity as the OH&W office manager, I am conscious of the need to modify my communication strategies according to the people I need to speak with, the urgency of the message I need to convey, and the most effective means to do so. We provide a variety of services to our personnel, including free immunisations, fast track physiotherapy referrals, and free eye exams. Since our front-line employees work long hours, their downtime or off-days are essential in supporting their welfare. Our employees, who are dispersed over the entirety of Wales, have limited access to their work emails during the working day and because of the locations of our three bases, it is challenging for colleagues to visit OH&W for any face-to-face interactions during working hours.
 Following my attendance at a Task & finish group and a discussion regarding poor engagement of frontline staff with OH&W, I proposed the use of our two OH&W vehicles in order to break down any communication/accessibility barriers to guarantee that our department is offering a fair and equitable service throughout Wales. These vehicles serve as mobile clinics and are fully stocked with everything needed for colleagues to undergo immunisations, blood tests, or medical examinations. They enable the department to visit staff members and advertise the service's offerings. This has been a crucial tool for encouraging colleagues to maintain their health and wellbeing as well as for developing trust and building relationships. Engaging physically and having a visible presence has allowed my team to support our colleagues more effectively than sending emails to staff who have limited access or time to read them. 
 To support front-line employees, I initially set up a six-month trial and scheduled OH nurses and Wellbeing practitioners to regularly visit all emergency departments in Wales on a monthly basis. This was so successful that we are now visiting some ambulance stations in our monthly programming, with a view of expanding it to include all stations based on demand. The vehicles also travel to the 999 and NHS 111 contact centres.  
 In both my personal and professional life, I use a variety of communication, engagement, explanation, and clarification techniques. Writing official letters, sending emails, texts, posting on social media, and other types of written correspondence. When accuracy and clarity are required, written communication is helpful; it also serves as documentation for any talks conducted and any directives given. However, it can be difficult to convey tone and emotion in writing, which can result in misinterpretation. 
 I communicate verbally more than I do any other method. This includes in-person interactions, phone calls, and video conferencing tools like MS Teams, building connections and exchanging ideas in this way is effective. Since the introduction of MS Teams, it has enabled OH&W as a team to work more collaboratively and has allowed us to build firm and effective relationships. Verbal communication is useful for dispelling confusion and exchanging ideas, but it can also result in misunderstandings or conflict if the persons involved don't share the same views. 

The balance between consensus and ‘groupthink’
 Groupthink happens when people put unity and uniformity before independent thought and strong opinions. The quest for consensus and conformity may result in the suppression of opposing viewpoints or novel concepts. The quality of decision-making and problem-solving in multi- and inter-disciplinary working environments can be negatively impacted by groupthink, which can prevent quieter or less forceful people from fully expressing their viewpoints.
 In order to ensure that all important stakeholders have a voice in decision-making processes, consensus is crucial in multidisciplinary collaboration. It is beneficial to discuss opposing points of view and come up with solutions that everyone can accept. Building consensus increases stakeholder ownership and commitment, which increases the likelihood that the digital strategy will be implemented successfully. It's crucial to promote cognitive engagement if you want people to be fully involved in group discussions or decision-making processes.
 These are some tactics I've employed to promote cognitive involvement in group talks I've facilitated: 
· Encourage freedom of speech without fear of judgement or criticism to promote an open communication culture and an atmosphere of trust and respect. 
· Use active listening skills by asking group members to summarise what they have heard or by encouraging them to clarify any misunderstandings or uncertainty by asking questions. This will make it easier to gauge whether everyone is actively participating.
· Use breakout rooms or sessions; these can help to promote cognitive engagement by giving small groups the chance to talk about a particular topic or issue in more detail. Everyone may participate completely in the discussion and feel more invested in the decision-making process as a result.
· Use visual aids to help people understand the data you wish to offer, such as charts, PowerPoint presentations, and other visual materials.
· Allow group members to raise questions whenever they choose, rather than making them wait until the conclusion. This will allow them to remain concentrated on the subject at hand without having to jot down questions for later.
Conclusion 
 I believe WAST's digital transformation strategy continues to be relevant and effective, and it is positioned to redefine how WAST operates going forward. I feel a deliberate and pro-active approach to digital transformation is required given the quick speed of technological innovation and the rising demands of stakeholders. 
 I believe tailored communication, active listening, a collaborative approach, empathy, transparency, diversity and inclusion, and ongoing involvement are necessary for effective communication with stakeholders. Depending on the particular stakeholder group and the context of the aims, the approach may change. There will always be occasions when engagement with separate stakeholders is required as there may be different requirements or issues dependent on their involvement in different areas of a strategy.
 My opinion is that the necessity to embrace digital transformation will only grow as WAST continues to navigate the rapidly changing digital landscape. Appropriate communication with all stakeholders is vital to ensuring WAST provides a digital strategy that is efficient and effective in improving patient experience and outcomes. 
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