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Executive Summary:
Operose Health is a subsidiary of Centene Corporation, a US-based multinational healthcare company that provides primary healthcare services in the UK. The company faces several environmental forces affecting its operations and profitability. These forces include demographic changes, technological advancements, legal and regulatory changes, economic factors, and environmental issues.
Demographic changes, such as an ageing population, increasing multiculturalism, and changing consumer preferences, affect the demand for primary healthcare services. Technological advancements, such as telemedicine and wearable devices, are transforming the way healthcare services are delivered and creating new opportunities for providers.
Legal and regulatory changes, such as changes to healthcare policies and regulations, affect healthcare providers' operating environment. Economic factors, such as inflation and currency fluctuations, impact the cost of healthcare services and the affordability of healthcare for consumers.
Finally, environmental issues, such as climate change and the environmental impact of healthcare services, are becoming increasingly important considerations for healthcare providers and their customers.
Operose Health must adapt to these environmental forces to remain competitive and profitable in the UK healthcare market.
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1. Introduction:

Operose Health is a subsidiary of Centene Corporation, a US-based multinational healthcare company that provides primary healthcare services in the UK. The company operates in a dynamic and rapidly changing environment characterised by various environmental forces that significantly impact its operations and profitability. This report aims to critically assess the current environmental forces and their impact on Operose Health. The report will examine demographic changes, technological advancements, legal and regulatory changes, economic factors, and environmental issues affecting the UK healthcare market.

The UK healthcare market is a highly regulated and complex sector that is influenced by several factors. Demographic changes, such as an aging population and a rise in chronic diseases, are putting pressure on the healthcare system, leading to increased demand for primary healthcare services (The King's Fund, 2023). Technological advancements, such as telemedicine and electronic health records, are changing the way healthcare is delivered, creating opportunities for companies that can adapt to new technologies (Abugabah et al, 2020). Legal and regulatory changes, such as Brexit and changes in government policies, can impact the operations of healthcare providers like Operose Health (Fahy et al, 2017). Economic factors, such as inflation and recession, can impact the affordability of healthcare services and the purchasing power of consumers (Agri et al, 2017). Environmental issues, such as climate change and pollution, can also impact the health of individuals and communities, leading to increased demand for healthcare services (Corvalan et al, 2020).

Therefore, it is important for Operose Health to study the effect of these environmental forces and to take the measures to manage them. In this report I will analyse these forces and provide recommendations on how Operose Health can adapt and remain competitive in the dynamic healthcare market.

2. PESTEL analysis

PESTEL analysis is an important tool that can help businesses like Operose Health to remain competitive and successful in the ever-changing healthcare landscape. It can help the company to identify potential threats and opportunities in the external environment and develop effective strategies to manage them. 


2.1 Political Factors:

The healthcare industry is highly regulated, and changes in government policies and regulations can significantly impact the company's operations and profitability. The National Health Service (NHS), which is publicly funded and free at the point of delivery, is the primary provider of healthcare services in the UK (Roderick and Pollock, 2022). The government's healthcare policies and funding decisions can have a significant impact on the healthcare industry, including the primary healthcare services that Operose Health provides.

One example of a recent political factor that has affected the healthcare industry in the UK is Brexit. Brexit has had a significant impact on Operose Health as a healthcare provider operating in the UK. The healthcare industry relies heavily on staff from the EU, and the uncertainty surrounding Brexit has resulted in a significant decrease in the number of EU healthcare workers coming to the UK. This has caused staffing shortages in the healthcare industry, which has affected the quality of care provided to patients (Gillin and Smith, 2020).

In addition, Brexit has created regulatory challenges for Operose Health. The UK has had to renegotiate trade deals and regulations with the EU and other countries, which has resulted in a complex and uncertain regulatory environment for the healthcare industry. For example, the UK may have to replicate the drug regulations of the EU, which could result in delays in accessing new drugs and treatments for patients (Breckenridge and Feldschreiber, 2019).

Another political factor affecting Operose Health is the government's healthcare funding decisions. The UK government has faced financial pressures in recent years, and healthcare spending has been a contentious issue (Glasby et al, 2021). In 2021, the government announced a funding increase for the NHS, which included a focus on primary healthcare services (The King's Fund, 2022). This funding decision could have a positive impact on Operose Health's operations and growth. As a primary healthcare provider, Operose Health could benefit from increased funding and resources to expand its services and improve patient care. However, it is important to note that the government's funding decisions can be unpredictable and subject to change based on various factors, such as political priorities and economic conditions (Ahrens and Ferry, 2021.). Therefore, Operose Health should continuously monitor and evaluate the government's funding decisions and adjust its strategies accordingly.

2.2 Economic Factors:

National and international macroeconomic indicators can have a significant impact on Operose Health's operations and overall performance, especially during times of economic slowdown. Changes in interest rates and inflation rates can affect the cost of borrowing and the purchasing power of consumers, respectively, which can have a ripple effect on the healthcare industry.

The rising inflation rates due to various factors, including supply chain disruptions and increased demand following the easing of COVID-19 restrictions, also impacted the UK's economy (Delardas et al, 2022). In 2022, the UK inflation rate reached a nine-year high of 10.5% in December (ONS, 2023). 

This inflationary pressure led to higher prices for goods and services, including healthcare services. As a result, Operose Health may have experienced higher costs for medical supplies, equipment, and labour, which could impact its profitability. In the other hand, the rising inflation rate increases the cost of living, which, in turn, affects consumer spending power and the purchasing power of healthcare providers. This could result in reduced demand for healthcare services and, consequently, affect Operose Health's revenue and profitability. 

[bookmark: _Hlk134446403]The UK economy has experienced a decline in GDP growth due to the ongoing COVID-19 pandemic. In 2022 and 2023, the UK experienced a slowdown in its economic growth, with GDP growth rates below pre-pandemic levels (OECD, 2023). The healthcare sector was not immune to the effects of the pandemic, as healthcare services were disrupted due to the need to redirect resources towards treating COVID-19 patients. The UK government's decision to increase funding for the NHS has provided some relief for the healthcare sector, but it remains to be seen whether this will be sufficient to address the challenges faced by the sector in the post-pandemic period.

Moreover, global economic indicators such as international trade policies and geopolitical tensions can also affect Operose Health. For example, the ongoing conflict in Ukraine and resulting tensions between Russia and Western nations could potentially lead to disruptions in global supply chains and changes in market dynamics, which could affect Operose Health's operations. Additionally, trade disputes between major economies, such as those between the United States and China, could also impact supply chains and market dynamics, with potential knock-on effects for Operose Health. Furthermore, if there is a slowdown in the global economy due to these geopolitical tensions or other factors, it may result in reduced demand for healthcare services and products, which could impact Operose Health's revenue and profitability.

Changes in taxation policies can also have a significant impact on Operose Health. In 2018, the UK government introduced a sugar tax on soft drinks to tackle obesity rates (Buckton et al, 2019). This tax could potentially affect Operose Health's revenue, as it provides primary healthcare services that treat obesity-related health issues.

Currency exchange rates can also have a significant impact on Operose Health, as it is a subsidiary of a US-based company. Changes in currency exchange rates can affect the company's profitability when repatriating profits to its parent company or when importing medical equipment and supplies from the US.

It is important for Operose Health to closely monitor these macroeconomic factors and adapt its strategies accordingly. For example, the company may need to explore cost-saving measures to manage rising healthcare costs, or expand its operations in developing countries to meet the increasing demand for healthcare services. By staying abreast of national and international macroeconomic performance indicators, Operose Health can position itself for long-term success in the healthcare market.

2.3 [bookmark: _Hlk134447958] Sociocultural Factors:

The sociocultural factors that impact Operose Health relate to demographic changes, cultural attitudes towards health, and lifestyle trends. The UK's aging population and rising levels of obesity, for instance, present challenges for healthcare providers like Operose Health (Mahmoudi and Gould, 2020). The cultural attitudes towards health can also influence the demand for healthcare services. For example, research shows that cultural beliefs can impact the utilization of healthcare services, with some ethnic minority groups being less likely to use primary healthcare services (Watson et al, 2020).

Moreover, lifestyle trends also play a significant role in shaping healthcare demands. The rise in popularity of veganism and other dietary trends can impact the types of services that Operose Health needs to provide. Additionally, there is increasing demand for personalized and patient-centred care, which requires healthcare providers to consider patients' cultural and social backgrounds (Puaschunder, 2023).

These sociocultural factors are important for Operose Health to consider when developing its services and making strategic decisions. By understanding the cultural beliefs and lifestyle trends of the communities it serves, Operose Health can tailor its services to better meet the needs of its patients.

2.4 [bookmark: _Hlk134447988] Technological Factors: 

Technological factors play a critical role in shaping Operose Health's operations and services. The healthcare sector has seen rapid technological advancements in recent years, which have led to significant changes in how healthcare providers deliver care and engage with patients. For Operose Health, technological factors can affect the way it delivers services, manages operations, and interacts with patients.

One of the most significant technological factors affecting Operose Health is the adoption of electronic health records (EHRs). EHRs enable healthcare providers to store and access patient health information electronically, streamlining communication and coordination among healthcare providers. This technology can improve the quality and efficiency of care delivery while reducing costs and minimizing errors (Usak et al, 2020).

Other significant technological factors affecting Operose Health is the increasing use of artificial intelligence (AI) and machine learning (ML) in healthcare. These technologies can help healthcare providers to analyse large amounts of patient data, improve diagnostic accuracy, and develop personalized treatment plans. Additionally, AI and ML can help healthcare providers to identify and respond to health trends and outbreaks more quickly, improving public health outcomes (Lee and Yoon, 2021).

Further technological factor that impacts Operose Health is the increasing use of wearables and remote monitoring technologies. Wearables can enable patients to track and monitor their health and wellness, while remote monitoring technologies can help healthcare providers to monitor patients' health status and intervene as needed. These technologies can improve patient outcomes and reduce healthcare costs by enabling early intervention and preventing the need for hospitalization (Ullah et al, 2023).

Lastly, the COVID-19 pandemic has accelerated the adoption of telemedicine and virtual care technologies. These technologies enable patients to receive care remotely and have become essential in providing care during times of social distancing and lockdowns. Telemedicine can improve access to care, reduce healthcare costs, and improve patient outcomes (Snoswell et al, 2020).

The adoption of these new technologies can help Operose Health to remain competitive and provide high-quality care to its patients. However, the company must also consider the potential risks and challenges associated with these technologies, such as data privacy and security concerns. As such, it is crucial for Operose Health to monitor and adopt new technologies carefully and thoughtfully.

2.5  Environmental Factors: 

The environmental factors that affect Operose Health are related to the physical environment and natural resources. These factors have a significant impact on the healthcare industry as it is closely related to environmental health. The environmental factors include climate change, pollution, waste management, and sustainability. The healthcare industry is a major contributor to environmental pollution, and therefore, the industry needs to take measures to reduce its impact on the environment (Sherman et al, 2019).

Climate change is one of the major environmental factors affecting the healthcare industry. Climate change has led to an increase in temperature, extreme weather conditions, and the spread of infectious diseases. The healthcare industry needs to take measures to adapt to the changing climate and mitigate the impact of climate change on public health. The industry can reduce its carbon footprint by adopting sustainable practices such as using renewable energy sources and reducing waste (Salas et al, 2020).

Pollution is another environmental factor affecting the healthcare industry. The industry contributes to air pollution, water pollution, and hazardous waste. The healthcare industry can reduce pollution by implementing green practices such as reducing the use of harmful chemicals, using energy-efficient equipment, and adopting sustainable waste management practices (Corvalan et al, 2020).

Waste management is another environmental factor affecting the healthcare industry. The industry generates a large amount of waste, including hazardous waste, medical waste, and electronic waste. The healthcare industry can reduce its waste by adopting sustainable waste management practices such as recycling, reusing, and reducing waste (Salas et al, 2020).

Sustainability is an important environmental factor affecting the healthcare industry. The industry needs to adopt sustainable practices to reduce its impact on the environment and promote public health. The industry can adopt sustainable practices such as using renewable energy sources, reducing waste, and promoting sustainable transportation (Abdussalam-Mohammed et al, 2020).

2.6 Legal Factors: 

The legal factors in the PESTEL analysis refer to the laws and regulations that affect the operations of a company. In the case of Operose Health, legal factors play a significant role in shaping the company's operations and success. One of the primary legal factors affecting the company is healthcare regulations. The healthcare industry is one of the most regulated industries in the world, with regulations governing every aspect of healthcare provision, from patient care to drug development and approval.

[bookmark: _Hlk134448149]Operose Health must comply with various healthcare regulations to ensure that it delivers quality healthcare services to its patients. The UK healthcare system is governed by several laws, including the National Health Service Act 2006, the Health and Social Care Act 2012, and the Care Act 2014 (UK Government, 2012; UK Government, 2014; UK Government, 2006). These laws set out the legal framework for the provision of healthcare services in the UK and ensure that all healthcare providers, including Operose Health, operate within a legally defined framework.

[bookmark: _Hlk134448202][bookmark: _Hlk134448213]Another legal factor affecting Operose Health is data protection regulations. As a healthcare provider, Operose Health deals with a vast amount of sensitive patient data, including medical histories, test results, and personal information. The company must comply with data protection laws such as the General Data Protection Regulation (GDPR) (European Union, 2016) and the Data Protection Act 2018 (UK Government, 2018). These regulations set out strict rules for the collection, storage, and use of personal data and require healthcare providers to ensure the security and confidentiality of patient information.

[bookmark: _Hlk134448234][bookmark: _Hlk134448252]Operose Health must also comply with employment law regulations. As an employer, the company must comply with laws such as the Equality Act 2010 (UK Government, 2010), which prohibits discrimination based on protected characteristics such as age, gender, and race. The company must also comply with health and safety regulations, which set out the legal requirements for ensuring the safety and well-being of its employees (Health and Safety Executive, 2015).

3. Porter's Five Forces:

Porter's Five Forces is a framework that can be used to analyse the competitive forces in an industry. Here is an application of the framework to Operose Health:

3.1 Threat of new entrants: 
The healthcare industry is highly regulated and capital-intensive, which acts as a barrier to entry for new competitors. However, with the rise of telemedicine and other digital health solutions, new entrants with innovative business models and technologies could disrupt the traditional healthcare market. For example, Amazon's entry into the healthcare industry with its telemedicine platform Amazon Care is a potential threat to established players like Operose Health (Bedoya Reina et al, 2021).

3.2 Bargaining power of suppliers: 
Operose Health sources a wide range of supplies and services, including medical equipment, pharmaceuticals, and staff. The bargaining power of suppliers can vary depending on the availability and uniqueness of the product or service.

3.3 Bargaining power of buyers: 
Patients and healthcare payers have a significant bargaining power in the healthcare industry, as they are the primary source of revenue for healthcare providers. In the UK, the National Health Service (NHS) is the largest healthcare payer, which limits the bargaining power of the health care providers. However, the rise of consumerism in healthcare and the adoption of digital health solutions could increase the patients’ private health care usage. However, patients can use telemedicine platforms to access care from providers outside of their geographic area (Jin et al, 2020).

3.4 Threat of substitutes: 
The healthcare industry has a wide range of substitutes, including over-the-counter medications, alternative therapies, and self-care. However, for more complex medical conditions, there are limited substitutes for traditional healthcare services. The rise of telemedicine and other digital health solutions could be seen as a substitute for some healthcare services, but it is unlikely to replace all traditional healthcare services in the near future (Lee et al, 2021).

3.5 Intensity of competitive rivalry: 
The healthcare industry is highly competitive, with a large number of providers competing for market share. Operose Health faces competition from other private healthcare providers as well as NHS hospitals and clinics. The competition is intensified by the regulatory environment, which places limits on pricing and advertising. However, the rise of consumerism in healthcare and the adoption of telemedicine platforms could increase competition by enabling patients to access care from a wider range of providers (Jin et al, 2020).

4. SWOT analysis

SWOT analysis is a commonly used strategic planning tool that helps organizations assess their strengths, weaknesses, opportunities, and threats (Benzaghta et al, 2021). The purpose of a SWOT analysis is to provide a comprehensive overview of the internal and external factors that can impact an organization's performance and help the organization develop effective strategies to achieve its goals and objectives (George et al, 2019).

In the case of Operose Health, conducting a SWOT analysis can provide valuable insights into the company's current position in the healthcare market and help identify areas for improvement. By examining the company's strengths, weaknesses, opportunities, and threats, Operose Health can develop effective strategies to leverage its strengths, overcome its weaknesses, capitalize on opportunities, and mitigate threats.

4.1 Strengths:
Operose Health has several strengths that position the company as a leading player in the healthcare industry. One of the strengths is its strong reputation and brand recognition, which is attributed to being a subsidiary of Centene Corporation. Centene Corporation is a multinational healthcare company that has been in the industry for over three decades, and its brand recognition and reputation have made it a trusted healthcare provider in the markets it serves. Being a subsidiary of Centene Corporation, Operose Health benefits from the strong reputation and brand recognition, which gives it a competitive advantage in the healthcare industry.

[bookmark: _Hlk134448836]Another strength of Operose Health is its diversified portfolio of healthcare services. The company offers a range of primary healthcare services, including clinical services, diagnostic services, and management services. This diversified portfolio helps to mitigate the impact of any changes in the healthcare industry and provides a stable revenue stream for the company. Furthermore, it enables Operose Health to cater to the varying needs of its customers, making it more attractive to potential clients (Centene Corporation, 2021a).

[bookmark: _Hlk134448868]Operose Health also has a strong financial position, which is a significant strength. Centene Corporation, the parent company of Operose Health, had a revenue of $111.1 billion in 2020 and a net income of $1.7 billion. This financial stability provides Operose Health with the financial resources to invest in research and development, expand its operations, and explore new business opportunities (Centene Corporation, 2021b).

In summary, Operose Health's strengths position it as a strong player in the healthcare industry, with a strong reputation and brand recognition, a diversified portfolio of healthcare services, and a robust financial position. These strengths help the company to maintain its market position, attract new customers, and explore new business opportunities.

4.2 Weaknesses:
Dependence on government contracts: Operose Health is heavily dependent on government contracts for revenue, which exposes it to risks related to changes in government policies and regulations. Any reduction in government funding or changes in healthcare policies can have a significant impact on the company's financial performance. This was evident in 2020 when the COVID-19 pandemic led to a reduction in routine healthcare services, affecting the company's revenue streams (Centene Corporation, 2021b). Moreover, the UK government is under pressure to reduce healthcare spending, which could further affect Operose Health's revenue streams.

[bookmark: _Hlk134449113]Limited innovation capabilities: Operose Health has limited innovation capabilities compared to some of its competitors, which may limit its ability to adapt to technological changes and remain competitive. The company's limited resources and focus on primary healthcare services may hinder its ability to invest in research and development and adopt innovative technologies. In contrast, companies such as Babylon Health have invested heavily in technology and innovation, leveraging artificial intelligence and machine learning to improve the delivery of healthcare services (Garbuio and Lin, 2019).

4.3 Opportunities:
Increasing demand for primary healthcare services: The demand for primary healthcare services is expected to continue to rise due to the aging population and the increasing prevalence of chronic diseases, which presents an opportunity for Operose Health to expand its services (Rawaf et al, 2020). This trend implies an increase in the demand for primary healthcare services, which Operose Health can leverage to expand its services.

Expansion into new markets: Operose Health can expand its services into new markets outside the UK to increase its revenue and diversify its portfolio (Hermes et al, 2020). For example, it can consider expanding its services to other countries in Europe where the demand for primary healthcare services is high.

Adoption of digital technologies: The adoption of digital technologies such as telemedicine and electronic health records can help Operose Health improve its service delivery and efficiency (Gomez et al, 2021). For instance, telemedicine can enable Operose Health to provide remote consultations and reduce the need for patients to visit healthcare facilities physically. Additionally, electronic health records can improve patient data management and facilitate collaboration between healthcare providers, improving service delivery.

4.4 Threats:
Intense competition: The healthcare industry is highly competitive, with many established players and new entrants vying for market share. Operose Health faces competition from a range of healthcare providers, including hospitals, clinics, and other primary healthcare providers. For instance, Babylon Health, a digital healthcare provider, has been expanding its services in the UK and internationally, competing with Operose Health's telemedicine services (Iacobucci, 2020). Moreover, traditional healthcare providers such as NHS and private hospitals also offer primary healthcare services, which further intensifies competition.

Regulatory and legal risks: Changes in government policies and regulations, as well as legal risks related to malpractice and data privacy, can negatively affect Operose Health's operations and profitability. For example, the UK government's recent reforms in primary care, such as the General Practice Forward View, may impact Operose Health's funding and operations (NHS England, 2023). Additionally, the UK's data protection laws, such as the General Data Protection Regulation (GDPR), impose strict requirements on healthcare providers regarding the collection, storage, and sharing of patient data. Any failure to comply with these regulations can result in hefty fines and damage to the company's reputation.

[bookmark: _Hlk134449379]Economic instability: Economic instability, such as recession or inflation, can negatively impact Operose Health's revenue and profitability. In times of economic uncertainty, patients may reduce their healthcare spending, leading to a decline in demand for Operose Health's services. Additionally, inflation may increase the cost of healthcare supplies and services, which can impact the company's profitability (Ardebili et al, 2021).

5. Recommendations and future outlook 
5.1 Addressing the challenges and opportunities identified in the PESTEL, and SWOT analyses:

Operose Health can take several actions to address the challenges and opportunities identified in the PESTEL and SWOT analyses. To address the limited geographical presence and dependence on government contracts as well as take advantage of increased demand on primary care services, Operose Health can diversify its revenue streams by expanding into new markets and exploring partnerships with private healthcare providers. For example, Operose Health can explore partnerships with healthcare providers in Europe to expand its services outside the UK (Hermes et al, 2020).

To address the limited innovation capabilities, Operose Health can invest in research and development to stay competitive with technological changes. It can also leverage digital technologies to improve its service delivery and efficiency, such as telemedicine and electronic health records. Operose Health can also explore opportunities to collaborate with innovative startups and technology companies to bring new services and solutions to its patients (Gomez et al, 2021).

5.2 Strategies for improving profitability and growth:

Operose Health can take several strategies to improve its profitability and growth. One strategy is to focus on providing value-based healthcare, which emphasizes the quality and outcomes of healthcare services rather than the volume of services. Operose Health can also explore opportunities to optimize its operations and reduce costs, such as implementing lean management practices and leveraging technology to improve efficiency.

Another strategy is to expand its portfolio of services to meet the evolving needs of its patients. For example, Operose Health can offer specialized services such as mental health services and chronic disease management to cater to the growing demand for these services. Additionally, Operose Health can explore opportunities to enter into the health insurance market to provide a more comprehensive healthcare offering to its patients (National Academies of Sciences, Engineering, and Medicine, 2019).

5.3 Future outlook for Operose Health:

The future outlook for Operose Health is promising. The increasing demand for primary healthcare services, aging population, and rising healthcare costs provide growth opportunities for the company. Operose Health can leverage its strong reputation and diversified portfolio of healthcare services to expand into new markets and attract new patients. The adoption of digital technologies and value-based healthcare models also provide opportunities for Operose Health to improve its service delivery and profitability.

6. Conclusion:

Operose Health is a company that operates in a complex and dynamic environment, and as such, it is affected by several forces that shape its operations and profitability. A PESTEL analysis has been conducted to examine the impact of various factors on the company's performance. The analysis revealed that demographic changes, technological advancements, legal and regulatory changes, economic factors, environmental issues, and sociocultural factors are the main forces affecting Operose Health (Saltman and Figueras, 1997).

Demographic changes, such as an aging population and a rising number of chronic diseases, are putting pressure on the healthcare system and driving up the demand for primary healthcare services (The King's Fund, 2023). Technological advancements, such as telemedicine and electronic health records, are changing the way healthcare is delivered and creating opportunities for companies that can adapt to new technologies (Usak et al, 2020). Legal and regulatory changes, such as Brexit and changes in government policies, can impact the operations of healthcare providers like Operose Health (Breckenridge and Feldschreiber, 2019). Economic factors, such as inflation and recession, can impact the affordability of healthcare services and the purchasing power of consumers (Delardas et al, 2022). Environmental issues, such as climate change and pollution, can also impact the health of individuals and communities, leading to increased demand for healthcare services (Sherman et al, 2019). Finally, sociocultural factors, such as lifestyle choices and cultural beliefs, can impact the demand for healthcare services and the way healthcare is delivered (Puaschunder, 2023).

To remain competitive and profitable, Operose Health needs to carefully monitor and adapt to these forces. The company should invest in new technologies and innovation to improve the quality of healthcare services and meet the changing needs of patients (Gomez et al, 2021). It should also stay up-to-date with legal and regulatory changes to ensure compliance and avoid any legal issues. Moreover, the company needs to be aware of economic trends and adapt its pricing and service offerings to remain affordable for consumers. Finally, Operose Health should be proactive in addressing environmental and sociocultural issues to build a positive reputation and meet the changing expectations of patients and the wider community.
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