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In this essay, I aim to critically reflect on the Welsh Ambulance Services NHS Trust (WAST) digital transformation journey, by analysing and evaluating its digital strategy I hope to gain a deeper understanding of its detail and implications. A review of the available literature provided a wealth of information on how digital technology can transform health care. As an organisation, WAST is responsible for the impact of decisions and actions made which will affect society (Aringhieri et al., 2017). WAST’s digital transformation journey is detailed within their Digital Strategy which was published in 2020 during the COVID-19 pandemic and highlights the importance of the relationship between people, processes, technology, and data to deliver successful change (WAST, 2020). Post-COVID, ambulance demand has been accelerated due to an increase in complex health conditions, alongside an ageing population, and an increase in poor lifestyle choices due to budget constraints and other underlying factors such as obesity, mental health, substance misuse, and so on. All combined, along with protracted hospital handover delays, further pressures are being placed on WAST, with the delivery of health and care becoming increasingly difficult. Due to the above factors, the digital strategy was recently reviewed to determine if the 5 principles, 4 missions, and 3 phases were still relevant in delivering sustainable change, surprisingly they were very much so. Due to rapid changes in demand and social circumstances, a continual review will be required to improve WAST approaches and service design.
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Analysing the digital transformation strategy has provided me with greater insight and understanding of the importance and value of involvement with internal and external stakeholders and how they can directly or indirectly influence WAST’s delivery of the strategy. From the patient to the Trust Board, each will have a different interest and influence on the organisation, actively involving the stakeholders will enhance decision quality and build stronger relationships with key stakeholders. Regular evaluation and assessment of stakeholder relevance are crucial to ensure appropriate engagement and meaningful involvement. In the table 
below I have illustrated a very broad high-level stakeholder involvement analysis, which I believe influences and directs the main areas set out within the digital strategy. Scoring stakeholder involvement is done following a systematic approach that takes into account various factors, scoring is determined as grade of low, medium, and high based on the degree of how the strategy impacts them and how much influence they have over the strategy:
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Table 1: Stakeholder Involvement
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A key deliverable mentioned within the digital strategy and one which I can directly relate to is the implementation of the Electronic Patient Clinical Record (ePCR). Effective engagement with WAST’s various stakeholders was fundamental to the successful delivery of the digital solution. Working within the ePCR Delivery Team has further enhanced my engagement skills. Active listening, respect, and adapting my approach for effective engagement have led to numerous benefits and positive outcomes. Below are examples of different methods used in my day to day stakeholder engagement:

· Patients – provide clear and understandable information, engagement, listen to their experiences, concerns, and preferences, and communicate decisions.
· EMS – understand their needs and gather feedback, support their professional development and learning, enhance their experiences, and enhance user improvement based on their input.
· Welsh Government – understand and comply with regulations, collaboration, clear communication, transparency, and proactively seek feedback.
· Digital Service Providers – understand their expertise and respect their knowledge, seek their input, and collaborate on a shared goal.

Based on the stakeholder’s differing needs and variations of the required context, engagement strategies need to be conducted both separately and collectively. Early identification of the stakeholder’s preferred method of engagement allowed me to tailor my communication style and method to adapt to their specific roles and needs. Collective engagement was beneficial when engaging with health boards and other emergency services, building on trust, and fostering effective collaboration.

Additionally, the Normalisation Process Theory (NPT) could be a useful framework that can be used to help understand how to engage with different professions more effectively and how to overcome challenges faced following the implementation of any new practices, technologies, or policies to become a normal part of everyday life in healthcare and other settings. It provides insights into the processes and factors that can influence successful implementation and integration.
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The Welsh language is used widely in areas of Wales, having been brought up mainly through the medium of Welsh has allowed me to be proficient in both the Welsh and English language. Communicating fluently in both languages can be highly important and valuable, however, it is imperative to note the suitability of the specific context and stakeholders involved. 

My preferred method of communication is face-to-face as I feel I can gauge my audience’s understanding by observing facial expressions and body language. It also allows me to enhance and amplify messages using my own body language. Pre-COVID, Smit et al., (2017) concluded that face-to-face was the preferred form of communication, however, due to the imposed traveling and distancing restrictions, best practices were deployed which in turn saw WAST’s digital programme accelerated to support workforce communication, resulting in a positive change that enabled patients and staff to interact with technology and each other (Imlach et al., 2021). 

An email has become the most popular form of electronic communication but can occasionally be misinterpreted by the recipient due to the lack of tone, expressions, body language, and lack of emotions, which can lead to workplace conflict. My main form of communication is conducted through emails, team calls and messages, and participation in conference calls. The formality is dependable on the reason for the meeting and the participating audience, formal meetings will be recorded, and anything discussed must be clear and concise for understanding and always followed by an email to clarify.  
Through my own experience of sending and receiving misconstrued emails I consciously adapt my communication depending on the message I need to deliver and tailor it to suit the intended audience. Depending on the task, it’s much easier to call a colleague to explain the need or task, however, this is not practical when targeting external stakeholders and a larger audience and furthermore, not having a documented conversation could lead to issues at a later stage. Additionally to this and how technology has evolved, the young population now relies heavily on digital technology for communicating and learning and knows nothing different and has become the norm, hence why the adult population is now also accepting evolving technology and is comfortable with its use (Colbert et al., 2016). 

The below table highlights the main styles and provides an understanding of different methods used for communication, engagement, elucidation, and clarification:

	Communication
	Talking & listening to convey messages

	
	Writing to exchange messages

	
	Body language and facial expressions to express meaning

	
	Visual aids, use charts and diagrams to enhance understanding

	
	Use of digital platforms for remote communication

	Engagement
	Actively listening and showing interest

	
	Encouraging open discussion

	
	Involving stakeholders in decision making

	
	Collaboration and working together

	
	Providing feedback channels

	Elucidation
	Explaining and describing concepts clearly

	
	Use examples and analogies

	
	Using visual representations

	
	Breaking down tasks into steps

	Clarification
	Asking questions for clarification

	
	Restating key points or summarising

	
	Requesting feedback to confirm understanding



Table 2: Communication Styles

The implementation of ePCR allowed for the use of better data and access to information to improve the quality of patient care and increase data sharing in a collaborative whole-system approach. The 111 service assisted health boards in providing unscheduled care advice and WAST Clinical Support Desk provided telehealth support to suitable 999 calls, 
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Finding the right balance between consensus and groupthink is crucial for effective teamwork and collaboration in the workplace to ensure that all team members, including the quieter ones, can express their opinions. Consensus is when a group of people reach a general agreement through open discussions and collective decision making. However, groupthink occurs when a group prioritises harmony and conformity over critical thinking, which can lead to flawed decision making where important considerations and potential risks are overlooked. 
To find the correct balance it is important to encourage open communication within a supportive environment, staff needs to feel safe and that they can freely express their opinions without any repercussions from the rest of the team. Mutual respect should be encouraged with any form of dominance and interruption actively discouraged. Promoting equal participation and rotating leadership roles within the team will encourage individuals to be heard, whilst pairing assertive individuals with quieter team members will allow them to be guided and supported. Embracing critical thinking allows for the consideration of alternative ideas, decision-making techniques could also be introduced to encourage critical evaluation and uncover any potential risks. 

Implementing the above strategies will allow all team participation regardless of their dominant or quieter nature and ensure that all perspectives are considered leading to better decision making.
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In this assignment, I have reflected upon methods of stakeholder engagement involved in the implementation of WAST’s Digital Strategy. Stakeholders are essential to the success of the organisation, meaningful engagement allows for informed decisions to achieve positive outcomes and actively involving stakeholders will build trust and therefore create stronger working relationships. I’ve reflected on my own engagement methods and various communication styles that could be utilised and discussed the importance of finding the right balance of consensus with attempting to avoid groupthink by utilising strategies for all individuals to participate in the delivery of an organisation. By implementing strategies to aid transformation within the organisation, stakeholders’ relationships can be strengthened, along with improved communication and collaboration which leads to better outcomes for the long term delivery of the Digital Transformation Strategy.
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