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[bookmark: _Toc122124725]Introduction
The Welsh Ambulance Services NHS Trust (WAST) is the national ambulance service for Wales. It was established as a national organisation on 1st April 1998 to deliver urgent and emergency transport services for the country. It has three headquarters in Cwmbran, Swansea and St Asaph that help its 90 stations respond to an area of some 8,000 square miles.

Now, the Welsh Ambulance Service has evolved into a clinically advanced ambulance service that provides thousands of patients a year with advice, support, and signposting to the most appropriate pathway to care to protect emergency departments and to help patients access the right healthcare at the right time. However, staff turnover and sickness are high, and morale is low. In 2018 an annual national survey of health service staff across Wales published its results in an online publication located on the Welsh Government website. One question within the report asks, ‘During the last 12 months have you been injured or felt unwell as a result of work-related stress?’, 66% of 24,918 responders said ‘Yes’ (NHS Wales staff survey 2018: report | GOV.WALES, 2018). This negative result indicates the pressure facing healthcare staff and the organisations they represent. 

In their cross-sectional study of large National Health Service (NHS) datasets in England, West et al note that patient satisfaction is positively correlated with staff job satisfaction and work engagement in a healthcare setting. They continue in their conclusion to state that an effective NHS workforce, in turn, is influenced by how supportive leaders are in ensuring that work settings are controlled in a way that safeguards employees' well-being (West et al., 2022). Giving clear feedback, getting team input on decisions that influence their job, caring for the health and wellness of followers, and expressing appreciation for the work of their staff are all traits of supportive leaders (West et al., 2022). 

Communications Specialists can contribute to the idea that Welsh Ambulance Service leaders are there to support their staff. A responsibility of the role is to distribute information to colleagues from the Executive and Senior Management Teams. Business critical and urgent updates, important bulletins or notices, and the facilitation of virtual events for updates from the senior team is part of a Communication Specialist’s repertoire. Therefore, I can play a small role in ensuring staff feel supported by their leaders through the communication channels available to me.

[bookmark: _Toc122124726]The Business Problem
The NHS in Wales is under significant pressure caused by insufficient planning and ongoing underfunding (An NHS under pressure, no date) and a result of that pressure is a poor patient experience which impacts job satisfaction and the morale of healthcare service providers. When pressures on the system are high there is undue stress on staff which compounds their well-being and can lead to ill health, particularly when morale is low. When healthcare staff are unwell and off work, additional pressure mounts on their colleagues who are dealing with the existing problems albeit with less support, intensifying the pressures felt and consequently impacting their morale and well-being. It’s a vicious cycle.

WAST attempts to boost morale to improve job satisfaction and break the cycle in several ways, however, the method for boosting employee spirits that will be explored is recognition and incentives. It is the emphasis on showing appreciation for people’s work that will benefit from a system improvement programme.

This year was the first annual Long Service Awards ceremony which will be closely followed by the WAST Awards. Two events that celebrate the staff for their service and various achievements within the organisation. Long Service Awards uses information from the people services department to identify eligible staff who have served ten, twenty, thirty and forty years of service. WAST Awards are based on nominations from colleagues for a variety of categories, Great Listener, Team of The Year, and Inspiring Others for example. Both events are hosted by the Executive Management Team to show appreciation for those who have worked within WAST for many years and to thank colleagues for their contributions to the organisation, embracing them as valued members of staff.

Both events are organised by the Communications Team using manually sourced data from relevant parties that is manually sorted and manually processed. Notice the repetition of the word ‘manual’. Unfortunately, it left the team open to human error at every point, from data retrieval to the close of each event. The business problem, in this case, was that an attempt to boost morale had the opposite effect for some. Clumsy mistakes were made, eligible staff were missed, there was low engagement, and the process was tremendously time-consuming for most of the team. Instead of making staff feel valued, recognized, and applauded, it left some feeling awkward, hurt, and frustrated.

An information system, which is described as systematising the design of data processing applications (Avgerou, 2000), can rectify the situation by ensuring avoidable mistakes caused by human error don’t occur again and by making sure the purpose of the events themselves are not lost.

[bookmark: _Toc122124727]Justification
In his book, Coiera says information systems are created for several reasons, often to reduce complexity or minimize the likelihood of error. They collect decisions, data and models that are of interest for some purpose, and then look upon them as a system (Coiera, 2015). In this case, the purpose for gathering data is to recognize and celebrate staff achievements which has been prone to error in the past. The information required to find eligible staff already exists across various databases, therefore the system improvement programme proposed is to introduce a platform that has full interoperability with the databases to automatically export the data required, i.e., a collection of fixed data that can be shared between programmes when a particular event occurs (Benson Grahame Grieve, 2020).

The platform, otherwise known as a content management system (CMS) which is core to the system improvement programme, will also store the data and identify when a user is interacting with it to automatically match the user with their corresponding data, capturing additional details as they’re input.

Coiera continues to say that systems typically have a set of inputs that are converted by the system's components into a set of outputs, and that a system's state could change when this transformation happens (Coiera, 2015). This is true when acknowledging key milestones and/or achievements of staff who’s updated data triggers a change from unremarkable to remarkable.

The system improvement programme changes outlined above will limit the manual processing of data prone to mistakes and consequently reduce the time spent manually collecting, storing, sharing, and processing it. Automated triggers fired by new data into a user-friendly CMS will streamline the process of gathering information and, if displayed coherently on the front end, will create an uplift of engagement, especially when using personal data and automatic matching.

To repeat, West et al noted that patient satisfaction is positively correlated with staff job satisfaction and work engagement in a healthcare setting. If staff are engaged with the information system because a) it’s user-friendly and b) it effectively recognises and rewards staff, this could positively impact staff job satisfaction and subsequently improve patient satisfaction. The application of digital within healthcare should not be correlated with increasing costs, instead it should be a new means of addressing the challenges within NHS Wales (Preparing the healthcare workforce to deliver the digital future The Topol Review An independent report on behalf of the Secretary of State for Health and Social Care, 2019).

[bookmark: _Toc122124728]Aims and Objectives
[bookmark: _Toc122124729]Project Aim
The aim of this project is to replace the current manual process of gathering staff data with an effective, secure, and intelligent digital monitoring system to celebrate Welsh Ambulance Service staff work achievements.

[bookmark: _Toc122124730]Project Objectives
WAST aims to achieve the following objectives by the end of 2023:
Developed an information system with full interoperability with the NHS Electronic Staff Record (ESR) and Microsoft 365.
Implemented a content management system (CMS) to process and organise the data cohesively and in date-descending order.
Secure the CMS with a high level of encryption to protect the data and uphold General Data Protection Regulations (GDPR).
Increase the number of staff receiving recognitions of their achievements at work to improve staff job satisfaction.
Deliver the Long Service Awards and WAST Awards without dismaying any members of staff.
[bookmark: _Toc122009707][bookmark: _Toc122124731]Building an Integrated Change Strategy
To ensure the success of the proposed system improvement programme Leavitt’s Diamond, also known as Leavitt’s System Model (see Figure 1), will analyse the organisation-wide effects the information system will have. It is a framework for understanding the connection between key factors in an organisation and building an integrated change strategy. Leavitt argues that it is rare for any change to occur in isolation, he sees technology, tasks, people, and the organizational structure in which they function, as four interdependent components. Change to any one component will impact on some, or all, of the others (Leavitt, 2013). 

[image: Leavitt's Alignment Model - CIO Wiki]
Figure 1 – Leavitt’s diamond model
(Leavitt, 2013)
It is crucial for the project’s success to be aware of the effects the change will have on the entire Welsh Ambulance Service to plan accordingly. Problems will arise if the interdependencies of Leavitt’s Diamond are not managed during critical moments of change (Smith, Norton and Ellis, 1992). Defining each component for the purpose of this project will provide an informed analysis of the impact of the proposed change.

Impact on Tasks
Tasks following the implementation of the information system will be new to the Trust, therefore, introductions to the system and training will be required. The Communications team will own the tasks since they will routinely access the data to begin organising the events, however, Line Managers of the individuals hitting career milestones or achieving great things at work will also be asked to cascade the information amongst the team and celebrate the individual’s success. The handling of data and automated emails will all derive from the CMS which forms part of the information system. The critical dependencies of tasks that currently exist when organising the awards will not change.

Table 1 shows the impact of the proposed change on the Task component.

	
	
	Impact on Tasks

	Change in People component
	· Communications team will receive training to use the new system
	· Introducing new tasks into the team’s roles and responsibilities 

	Change in Structure component
	· No longer reliant on relevant parties within the organisation
	· The data will be exported from a CMS instead of manually processed by other departments  

	Change in Technology component
	· Shift from manual data processing to digital
	· New tasks assigned requiring the team to work differently
· May require staff across the organisation to “opt-in” to electronically sharing their data


Table 1

Impact on People
The people affected by the information system will see its value when it saves their time. For example, the Communications team no longer need to wait on others for the data, HR no longer need to find and export data, and users no longer need to wait for the methods to input into the awards to be created (i.e., voting forms). However, the organisation will need encouragement to engage with the system. The expectation is that when other begin to receive recognition for their achievements, it encourages more participation.

Roles and responsibilities will change as the information system switches manually processing data into digital format, lessening the responsibility for some but adding extra responsibilities for others. Line Managers are a good example of a role accepting additional responsibilities upon implementation of the information system as they begin to receive updates of their staff’s achievements which they are expected to recognise.

Table 2 shows the impact of the proposed change on the People component.

	
	
	Impact on People

	Change in Structure component
	· No longer reliant on relevant parties within the organisation
	· Having less interaction with other departments

	Change in Technology component
	· Application of a new CMS
	· Introductions will be required to familiarise people with the CMS

	Change in Tasks component
	· People required to carry out new/different tasks
	· Training may be required when new tasks are introduced
· Need to be motivated to carry out new/different tasks


Table 2

Impact on Structure
There is little impact on structure since the information system proposed is a replica of the manual process. There is less reliance on relevant parties to collate and share the data, however there is no significant structural change required. Control remains with the Communications team and the end result is not expected to change, only limit the errors caused by manual handling for a positive impact on morale. The sole responsible owner of the information system may explore the possibility of a more senior role or increase in salary; however, no new processes will need creating to facilitate the change in order to deliver the events.

Table 3 shows the impact of the proposed change on the Structure component.

	
	
	Impact on Structure

	Change in Technology component
	· New digital system requiring encryption
	· Corporate governance team will be involved to ascertain the security of the data 

	Change in Tasks component
	· New tasks introduced for Line Managers
	· Increasing the relationship between departments

	Change in People component
	· Requires a sole responsible owner
· Increased engagement from staff and more motivation at work
	· Additional responsibilities may result in more senior roles
· Retention rates of staff will improve with increased job satisfaction


Table 3

Impact on Technology
The key factor of the proposed information system is technology. Not only does the change require interoperability with a variety of databases, but the technology will also need to intelligently integrate with Microsoft 365 to identify users and auto-populate their data seamlessly via the CMS. 

Encryption is also an important consideration within the technology component. The CMS will require a high level of encryption to protect the data and uphold General Data Protection Regulations (GDPR) with the ability for users to “opt-out” of the organisation using their data in this way.

Table 4 shows the impact of the proposed change on the Technology component.

	
	
	Impact on Technology

	Change in Tasks component
	· New/different tasks assigned to staff
· Requiring staff to “opt-in” to electronically share their data
	· Development of the software to simplify the tasks
· Requires a working consent system

	Change in People component
	· Increased engagement from staff and more motivation at work
	· Demand on the software will increase, the technology must cope

	Change in Structure component
	· Addition of Corporate Governance team to govern security
	· Encryption and GDPR will need routine maintenance


Table 4

In addition to being aware of the effects the change will have on the entire Welsh Ambulance Service upon implementation of the system improvement programme for the success of the project, it is equally important to use an appropriate project management methodology.

[bookmark: _Toc122124732]Literature Review
Using existing literature, the aim is to review information system implementation and adoption successes and evidence the use of different project management methodologies for information system implementation projects. The search strategy used, as presented using the PRISMA flow diagram presented by Page et al will show the information flow through the various stages of a systematic review (Page et al., 2021) using literature sourced by a series of keywords and their synonyms relevant to the project.

 
Identification of studies via other methods
Identification of studies via databases and registers


Records identified from:
Websites (n = 15 )
Organisations (n = )
Citation searching (n = )
etc.
Records removed before screening:
Duplicate records removed  (n = 0)
Records marked as ineligible (n = 659)
Records removed for other reasons (n = 0)
Records identified from:
Databases (n = 2,258)
Registers (n = 0)


Identification







Records screened
(n = 133)
Records excluded**
(n = 1,385)





Reports not retrieved
(n =0)
Reports sought for retrieval
(n = 15)
Reports sought for retrieval
(n = 81)
Reports not retrieved
(n = 15)


Screening




Reports assessed for eligibility
(n =7)
Reports excluded:
Irrelevant (n = 4)
Unreliable (n = 4)
etc.
Reports assessed for eligibility
(n = 66)
Reports excluded:
Irrelevant (n = 32)
Too old (n = 5)
Unreliable (n = 3)
etc.







Studies included in review
(n = 26)

Included


Modern healthcare and IT has evolved into a digital healthcare infrastructure built on information systems which are responsible for collecting, managing, and integrating large volumes of clinical, financial and operational information to enhance patient safety and efficacies of health and care, making it an essential infrastructure for a safe and efficient healthcare system (The Importance of Information Systems in Healthcare | Bryant & Stratton College, no date). However, it is deemed that more than half of information system projects are not delivered successfully, even though the trend in successful project delivery has improved since 2004 (Hughes, Rana and Simintiras, 2017). And Berg states as much as 75% of information systems that are used could be considered operating failures because they’re too clunky, too costly or too functionally inadequate to be labelled a 'success' (Berg, 1999).

Ultimately, for an optimal information system Berg argues that it is reliant upon the careful interrelation of the system's functionality with the knowledgeable and pragmatic work of healthcare professionals (Berg, 1999) which is echoed in other existing literatures. Alipour et al says it’s when the system is useful for its healthcare user (Alipour et al., 2017), and Cheng et al says efficiency and healthcare workers satisfaction are key (Cheng et al., 2017).

With that in mind, it is clear that from the outset, an information systems implementation project needs clear and defined aims and objectives that correlate with the work of health and care professionals. Except without successful change and project management, the benefits of the information system being adopted cannot be realised (Hughes, Rana and Simintiras, 2017). This theory is supported by Alipour et al and their cross-sectional study of hospital information systems that were deemed relatively successful due to their functional, social, and cultural factors, but also a relative failure based on its behavioural, organisational, and educational elements from the users' point of view (Alipour et al., 2017). Arguing that an information system implementation project cannot be a success without its adoption.

In the Melbourne, Australia, an Electronic Medical Record (EMR) handover tool for junior medical staff was implemented as a functional component of a systematic EMR rollout to address problems with low-quality clinical handover between doctors. With similar goals to the information system proposed, the handover tool would address manual errors and reduce the time spent creating the written handovers. Based on the results of a survey from 46 junior medical doctors at The Royal Children’s Hospital Melbourne, the cross-sectional study became the first Australasian study to analyse a totally automated EMR system with an integrated electronic handover tool included, which demonstrated widespread adoption and showed gains in workflow efficiency and provider satisfaction (Cheng et al., 2017). Which is accredited to comprehensive end-user training and achieving its goals by addressing the lack of standardization and poor written documentation problem (Cheng et al., 2017), signalling successful correlation with the work of health and care professionals and successful change management… Or does it?

What’s interesting is of all the existing literature explored regarding information system implementation, there is little evidence of the method or approach taken to change and project management. Literature tends to only imply the use of a project management methodology or modern project management techniques, often omitting how the method is used or how it is put into practice (Hughes, Rana and Simintiras, 2017). In fact, the only existing literature screened for sharing details of its change and project management methodology and approach were reports and case studies of information system failures. Perhaps because information system failure studies often identify issues with planning and project management as being key contributing factors in the failure of projects (Hughes, Rana and Simintiras, 2017). Therefore, it could be argued that there are no entirely successful information systems implementation projects because there is no evidence to support it. 
 
[bookmark: _Toc122124733]Methodology
Project management is a method used by organisations, teams, or individuals to ensure that projects are completed on schedule, within budget and achieves its aims and objectives. (Barbara Allan, 2017). 

According to studies, unsuccessful information system projects either lacked a project management methodology or the one that was utilized was improperly applied (Hughes, Rana and Simintiras, 2017). In order to use an appropriate methodology for the project, the use of project management methodologies for system improvement programmes is explored using existing literature.

During the exploration of literature, it was clear that many case studies of information system implementation projects in health and care environments showcased a strong understanding of Project Management Body of Knowledge, otherwise referred to as PMBOK, with many making reference to the Project Management Institute’s (PMI) flagship publication, A Guide to the Project Management Body of Knowledge (PMBOK® Guide). AstraZeneca stated that the PMI guide provided the framework for the creation of their project management office, set up to manage their vaccine project in the Spring of 2020 (‘ASTRAZENECA Fighting a Global Pandemic CHALLENGE: From Lab to Jab at Light Speed’, no date). And what’s interesting is that the PMBOK framework appears to have become their project management methodology as opposed to applying its various process groups and areas of knowledge to a standard project management methodology, such as waterfall, or agile. The AstraZeneca team were quoted having said “We have a control framework, and it’s based on the PMBOK, and this is how other companies do it. It’s the right way to do it” (‘ASTRAZENECA Fighting a Global Pandemic CHALLENGE: From Lab to Jab at Light Speed’, no date). However as stated by Gordon, PMBOK is only an international standard for project management methodologies. In addition, it is argued that the five PMBOK guide processes are structured in a manner that are not conducive to change management, which we identified earlier as a key component of successful information system implementation. Participants of his study were more likely to integrate change management into their project management from an intuitive perspective, rather than through specific processes (The symbiosis of project management and change management during healthcare integrated planning, no date). Could this be why high volumes of health and care projects fail?

Aside from the references to PMBOK, it was difficult to find other evidence of information system implementation projects that identified their project management methodology. It is suggested that formal project management is only commonly found in the information technology segment of healthcare because a plethora of evidence can be identified on the application of a methodology within healthcare IT, meaning minimal attention is given to utilising project management strategies in other facets of healthcare planning (The symbiosis of project management and change management during healthcare integrated planning, no date).

If the PMBOK is a group of processes and knowledge fields which are generally accepted as greatest practice within the project management discipline, the PMBOK Guide is an internationally recognized standard which provides the fundamentals of project management as they apply to a wide range of projects. And PRINCE2, Projects in Controlled Environments, is a project management methodology that offers best practice guidance on how to manage a project, structured on the experience gained in thousands of projects (Jamali and Oveisi, 2016).

Both PMBOK and PRINCE2 can be tailored to suit any project, for example PMBOK simply shares the processes to be followed but not how to do it, similarly PRINCE2 has a generic approach to become flexible to any type of project (Matos and Lopes, 2013). However, PMBOK follows the orientation toward the processes used in developing the project, i.e., it’s a process-based methodology, whereas PRINCE2 follows a guideline focusing on the successful delivery and quality of the final product, making it a product-based methodology (Matos and Lopes, 2013). This fact alone is why the concept of PMBOK can be adopted and applied to other, more traditional, project management methodologies such as agile.

Agile, a methodology grown from the dissatisfaction with other project management methodologies linear approach, it is one that can adapt with a project as it progresses, allowing teams to revise their project as needed during the process instead of waiting for a review at the end (Project Management Methodologies - Everything You Need To Know, no date). Keeping the focus on continuous innovation, project adaptability, and improved time-to-market, to ensure quality and reliable results (Loiro et al., 2019). 

Interestingly agile has a variety of sub-frameworks and methodologies, each has its own set of tools and techniques; Scrum, Kanban and Lean. These are the most popular methods (LINK). They are all collaborative, quick and open to data-driven change much like the key principles of agile project management. Therefore, the process usually involves short phases of work with frequent testing, reassessment and adaptation throughout (Project Management Methodologies - Everything You Need To Know, no date). The idea is to add much of the work to be done into a “backlog” that is worked through in small batches during each phase, it’s the responsibility of a project manager to prioritise the backlog.

Scrum is when the work is split into short cycles referred to as “sprints”. A sprint will last between 1-4 weeks led by a Scrum Master, after, the team will review their performance and suggest any necessary changes before starting the next sprint (Project Management Methodologies - Everything You Need To Know, no date). The fundamental unit of Scrum is a small team of people, a Scrum Team which includes, as previously mentioned, a Scrum master, a Product Owner and Developers (Schwaber and Sutherland, 2020).

Kanban, a Japanese word meaning billboard, is a framework whereby tasks are visually represented as they progress through columns on a board. Each column represents a stage of the process to completion, and as the work from the predefined “backlog” moves through the board, more work is added (Project Management Methodologies - Everything You Need To Know, no date). It is a development method inspired by Toyota’s production systems that focused on reducing waste and improving quality (Agile methods: an introduction - Service Manual - GOV.UK, no date).

The lean framework, like Kanban, is adapted from lean principles like the Toyota Production System to maximise value and minimise waste (Agile methods: an introduction - Service Manual - GOV.UK, no date). The wasteful practices are referred to as the three “Ms”; muda absorbs resource without added value, mura is the unevenness in production creating inefficient processes, and muri occurs when resources are under pressure which can lead to breakdowns (Project Management Methodologies - Everything You Need To Know, no date). By keeping to these key principles, it’s possible to create an efficient workflow.

There are many other agile frameworks, such as XP, DSDM, etc. The reason there are so many variations is because professionals come from different industries and have varying perspectives and implementation goals for agile. As previously mentioned, Scrum, Kanban and Lean are the most popular and this is attributed to their lightweight frameworks that gives teams the freedom to explore how it best works for them (What do all agile frameworks have in common? - Extreme Uncertainty, no date).

For the information system project proposed, Scrum appears to be the most appropriate solution. It’s speed and flexibility with regular reviews and retrospectives for continuous improvement link in well with the project aims and objectives (Schwaber and Sutherland, 2020).

Kautz, Johansen and Uldahl explored the impact of Scrum on information systems and software development using a case study of a case management system implementation for job centres. Their research explored the methodology’s impact on productivity, quality and employee satisfaction, and the results were positive. They noted that focusing on producing usable software in defined, condensed iterations has reduced the need for continuous development and enhanced efficiency. Quality had also improved through the interplay between the introduction of unit and iterative testing as featured and emphasised by Scrum and the reported improvement in employee satisfaction was attributed to the task breakdown into manageable chunks, cross-disciplinary collaboration, and greater process clarity and transparency of the development process and the product under development (Kautz, Heide Johansen and Uldahl, 2014).

Scrum lends itself well to the information system project proposed given that there is an existing method for gathering, processing, and handling staff data, therefore there is an existing end goal and a well-known backlog of work. In addition to knowing the end-goal with regards to how the system should behave, its short sprints will allow the team to continually improve the delivery of the projected end goal with a possibility of enhancing its output too for an even greater impact.



Evaluating the impact of the proposed information system will determine the success of the project. The metrics or criteria for information systems effectiveness can be divided down hierarchically, as illustrated in Figure 2.

[image: Information_Systems_Effectiveness_Measures]
Figure 2 – Leavitt’s diamond model
(Information Systems Effectiveness Measures – Tech Talk, no date)

The relative evaluation is based on the functionality of the information system; does it do what it needs to? Has it had a positive impact on its users? Whereas absolute evaluation analyses its adoption, its technical effectiveness and cost.

[bookmark: _Toc122124734]Discussion
It’s no secret that the NHS in Wales is under significant pressure which is having a serious effect on morale and staff job satisfaction and a knock-on effect on patient care. The Welsh Ambulance Services NHS Trust offer a plethora of wellbeing services, but a key component of job satisfaction is feeling valued. The Welsh Ambulance Service held a number of award ceremonies this fiscal year to reward staff on some of their big achievements, but the ceremonies were met with anger, upset and frustration when employees eligible for awards were missed, making them feel worthless.
 
The implementation of the system improvement programme proposed would eradicate the errors to ensure the aim of the award ceremonies isn’t lost and would provide a quick and easy method of identifying all work achievements, whether it’s for long service, a return-to-work following maternity, or a new role; amplifying the number of people recognised and celebrated. Its adoption would signal the value it adds to the organisation and with increased engagement we’d expect to see an increase of job satisfaction, and consequently more great things happening at work as peers become motivated to do well and achieve goals.

Through identifying the project aims and objectives and its change strategy, it’s clear that although the system improvement programme is proposed to replace an existing manual process, there will be knock-on effects to the four components of Leavitt’s diamond; tasks, people, structure and technology (Leavitt, 2013). This means that the adopted project management methodology must take into account and consider change management as its development progresses. This is echoed in the realisation that the benefits of the information system will not be recognised by its users without it (Hughes, Rana and Simintiras, 2017).

What has been revealed as being equally important is the planning of the project and its management since papers regarding information system failures often identify issues with these pre-requisites of implementation (Hughes, Rana and Simintiras, 2017). Using an agile scrum methodology, a dedicated Scrum Team that includes a Scrum Master, Product Owner and Developers (Schwaber and Sutherland, 2020) will own its delivery using short sharp sprints and regular Scrum Reviews and Retrospectives to influence the next sprint (Schwaber and Sutherland, 2020). This project management methodology was best suited to the project for its iterative nature, giving the Scrum Team the ability to continually improve and quickly spot and rectify problems.

The aim of this project is to replace the current manual process of gathering staff data with an effective, secure, and intelligent digital monitoring system to celebrate Welsh Ambulance Service staff work achievements. It’s in-direct effect will hopefully be improved patient care as staff recognise that their work achievements are being celebrated and they begin to feel valued in their roles.

[bookmark: _Toc122124735]
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