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[bookmark: _Toc118380469]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). 

As a Communications Specialist, I can contribute to the idea that Welsh Ambulance Service leaders are there to support their staff. A responsibility of my 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: _Toc118380470]The Business Problem
The NHS in Wales is under significant pressure 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 we will explore within this essay 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 were organised by the Communications Team using manually sourced data from relevant parties that were then manually sorted and manually processed. You will have noticed the repetition of the word ‘manual’ which unfortunately 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 improvement can rectify the situation by ensuring silly mistakes don’t occur again and by making sure the purpose of the events themselves are not lost.

[bookmark: _Toc118380471]Justification	Comment by Emily Baker (2211688): Note to self: should aim to identify appropriate source of evidence to support the inclusion of digital components within the health and care sector
The information required to find eligible staff already exists across various databases, the change 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), will also store the data and recognise when a corresponding user is interacting with it to automatically match the user with their data. It will also be able to capture more.

The 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 available data into a user-friendly CMS will streamline the process of gathering information and if displayed coherently on the front end it could create an uplift of engagement, especially when using personal data and automatic matching. 

Implementing a system improvement programme to address the business problem is justified by…	Comment by Emily Baker (2211688): I intend on writing these into sentences. I found writing them as bullet points first helped to get my thoughts down on paper.
· Bringing about a cost savings by freeing up a Team’s time to focus their efforts elsewhere
· Creating a slick process to give Welsh Ambulance Service staff the best awards experience
· To get more staff buy-in with an easy, unmissable, and fun process/program
· Uplift staff spirits because more staff are involved and excited about the prospect of receiving an award/recognition
· Although this is a specific improvement programme for a specific Communications Team problem, it could develop and become a tool used across the organisation
· As a senior member of the Communications Team, I have the knowledge and the expertise to drive the improvement programme to solve this problem

[bookmark: _Toc118380472]Aims and Objectives
The aim of the proposed system improvement programme is to create a streamlined process for collecting and using staff data to celebrate their career achievements.

The objectives to reach the overall aim are:
To develop a programme with interoperability, which is the ability of computer systems or software to exchange and make use of information (Benson Grahame Grieve, 2020), with the NHS Electronic Staff Record (ESR) to trigger key staff milestones and achievements deserving of recognition.
To develop a simple content management system to output the data in a cohesive way that enables users to interact with it and input additional data for processing by the new financial year.
To reduce the time spent manually gathering the data by 70% for the Communications Team and other relevant parties when the system improvement programme is launched.
To create a better experience for Welsh Ambulance Service staff who are eligible for an award and/or recognition, and to put on the best display of appreciation for their contributions to the organisation to boost their morale.
[bookmark: _Toc118380473]Leavitt’s Diamond 
Using Leavitt’s Diamond, also known as Leavitt’s System Model, I will analyse the organisation-wide effects the proposed system improvement programme will have. It is crucial for its success to be aware of the effects the change will have on the entire Welsh Ambulance Service to plan accordingly.

· Tasks
· Staff across the organisation are expected to interact with the new content management system.
· The Communications Team will routinely access the data as they begin organising the events.
· Managers will receive additional emails, especially when members of their team are nominated for an award or have hit a career milestone, which they will be expected to cascade through their team and congratulate the individual.
· People
· Staff across the organisation will need to be motivated to engage with it.
· Training should not be required as the goal is for the CMS to be user-friendly. 
· The Communications Team, however, will receive training to access/export the data when required.
· Don’t foresee any staff concerns, but it is envisaged that as more of their colleagues begin receiving the recognition engagement will rise.
· Structure
· The Communications Team will lean on Managers across the organisation for their support, increasing relations between departments.
· Corporate governance will be involved to assess the security of the data.
· Technology
· The change will require access to a variety of databases.
· Integration with Microsoft 365 will be required to identify users and auto-populate their data.
· Encryption will be required.

[bookmark: _Toc118380474]Literature Review
Define your search strategy, present your results, and discuss the emerging themes (evidence of how implementation and adoption of IS solved business problems and evidence of the use of different project management methodologies for IS implementation projects).

[bookmark: _Toc118380475]Methodology
1. Identify a suitable Project management methodology with justification.
2. Describe the selected Project management methodology
3. Discuss how you will implement the project management methodology
4. Discuss how you will evaluate the impact of your project.
[bookmark: _Toc118380476]Discussion
1. Reflect on how you envisage your change will influence wider system improvements
2. Relate this to other relevant domain knowledge from the literature.
3. Discuss possible extension or downstream benefits of your intervention. (direct/indirect, possible future opportunities, potential unintended consequences).
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