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Digital Strategy Stakeholders
The digital strategy is very patient-focused and highlights them as one of the key stakeholders of the digital strategy, with the Welsh Ambulance Service (WAST) utilising the Patient Experience and Community Involvement (PECI) team to help facilitate engagement with this important group (Welsh Ambulance Service NHS Trust, 2020). The Patient Experience & Community Involvement Team engages with the public in a variety of ways and uses their comments, recommendations, and feedback to help improve the services that WAST provide (Welsh Ambulance Services NHS Trust, no date). Another key stakeholder will be the operational teams that the digital strategy will have one of the biggest impacts upon with the organisation having about 3,500 employees of whom work in its emergency medical services (EMS), Non-Emergency Patient Transport Service (NEPTS) and remote clinical assessment teams (111 and Clinical Support Desk) which operate within their Clinical Contact Centres (CCC) (Welsh Ambulance Services NHS Trust, no date).

The digital strategy outlines some key projects that WAST will deliver with those project teams being key stakeholders such as the Electronic Patient Record (ePCR), Integrated Information System (IIS) and Emergency Services Mobile Communications Programme (ESMCP) (Welsh Ambulance Service NHS Trust, 2020). These projects will help deliver the digital strategy and shape the patient and staff experience in the future. I am lucky enough to be a part of the Integrated Information System team which is a key stakeholder in the digital strategy’s ambitions. 
As a national provider of patient care the digital strategy also acknowledges that they need to engage with numerous organisations that provide care including local health boards and other NHS organisations, local government, other emergency services, charities, and third sector organisations (Welsh Ambulance Service NHS Trust, 2020). One of these key relationships will be with Digital Health Care Wales (DHCW) specifically the National Data Resource Programme (NDR) and Digital Services for Patients and Public (DSPP) teams. 



Reflection on Best Methods of Engagement
The Welsh Ambulance Services PECI team have a long-standing history of engaging with patients and the public regarding services they use, one successful engagement method they use is a people & community network where patients, stakeholders of WAST and the general public can engage in activities to help develop services that WAST offers through meetings, patient stories, readers panels, mystery shoppers and introduction & welcoming days (Welsh Ambulance Services NHS Trust, no date). The fact that the people's community network involves WAST and other stakeholders together enables patients and the public to really feel engaged in the process of change and helping to shape services. 
In engagement with operational staff, WAST routinely sends out staff questionnaires and online surveys for them to complete. This is a good method of engagement as it allows operational staff to focus on the job at hand and can be completed when the demand for their services is at their lowest. This is much more of a top-down approach to engagement as the questionnaires are framed by the individuals (typically managers or project teams) so does not necessarily allow the free flow of ideas, debate, and discussion. 
In engaging with the wider staff who goals in the digital strategy may not directly affect, WAST has created intranet SharePoint pages in which teams post regular updates about the various projects being undertaken. These pages tend to include frequently asked questions, information about the implementation and project and key contacts if individuals want to contact them to find out more. This allows all staff regardless of whether they are directly affected by the new implementation to be kept up to date and feel engaged in the process. 

Personal Experience of using and interacting with different methods of Communication 
The IIS project team that I currently work with have been acutely aware of the challenges of communicating our project which sits within the digital strategy. The biggest factor is our project itself has several stakeholders that go beyond the Welsh Ambulance Service, although they are the contracting authority for our project the system itself will be a national system for Urgent Primary Care (GP OOH) meaning communication must go beyond just the Welsh Ambulance Services’ operational and training teams but also to Local Health Boards Urgent Primary Care teams. The first challenge we experienced in communicating our project was engagement from operational teams, as our project was developing alongside the operational challenges faced by 111 and OOH such as Covid19 and the scarlet fever outbreak meaning engagement was ad-hoc depending on operational availability. This meant the establishment of the communications & engagement workstream was particularly difficult to meet regularly and struggled with local health board membership.  The establishment of an intranet SharePoint site to share regular updates with internal NHS stakeholders was delayed due to technology constraints of being able to share the site amongst the different NHS organisations, further contractual and implementation delays also meant that regular communication with these stakeholders became non-existent as the team focused on the design of the project rather than the implementation stage. I believe this created a huge amount of doubt with the stakeholders that the project would be delivered on time or ever, meaning decisions and input that the project team were reliant on stakeholders for further became strained.  One important team that I have had the opportunity to engage with for the development of our project is the PECI team when developing the new systems online symptom checker. As the PECI’s team's knowledge, they have had previously with patients and local and national charities in maintaining the current website offering that WAST provides for 111 Wales. Utilising this communication with the PECI team has been invaluable in developing a system fit for the purpose that meets the needs and helps drive the success of the digital strategy. This also I feel enabled the PECI team to feel invested in the success of the project as they could see the developments the new system offered. 
The Welsh Ambulance Service methods of engagement as a receiver that I have experienced tend to be top-down approaches from senior management. Questionnaires are sent to all staff to complete in their own time, bulletins are posted very close to implementation dates and no real face-to-face engagement to discuss the changes that will affect end users. This could be because as a national organisation, it could be seen as very time-consuming to run multiple sessions across regions/sites for staff to be fully engaged. When engagement is possible, when I was working operationally the pressures of maintaining a service greatly outweigh the need to contribute and engage in these activities. There was always a feeling of apathy when completing these long questionnaires and whether my engagement would contribute to any real change.  
One positive method of engagement that I have experienced that the Welsh Ambulance Service use is the creation of “WAST Live” which is a monthly online engagement session with senior management where different topics (including aspects related to the digital strategy) are discussed and presented to staff with the option for anonymous questions to be asked by staff. The only negative aspect of these sessions is that they tend to be during working hours and no option is given to staff to attend if they are working albeit recordings are shared with staff after the event. This has mainly placed the responsibility of engagement on the staff themselves rather than the organisation helping to facilitate this engagement but does highlight WAST’s commitment to communication and engagement with staff.  

Consensus vs group work
The Normalisation Process Theory (NPT) is a sociological method used to describe and comprehend the social processes that surround the adoption or implementation of new or improved processes in various institutions or organisations, such as healthcare settings (May and Finch, 2009). Cognitive engagement is one of the four generative mechanisms in that implementation is organised to aid successful implementation (May and Finch, 2009). If a digital strategy ensures it has cognitive engagement, then individuals will become invested in the success of the digital strategy as they will help shape the implementation and organisation of the strategy (May et al., 2009).  On reflecting on cognitive engagement and group work within the digital strategy the project I have been involved this has been lacking with wider group work but has worked well within the immediate team. The project team has strived to debate and discuss implementation ideas rather than going with the strongest voice in the group and I feel we have valued the ideas over the hierarchal structure of the team. This has however been lacking when it comes to wider engagement with local health boards and WAST operational teams, as their involvement with the project has been poor at times it has been difficult to achieve cognitive engagement as they have not been involved with all aspects of the project and have competing requirements. This has become more evident the closer we get to the implementation phase as new enhancement requests and questioning of processes developed for the new system have arisen. This has also made me aware of the loud voice of stakeholders who want to meet the needs of their service but not necessarily the overall service. This on reflection, emphases the crucial value of group work rather than listening to one stakeholder's needs due to the wider impact those changes may have. One way in which I have found that aids to combat the loudest voice and allows individuals to engage within our project is to break into smaller groups where various ideas can flow and where we can then be brought back to the larger group later to allow individuals to express their ideas that may have usually been lost in the noise.  In our project I have found one of the key assets to maintain the engagement is having a good facilitator, someone who can manage the group and help allow individuals who may not always speak up to engage with the group and express their opinions or ideas. 
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