
Digital 
Transformation

The NHS Long Term Plan sets out the critical priorities that will support 
digital transformation over the next decade. Digital transformation 
is seen as a step change in the way the NHS cares for patients, 
with improvements in care underpinned by technology. Digital 
transformation enables many of the wider service changes set out in the 
Long-Term Plan.

In general practice, digital transformation thus far has encompassed:

• Online registrations

• Electronic patient communication (via short message service SMS /
email)

• Use of the NHS App for care planning

Apart from being an important component of developing the ‘future’ 
NHS, digital transformation has the potential to reduce the carbon 
emissions associated with healthcare and to increase sustainability, 
particularly through reducing the need for patient and service-user 
travel.

Although remote consultations can reduce carbon emissions and 
sometimes be easier or more convenient for patients, they are not 
appropriate in all cases. It is important:

• To recognise the limitations of remote consultations as well as the 
benefits

• To ensure individualised care, including the ‘right’ type of contact for 
the patient

• To consider patient and service-user access to digital devices

• To take account of people’s existing access to healthcare services
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Achievements so far

• In South East London, many practices are utilising online consultations, 
and enabling patients and service users to consult remotely. The 
proportion of the different types of appointments attended by patients 
in December 2021 are shown in Figure 4. The number of face-to-
face appointments was greater than telephone appointments, but the 
percentage share of appointments was relatively similar, comprising 
49.1% and 47.9%, respectively. There were relatively much fewer home 
visits (0.4%), and online/video consultations (0.1%). 

• SEL ICS together with its key partners has developed a Digital 
Transformation Strategy for 2021-2025 which recognises digital 
transformation as a key driver of change. It explains how digital 
transformation will become an integral part of the ICS’s clinical, 
business and population health strategies at ICS system level.

Commitment

• SEL ICS will implement the ambitions of the NHS Long Term Plan 
‘Digital Transformation’ by providing tools to patients to enable them 
to gain more control over their health and care, by providing staff 
with technology to complete administrative tasks more quickly, and 
by joining up NHS IT systems to provide more comprehensive records. 

Figure 4: Type of appointments attended in general practice 
in SEL ICS, December 2021. Data from NHS Digital.
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https://www.ourhealthiersel.nhs.uk/Digital/SEL%20ICS%20Digital%20Strategy%20Aug%202021.pdf
https://www.ourhealthiersel.nhs.uk/Digital/SEL%20ICS%20Digital%20Strategy%20Aug%202021.pdf
https://www.longtermplan.nhs.uk/areas-of-work/digital-transformation/
https://app.powerbi.com/view?r=eyJrIjoiYzU2OTA2ODktZTIyNy00ODhmLTk1ZGEtOGVlZmRlZDNjYzY3IiwidCI6IjUwZjYwNzFmLWJiZmUtNDAxYS04ODAzLTY3Mzc0OGU2MjllMiIsImMiOjh9


• Working with the CCG/ICB to continue the digitisation of patient records 
in general practice

• Working with the CCG/ICB to identify current baseline, areas of good 
practice in SEL, and barriers to digitalisation

• Working with the CCG/ICB to review a support package for patients, 
which could include expansion of remote monitoring for people who may 
benefit the most

Aims Actions

To continue the 
digitisation of 
patient records in 
general practice 
across SEL ICS 
(with the GPIT/
ICS Digital Team)

Complete the digitisation of patient records in general practice by the 
end of March 2023 as per the GP contract (see Box 1).

To reduce patient 
and staff travel 
by utilising digital 
support 

With the ICS Digital Team and primary care planning and 
commissioning team:

• support options for general practice staff to work from home, 
where appropriate.

• support and provide access to a range of appointment types, 
including digital and remote options where appropriate, to ensure 
the provision of individualised care for patients and service users 
in general practice.

To develop 
a consistent 
and practical 
electronic health 
record that can 
be shared across 
primary and 
secondary care, 
including urgent 
care

Work with the ICS Digital Team and the NHS Trusts in SEL to increase 
clinicians’ ease of access to patients’ up-to-date and accurate 
electronic health records at point of care. Work to improve decision-
making, not only about appropriate care but also resource use.

Share aggregated data on outcomes in relation to interventions to 
improve outcomes across SEL ICS.

 

Overall aims and actions for the next 3 years: Digital Transformation

Priorities for Year 1
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Aims Actions

To work with 
the ICS Digital 
Team, Primary 
care planning and 
commissioning 
teams and the 
NHS Trusts in SEL 
to identify and 
support patients 
with the greatest 
need  

Explore the use of information technology to identify and prioritise 
patients with long-term conditions who have the greatest need for 
support. 

Explore supporting patients with remote self-management where 
appropriate.

• Improve the quality of care processes

• Increase the effectiveness of care

• Reduce medication errors and improve patient safety

• Reduce unnecessary interventions

• Improve communication amongst clinicians/healthcare providers, and between 
clinicians/healthcare providers and patients or service users

• Improve coordination of care

• Enable the sharing and exchange of data among health and care providers

• Improve data on public/population health providing insights for prevention and 
health creation

Box 1 
Potential of electronic health 
records to increase the sustainability 
of healthcare and improve health 
outcomes

Overall aims and actions for the next 3 years: Digital Transformation
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Case-study 4
Mental healthcare in 
Greenwich

Mental health for many in SEL has undoubtedly suffered 
during the pandemic and all 6 boroughs across SEL have 
seen an upsurge in demand for mental health provision but 
the waiting lists for triage, assessment and treatment have 
increased. 

The Mental Health Phone Advice & Guidance Project in 
Greenwich is a service in which health professionals are 
able to speak to mental health specialists from Oxleas NHS 
Foundation Trust, via telephone, in seconds. This service has:

1. Improved communication between primary and secondary 
care 

2. Reduced unnecessary referrals (with reduced unnecessary 
staff and patient travel)

3. Each phone call takes 39 seconds on average and can be 
done with the patient in the consulting room 

4. 48% of calls to the service have resulted in a referral being 
avoided
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https://www.consultantconnect.org.uk/casestudies/mental-health-advice-and-guidance-greenwich/
https://www.consultantconnect.org.uk/casestudies/mental-health-advice-and-guidance-greenwich/


Case-study 5

The GP contract requires that by 2022/23, Lloyd George notes 
will be digitised, and patients will have access to their records. 
For South East London with over 2 million patients the cost to 
deliver this service will be over £9 million. The CCG teams in 
six boroughs have been working together since 2018 to digitise 
records at nearly 50 sites.

The main benefits to practices are: 

1. to support and improve remote working where paper 
records have been digitised and are available in the patient 
record; 

2. to free the storage space in the practice, which could 
otherwise be used for clinical or administrative functions or, 
if records are being held off-site in long-term storage, to 
remove ongoing revenue costs; 

3. to increase business continuity – the digitisation of paper 
records will preserve patient records for longer and prevent 
potential damage or loss of paper records if there is a fire or 
flood at the practice.
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