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Care must embrace digital. That’s the message coming through from the 
government, the NHS, and regulators. Under constant pressure to be 
more efficient and transparent, the sector needs all the help that digital 
technology can offer. But while automating admin areas such as records 
and rostering can free up time for valuable personal interaction, only 
30-40% of care providers are fully digitised*. And although healthcare 
was second only to finance in its IT spend in 2019, 70% of projects didn’t 
achieve their goals.

What’s stopping care from going digital? 

Often, it’s the “fear factor”: that digital transformation can mean expensive, 
time-consuming exercises that don’t deliver what they promise. Today, cloud 
technology is removing this barrier, by making advanced digital tech readily 
available. This frees up care providers to focus on the human factor – how 
ready-made tools can help people work better – so transformation becomes 
about people, not tech.

This guide sets out five steps for “people-centred” digital 
transformation that have been proven to work in healthcare settings.

30-40%
70%

of care providers are fully 
digitisedonly

of healthcare IT projects didn’t achieve  
their goals in 2019

* https://www.nhsx.nhs.uk/blogs/using-technology-to-put-people-at-the-heart-of-care

 https://www.nhsx.nhs.uk/blogs/using-technology-to-put-people-at-the-heart-of-care/
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“The core thing in any care 
home is staff. You need to 
remove any impediment to 
their happiness. 
Little things can make 
the difference between a 
member of staff staying 
with you or leaving. If you 
can focus on those small 
things, it’s more likely 
they’ll stay.”
David Tanner
Owner, Ascot Residential Homes
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Build a business case 
and get buy-in

01

Digital transformations fail when they try to do too much too soon.  
What’s important is not to try and “boil the ocean” but to break the plan  
down into manageable chunks. Your business case should be based on  
getting early results and it must have the support of your people. 

Prioritise. Compare the effort needed for each element of your plan with its 
impact, so you can find the easiest and most logical way for the transformation 
to start making a difference. The faster you’re able to show business benefit to 
executive teams, the easier it is to make the financial case for change.  

Chart a course. This is about setting out manageable steps towards your 
destination rather than trying to get there in one mighty leap. For example, 
one hospice provider laid out a three-year transformation plan that began by 
updating essential hardware (such as laptops). They then put in place people 
systems such as HR and staff scheduling before finally updating back-office 
systems such as finance and payroll. 

Travel together. Your people must feel that the transformation is being done 
for them, not “to” them. A digital readiness survey can help you decide what's 
going to work best for employees. For example, at one care provider, staff 
were still able to print out their schedules if they wanted to, even though the 
scheduling had been entirely digitised. And if you describe the project in plain, 
non-technical language, employees will see more easily how it’s going to help 
them spend less time on low-value work and more time on resident care.

Align user and business benefits. The main reason for any transformation  
is ultimately to create a better experience for both residents and employees. 
This needs to line up clearly with business benefits such as cost savings,  
better data and greater efficiency.
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Consider using a digital readiness assessment 
 to help you decide how and what to digitise

“When you’re ‘all hands 
on deck’ and dealing with 
different issues across 
the business, it’s very 
disruptive to be tied up 
doing admin tasks like 
timesheets and  
schedules the  
old-fashioned  
way.”
Navjot Singh
Aspen Hill Village Care Home
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Make procurement 
people-centred

02

Now that you’ve secured budget, commitment and are ready to buy, it’s 
important that procurement decisions are built around the needs of your users 
and customers. 

Prioritise what users want. The biggest input into your project scope will 
be feedback from your users on their difficulties with the processes they 
manage at the moment. The hospice provider mentioned in step 1 above was 
able to invite care staff to early demos and ensure that their feedback was 
incorporated into the apps they were going to use.

Focus on total cost of ownership, not just price. Talk to vendors about 
what’s included with any system. There may be hidden extras and additional 
costs when what you want is a fixed cost that you can control and model into 
the future.

Choose a vendor that’s aligned with your organisation. With cloud-based 
technology , you’re buying a partnership, not just a digital solution, so your 
requests for information (RFIs) should centre around a vendor’s ability to be an 
effective partner. Are their values aligned with yours? How will they manage 
the relationship over the long term? How responsive are they when you need 
quick fixes?

Focus your RFI on the partnership, not technology 
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“Staff now know what 
shifts they are working 
on because they have the 
smartphone app… I can 
now concentrate on my HR 
work and now the clinical 
team can concentrate on 
providing the best clinical 
care for our patients.”
Su San Chan
St Joseph’s Hospice
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Implementation
03

This phase succeeds when it is tightly managed and focused on creating new 
processes that genuinely add value.

Aim to get to value as soon as possible. This reflects the emphasis in the 
business case on setting out manageable steps towards your goal. A “crawl, 
walk, run” approach that sets realistic milestones will see results earlier than 
an attempt to deliver everything on day one.

Make it feel like a joint venture. Set clear goals and joint commitments with 
your vendor so that your teams are working towards a common aim.

Set yourself up to reinvent, not just automate. There are chances in your 
transformation to create moments of “digital joy”, where the value of a new app 
or capability resonates emotionally with users. New, super-efficient ways of 
working can have a powerful positive effect on morale – and help you retain 
and attract people.

Build in feedback loops. This way, everyone learns from success and 
challenges, and the outcome can be incorporated in your solution.

Get the resources you need. Make sure you have the people and expertise 
needed to follow through on the commitments you’ve made. Your people will 
still be doing their day jobs while the transformation is taking place.

Use strong governance. Setting a governance framework that defines who 
has decision rights will help overcome blockages so the project can move 

A strong governance/escalation process for key decisions  
will reduce delays to implementation.
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“We always make sure that 
potential recruits know 
that we have an app-based 
rota and communication 
system. I asked the person 
in charge of scheduling 
what she would do if we 
took Deputy away. She had 
a two-word answer:  
‘I’d resign!’”
David Tanner
Owner, Ascot Residential Homes
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Go live
04

It’s tempting to see this as the end point of a digital transformation. But it’s just 
the start. What matters now is learning from the experience, so the next steps 
are successful.

Start with a soft launch. This will give you the opportunity to make 
adjustments where they are needed. 

Celebrate and recognise. Yours and your vendor’s teams will have worked 
hard to get here, so it’s important to recognise their efforts and patience.

Take time to reflect. What went well? What have you learned? What would 
you do differently next time? How are your stakeholders experiencing the 
change? Finding answers to all these questions will help to embed the 
transformation and lay the ground for future success.

Plan your next steps. Set out how and when you will start moving  
towards your strategic objectives of cost and time saving and ultimately,  
better outcomes for residents.

Conduct a soft launch first - iron out any issues,  
then make a splash. 
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Success and advocacy
05

When you reach “steady state” with new digital apps and tools, it’s a potential 
point of failure. It’s important at this stage to review how effectively you’re 
moving towards your strategic objectives, and to make sure you have the 
support you need.

Validate your plan. Ultimately, digital transformation is about creating 
seamless processes – for example, enabling the right person to be in the right 
place at the right time, with the right instructions. To what extent is your plan 
delivering on goals like this? Check with your vendor’s customer success 
manager to make sure it’s on track.

Identify internal advocates. Your own people can be valuable champions to 
manage training and act as a first port of call for users who have questions or 
issues using new digital capabilities.

Maximise vendor support. Involve your vendor’s customer success manager 
in senior-level discussions rather than simply relying on them for resolving and 
escalating day-to-day issues. This will help ensure you get the maximum value 
from the partnership.

Agree the goals and success metrics with your partner(s) and  
focus on jointly hitting your strategic goals over time



12DIGITAL TRANSFORMATION, SIMPLIFIED

Conclusion:  
People-centred 
transformation is  
for everyone
The digital element of any transformation is just the “how” – the way in which 
you make it happen. Cloud technology makes this element easier and more 
accessible than ever. 

The project itself is mostly about people and process: helping your 
employees to work more efficiently so you can deliver a better service. 

So, care providers don’t need to be IT specialists to make the project happen. 
Anyone could get started, now. You simply need to use the people and 
process skills you already have, and work with a partner to ensure your digital 
transformation succeeds. 

Around 500 age and social care facilities in the UK use Deputy’s app-based 
solution to transform how they manage tasks such as scheduling and payroll. 
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Deliver high-quality 
care, reduce costs and 
spend less time 
organising staff
Simplify rotas, communication, timesheets, and budget tracking.  
Easy to set up and connect with your existing systems.

Help give your employees what they need — a flexible schedule — while 
taking the time and hassle out of shift work management. Get the help 
you need now, and as you grow. Get the help you need now, and as you 
grow. Deputy — your shift work management system. 

Offices in London, Sydney and San Francisco.

Want to learn how Deputy can help your care home?  
Contact Us today. 

Deputy.com / 020 3150 1149 

http://Deputy.com
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Simplifying Shift WorkTM


