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1. Better health
2. Better healthcare
3. Lower cost
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Lesson #1
The Internet is 
eating everything 



While we’ve been busy 
getting the            to go 
‘paperless’...
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Digital transformation will 
happen. But it might be 
done to the NHS, rather 
than by the NHS. 
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Digital transformation will 
probably happen *to* the 
NHS, not  
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Lesson #2
Bad service design is 
not a viable policy option



“What if we 
increase demand?”
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“I haven’t got a username or password…”

“I don’t know [my] ID…” 

“If I login, I might see no appointments, but if I 
ring, I might be able to arrange it.” 

Patients 108, 105 and 97
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Lesson #3
Healthcare is a web, 
and you can’t control it 



53m+ population
1.4m staff
6.5m carers
9,000 organisations
£113bn
3,000 websites







Formal
Rules-based
Command-and-control
Closed 
Siloed
Stable
Replicable

Self-managing
Living entities

Bottom-up
Open

Connected
Evolutionary purpose 

Unpredictable





Lesson #4
We’re here to make things 
better, not just digital 



1992 1998 2001

2002 2003 2010

2013 2015



TECHNO-
UTOPIANISM
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“You can see the computer 
age everywhere but in the 

productivity statistics”
Robert Solow, 1987
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This is an adaptive change, 
not a technical one
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How Who

Technical change Apply current 
know-how

Managers and experts

Adaptive change Learn new ways The people with the 
problem: front line staff



1. Redesign services

2. Reimagine work

3. Re-configure the workforce

4. Re-configure organisations/buildings

5. Adopt new business models
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It’s happening. 
Let’s make sure it happens 
in the right way.  



Thanks!
Dan Sheldon
@sheldonline


