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FOREWORD
“Right Information, Right Place, Right Time: Working together to make Good decisions” is driven by the commitment to deliver 
high quality safe care which reduces inequalities and is delivered within a culture of continuous improvement within available 
resources. 

Digital Technology is a fundamental part of the NHS, playing a pivotal role in coordinating patient care and seeing millions of 
patient interactions every week. The challenge of achieving high quality care in the face of growing demand, changing patient
needs and rising expectations can only be met if we harness the power toinnovative digital technology, as highlighted in the 
General Practice Forward View and more recently the NHS Long Term Plan, and Securing Excellence in Primary Care (GP) 
Digital Services Operating Model 2019-2021 

Digital technology has changed our lives almost beyond recognition in the last twenty years, whilst we frequently manage our 
financial affairs, retail and leisure time online, we have yet to fully utilise the benefits digital technology can bring to thehealth 
and social care system. This has become abundantly apparent in light of the COVID 19 pandemic.  
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The far-reaching public sector Integrated care and reform agenda requires Clinical Commissioning
Groups to be ambitious in their clinical commissioning intentions. Which in turn needs to be supported
by an ambitious, enabling digital strategy that ensures the use of information by patients, carers,
communities, clinicians, and managers. The delivery of North Tyneside Clinical Commissioning Group
(NTCCG) strategic priorities underpinned by better quality information and information sharing will:

• Improve the quality of care.
• Improve patient health and care outcomes.
• Reduce inequalities; and
• Increase productivity and efficiency.

North Tyneside CCG is working collaboratively; sharing lessons and best practices while seeking citizen 
and patient input – to deliver seamless and cost-effective care to achieve the best health outcomes for 
the two hundred and twenty-three thousand patients of North Tyneside.

Dr Lesley Young Murphy

Chief Operating Officer and 
Executive Director of Nursing

Wally Charlton MPA

Deputy Director of 
Transformation

https://www.northtynesideccg.nhs.uk/about-us/meet-the-team/profile/dr-lesley-young-murphy/
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Working together to maximise the health and wellbeing 
of North Tyneside communities by making the best use of 
NHS resources.

Our Vision

To enable the delivery of high quality, easily accessible 
and efficient health, and care services, to people of 
North Tyneside through digital solutions.

Work collaboratively with partners and stakeholders to develop 
sustainable health and social care in North Tyneside and the wider 
region

A North Tyneside where technology works for residents, 
organisations, and business, with people having equipment, 
connectivity and know how to use technology in a way that 
improves their quality of life
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Develop and implement a strategic plan that meets the needs of the population of North Tyneside using 
integrated technology across the health and social care sector.  To provide, in partnership with GP practices, CCG 
staff, partners and other service providers, systems and processes which enhance the delivery of services to the 
population of North Tyneside

Scope
North Tyneside CCG commission’s services for a practice-based population of 223,000 from a range of 
independent providers and predominantly four Foundation Trusts, Northumbria Healthcare NHS Foundation 
Trust, Newcastle upon Tyne NHS Foundation Trust, Cumbria, Northumberland, Tyne & Wear Mental Health 
Foundation Trust and North East Ambulance Foundation Trust

Our Aim

“Working together to maximise the health and wellbeing of North Tyneside communities by making the 
best use of NHS resources”.
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Guiding Principles
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Guiding Principles
Leadership & Engagement

Strong clinical leadership supported by an experienced and committed team will drive forward 
this vision whilst ensuring patient safety. Those involved in developing and delivering the NTCCG 
Digital strategy will adopt an attitude of leadership, actively seeking the views of patients, staff, 
partners and organisations.

No Blame Learning System
To enable continuous improvement, the NTCCG Digital strategy will positively promote an 
environment that enables individuals and organisations to report problems and errors, both within 
the informatics system and where informatics systems can help improve patient safety, knowing both 
that they will be supported in doing so and that improvements will follow.

Service Need Led
First and foremost, decisions around the delivery of the NTCCG Digital  strategy must focus on the 
needs of the patient and the health and care services to enable the delivery of the highest quality 
care with the resources available.

Continuous Improvement
The NTCCG Digital strategy will adapt to advances in technology and knowledge, and changes in how 
health and care are delivered.

Collaborative Working
Every individual and organisation brings unique skills and experience; joint working utilises these 
qualities and creates efficiencies. The NTCCG Digital strategy aspires to deliver the elements of 
the vision across the widest possible geography. Help improve patient safety, knowing both that they 
will be supported in doing so and that improvements will follow.



Strategic Themes
Optimising Resources
Utilising systems & processes to support services to deliver high quality care efficiently

Collaboration and Integrated Working
Enriching the patient experience through digitally enabled partnerships

Information Sharing
Supporting services to feel safe in making the right decisions on data sharing

Digital First Primary Care
Enabling patients to have additional digital access routes to primary care services

Population Health Management
Improve population health through data driven planning & proactive care delivery

Supporting Infrastructure
Reliable, Robust and Performance  Services underpinning Ongoing Innovation



Optimising Resources
Making best use of IT systems & processes to support primary care to deliver high quality efficient care

Patient Benefits 
• Higher quality, evidence based 

and individualised care
• Expert patient
• Faster access to appropriate care 

services

Primary Care Benefits
• Less waste
• Less pressure / stress
• Productive, ‘happy’ and capable 

workforce
• Resilience
• Reduction in errors
• Easier to read shared records 

recorded in a standard way

Standard resources for the 
clinical systems are 
produced once and shared 
across GP practices and 
services
•Templates
•Searches
•Documents
•Protocols

System 
Resources

Resources are embedded 
within clinical systems to 
support frontline staff in 
care delivery:
•Library of clinical 
guidelines and patient 
information

•Protocols and pathways
•Decision support tools and 
prompts

•Referral forms and 
supporting information 

Clinical 
Decision 
Support

Primary Care adopts 
consistent ways of working 
with IT systems:
•Health and social care 
services work together to 
share and adopt good 
practice

•Admin processes reflect 
best practice and are 
efficient

•Workflows ideally follow 
agreed pathways

Operational 
Working

Primary care workforce has 
appropriate training to 
maximise digital ways of 
working: 
•Training needs are 
understood

•Training supports a high 
level of confidence in the 
use of IT systems, 
increasing efficiency of 
workforce

•Staff know their way 
around systems they use

Training

Information is recorded in a 
standard way using agreed 
coding system (SNOMED):
•Data Quality is measured 
and constantly  improved

•Support and training for 
SNOMED deployment

•Prompts linked to codes at 
point of entry

•Coding is standard, 
moving towards a single 
system-wide coding 
directory

Data Quality 
and Coding

Health and Social care use 
IT systems to signpost 
patients to resources to 
support self-help and self-
referral via:
•Waiting room (screens)
•Practice websites
•Patient leaflets
•NHS app library
•LWNT

Resources to  
Support 
Patients
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NTCCG will work together with ICS colleagues, Primary Care, directly commissioned
services, partners, patients and communities to focus on key areas that will make a
difference to care delivery and development. We will do this by creating simple and
effective communication processes and pathways which will improve patient care
and experience and reduce waiting times for both patients and staff.

Optimising Resources
Making best use of IT systems & processes to support primary care to deliver high quality efficient care



Collaboration and Integrated Working
Enriching the patient experience through digitally enabled partnerships

Patient Benefits 
• Real-time, accurate information at 

the point of care
• Flexible, convenient options
• Seamless care
• Care closer to home

GP Practice Benefits
• Higher quality information 

available at the point of care
• More informed decision making
• Time savings 
• Administration efficiencies
• Confidence in accessing the most 

up-to-date clinical resources

At the point of care a 
clinician has real time 
access to up to date patient 
information regardless of 
where the data is held.

GP Connect / 
Care Connect

Sharing the clinical encounter
• Across provider Messaging
• Across provider Care planning 
• Paperless Processes inc

removal of fax machines
• Remote Appointment Booking

Transactional

Support the workforce to 
access their clinical system 
and digital resources across 
the Health & Care System.

Workforce

Realise the benefits from 
the use of the HIE to 
improve the care of 
patients.
• Influence the design of 

the HIE for the benefit of 
Primary Care. 

• Right information in
• Right information out

Develop Use 
of HIE

Support the development of 
new ways of working for 
Primary Care.
• Access to the right 

equipment
• Remote Access to 

systems
• Interoparability

Primary Care 
Networks

Ensure high standards of 
data consistency to support 
collaborative working 
across the Health & Care 
System.
• Template design and 

implementation
• Consistent coding –

SNOMED

Data 
Consistency

Give citizens the opportunity 
to set the preferences for 
how their Primary Care data 
is used.
• Health service planning
• Research
• NHS app

Patient 
Empowerment
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Collaboration and Integrated Working
Enriching the patient experience through digitally enabled partnerships

NTCCG will work together with Patients, ICS colleagues, Primary Care, directly commissioned 
services to continue to drive integrated care, within and between organisations, and across the 
health, care, and support sector.



Health and Social care services are compliant 
with information sharing legislation.
•Maintain a single electronic portal to manage 
robust and accurate information sharing 
agreements across  Health and Care Services

•Caldicott and data controller compliant with 
Information Governance legislation

•Ensuring accurate record keeping

Governance

In addition to traditional methods, we will 
digitally empower patients to help manage their 
own care:
• Inform the direction of travel in a portal 
covering social, primary and secondary care

•Built in audit trail so patients can see who has 
accessed their record and when

•Real-time patient control including preference 
setting

Patient Portal

Single platform for health and care information providing legitimate access to the right information 
at the point of need, regardless of setting or organisation.  Which will:
•Be trusted, secure, legal and compliant
•Have auditable access
•Developed based on clinical needs and use cases.
•Sharing of care plans

Regional HIE

Standardising electronic methods of transfer of 
care based on national standards.
Including:
•Referrals
•Discharge letters
•High quality, real-time, relevant data
•Paperless

Transfers of Care

Collective voice around what we are saying data 
will be used for.
•Set up an accountable body to manage access 
to secondary data

•Research
•Health resource planning
•Third party data extracts
• Improving data extraction processes and move 
away from legacy extraction techniques.

Secondary Use of Data

Information Sharing
Supporting practices/services to feel safe in making the right decisions on data sharing

Patient Benefits 
• Patient has control of own 

data
• Data is secure
• Better data, better care, 

better outcomes

GP Practice and 
commissioned 
Services Benefits
• Reduced bureaucracy
• Mutual assurance (same 

standards)
• Better decision making



Digital First Primary Care
Enabling patients to have additional digital access routes to primary care services

Patient Benefits 
• Easier access to general 

practice
• Quicker triage
• More convenient
• Cost effective

GP Practice Benefits
• Freeing up of face-to-face 

and telephone appointment 
slots

• Ability to better manage 
demand

• Reductions in home visits
• Easing of practice pressures

•Online Consultation is 
available in every practice 
to allow patients to submit 
queries to their practice 
online and receive a 
response within one 
working day

Online 
Consultation

•Patients can choose to 
have their consultation via 
video using a website or 
an app

•Urgent appointment 
requests could be 
available through hubs via 
video

Video 
Consultation

•Every patient can register 
to be a patient of the 
practice through their 
website  and / or via an 
online app

Online 
Registration

•The majority of 
appointments are available 
to book online as well as 
traditional methods (part of 
the national GP online 
programme)

Book 
appointments

•Patients can order repeat 
prescriptions online (part 
of the national GP online 
programme)

Order 
prescriptions

•Patients can view their full 
medical record online (part 
of the national GP online 
programme)

View medical 
record

•Appropriate practice use of 
SMS texting to 
communicate with 
patients, including 
appointments reminders, 
requests to make an 
appointment or 
communicating normal test 
results

SMS texting

•Patients are supported and 
enabled to access online 
services

•Wifi is available in every 
practice

Digital 
accessibility

• Implement a solution 
which allows patients to 
self-monitor, report 
information/readings to the 
practice and receive 
advice back through an 
app or text

Telehealth



Supporting Infrastructure
Reliable, Robust and Performant Services underpinning Health Systems delivery

Patient Benefits
• Improved experience of 

health & care system
• Confidence in the security 

of patient information
• Empower patients
• Access to additional 

services

GP Practice Benefits
• Assists in clinical delivery
• Meets service need
• Confidence in ICT
• Access to latest 

technologies
• Integration with wider 

health & care system

•Operations are maintained 
in spite of system 
interruptions

• Appropriate 
redundancy for critical 
systems

• Rapid recovery from 
failure conditions

Business 
Continuity

•Use commodity 
components and platforms

•Standardise
• Integrated modular design
•Aligned/compliant with 
standards

•Manage technical diversity

•Supports virtual networks
•Resilient Data CentresCommon Use

•Embrace best practice ICT 
concepts and technologies

• Investigate new 
technologies

•Proof of Concept/iterative 
adoption approach

•Adopt appropriately 
mature technologies

Innovation

•Interoperability
•Resilient access to NHS 
networks

•Secure Internet & cloud 
access

•Secure remote access
•Advanced telephony 
platform

Platforms

•Zero Major Incidents
•“IT just works”
•Avoid issues rather than fix 
issues

•Pro-active and visible 
alerting & communications

Stability

•Keep technology current
•Maximise performance
•Adapt to changing service 
needs

•Appropriate solution to 
meet service needs

Fit for purpose

•Service led, risk based 
decision making

•Proactive risk 
management

•Accountable to service 
users - visibility

•Service catalogue
•SLA & KPI driven delivery

Governance

•User centric design
• Intuitive interfaces and 
processes

•Timely, rapid and planned 
changes, avoiding impact 
on care delivery 

•Effective user 
communications

Users

•Data and Information is 
secure

•Evolving threats are 
addressed proactively

Security



Population Health Management
Improve population health through data driven planning & delivery of proactive care

Patient Benefits
• Optimal pathway for my 

conditions
• Best treatment for me
• Targeting at risk patients
• A healthier community
• Good experience of care

GP Practice Benefits
• Managed demand
• Targeted interventions
• Use of most appropriate 

professional
• Better population 

outcomes
• Future proofing care

1. Improve the health and wellbeing of the population with the most appropriate interventions
2. Enhance the experience of high quality care
3. Efficient use of health and care services, improved productivity and high impact treatments
4. Reduced health and care inequalities
5. Improve the wellbeing of the health and care workforce

Key Aims

•Proactive identification of  
patients at risk of disease

•Case finding
•Targeted intervention
•Access to expert opinion
•Development of new risk 
algorithms

Risk 
Stratification

•Identification of cohorts of 
similar patients

•Variance between cohorts
•Reduction in variation 
within cohorts

•Pathway optimisation 
across all services

Population 
Segmentation

•Early identification of 
potential future health and 
wellbeing needs

•Match to future capacity 
constraints (workforce, 
equipment, facilities)

Modelling & 
Forecasting

The systems and processes 
necessary to take a 
population health 
management approach, 
including governance and 
compliance, to ensure it is 
data driven.

Infrastructure

The analysis and insight 
drawn from the data that we 
hold and is around us, to 
better understand 
population need, 
opportunities and the 
required interventions.

Intelligence

The design and delivery of 
care to improve community 
wellbeing and health & care 
workforce development.

Intervention



Place based Projects
Optimising Resources
Deployment of STRATA to support the North Tyneside Future care programme 
Transform and build community services capacity to deliver more care at home and improve hospital discharge

Collaboration and Integrated Working
Work with Care/Nursing home staff to develop a number of assisted technology solutions to improve patient care and safety
Work with partners to develop and deploy virtual wards across North Tyneside

Information Sharing
Developing an Integrated Digital Strategy with partners, supporting care across North Tyneside to strengthen digital literacy
Implementation and updating of MyQoL, RITA and Whazam

Digital First Primary Care
North Tyneside Digital Talent Programme 
Navigation Tool - Web-based software that allows you to make full use of the wider healthcare team to relieve pressure on GP resources.

Population Health Management
Deploy the North Tyneside digital inclusion survey and report findings to relevant boards and groups
Improve population health through data driven planning & proactive care delivery

Supporting Infrastructure
Managing PCN IT infrastructure re laptops and agile working
Supporting vaccination centres in the form of laptops 



What does this mean for patients?

I get texts or 
email reminders 

about my 
appointments or 
tasks I need to do 
at home (such as 

monitoring my 
blood pressure)

I can easily see 
my records 

online and I can 
add information I 

think is 
important 

My practice is 
much easier to 
get hold of and 
there seems to 

be more 
appointments 

available when I 
want them 

With my consent, 
everyone who 

cares for me can 
see my 

information. I 
don’t have to 

keep telling my 
story and it saves 

tests being 
repeated

I never have time to get to 
see the doctor, but now I 

can ask for help online and 
get a quick response from 

my GP



What does this mean for practices and 
partners?

I don’t need to 
think about IT at 
all, I sit down to 

see a patient and 
it just works

I can see the 
information I need 
about my patient’s 
care, where they 
have been and 

what has 
happened to 

them. This helps 
me deliver the 

best possible, safe 
care

The IT systems I use are 
set up to offer me easy 
access and guidelines. 

They speed up my tasks 
and safety is built in as 

standard.

The online technology 
reduces the amount of 

time I spend on the 
phone doing routine 
tasks, allowing me to 

focus on helping patients 
with more complex 

problems.
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Governance

Working across the Health and Care System  
The NTCCG digital strategy will align with the NENC Primary Care Digital Strategy and forms part of the wider digital workstream of 
the Integrated Care System. Clear governance arrangements allow primary care, secondary care, social care and other parts of the
system to work together to improve digital services, ensuring that the technical infrastructure and information sharing processes are 
joined up and fit for purpose. 

Regional GP informatics – Better together
While individual CCGs remain accountable for delivery of primary care IT, where it makes sense we will work together at scale to plan 
and deliver projects. There are many opportunities to work collaboratively to offer a more efficient approach (and provide financial 
savings). We will collectively share good practice and spread innovation across the region.
The footprint for joint working will be determined depending on the projects involved. This could be at an Integrated Care System 
level, an Integrated Care Partnership level, or a bespoke arrangement if more appropriate. 
The NENC GP IT governance group will oversee the delivery of the NENC Primary Care Digital Strategy, ensuring the digital projects 
being delivered are demonstrating measurable benefits for patients  and practices, and in alignment with the strategic objectives of 
the CCGs. It is also a key enabler for delivery of the regional Primary Care Strategy.

Locally focused – Delivering for our patients and our practices
While there are many benefits to working together we must also stay focused on local priorities and developments at a more local
level. NTCCG will continue to work with their individual member practices and strategic partners to identify local priorities and be 
responsible for local delivery. 
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