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Digitalising healthcare

The National Health Service is not only 
one of the most complex organisations  
in the world, it is also one of the largest. 
That complexity and scale, built 
incrementally over the past 70 years,  
has led to an organisation with unique 
technological challenges. Purchasing 
requirements are often disjointed; driven 
by IT specification lists rather than future-
proofed user requirements, which has 
further compounded the problem.

However, the landscape is shifting.  
The upgrade to Windows 10 across the 
entire organisation has been mandated  
to roll out by January 2020. Right now,  
the conversation around technology  
at the NHS is a core focus, as missing  
this deadline would mean losing central 
funding for future IT updates.

The NHS Long Term Plan, launched at  
the end of 2018, sets out a bold vision  
for the future of the NHS. That vision  
will only be possible with the use of new 
technology that boosts productivity, 
improves collaboration and connectivity, 
and reduces inefficiencies.

Within this document you will find the case 
for digitalisation within the NHS, as well  
as how Surface devices can accelerate 
service digitalisation, from mobile workers 
through to hospital staff and up to those 
managing the UK’s largest single employer.

The Windows 10 mandate presents a 
massive opportunity for the NHS. Through 
a consumer-level device that’s fine-tuned 
for your new organisation-wide operating 
system, this document will show you the 
benefits that Microsoft Surface devices will 
bring to the NHS.

DIGITALISING 
HEALTHCARE



 In 2017, the WannaCry ransomware attack reportedly  
cost the NHS £92m7, and resulted in more than 19,000  
cancelled appointments

According to the NHS Long Term Plan, 63% of Doctors’ 
time is taken up by admin1

NHS Digital laid out plans to make the NHS paperless  
by 20202, but external analysts are predicting this won’t 
happen until 20233, or even 20274

Today, 94% of NHS trusts still use handwritten notes5 

 In 2017, an FOI request revealed there were 9,132 missing 
patient records6 across just 68 NHS hospital trusts

Fast facts at the heart 
of the conversation
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1https://www.longtermplan.nhs.uk/publication/nhs-long-term-plan/
2https://digital.nhs.uk/news-and-events/news-archive/2016-news-archive/national-information-board-paperless-2020
3https://www.hsj.co.uk/hsj-partners/a-paperless-nhs-by-2023-but-can-you-afford-to-digitise-/7023053.article
4https://www.digitalhealth.net/2017/04/nhs-will-not-be-paperless-before-2027/
5http://parliamentstreet.org/wp-content/uploads/2018/08/NHS-Patient-Records-Final.pdf
6http://parliamentstreet.org/wp-content/uploads/2018/08/NHS-Patient-Records-Final.pdf
7https://www.telegraph.co.uk/technology/2018/10/11/wannacry-cyber-attack-cost-nhs-92m-19000-appointments-cancelled/

https://www.longtermplan.nhs.uk/publication/nhs-long-term-plan/
https://digital.nhs.uk/news-and-events/news-archive/2016-news-archive/national-information-board-paperless-2020
https://www.hsj.co.uk/hsj-partners/a-paperless-nhs-by-2023-but-can-you-afford-to-digitise-/7023053.article
https://www.digitalhealth.net/2017/04/nhs-will-not-be-paperless-before-2027/
http://parliamentstreet.org/wp-content/uploads/2018/08/NHS-Patient-Records-Final.pdf
http://parliamentstreet.org/wp-content/uploads/2018/08/NHS-Patient-Records-Final.pdf
https://www.telegraph.co.uk/technology/2018/10/11/wannacry-cyber-attack-cost-nhs-92m-19000-appointments-cancelled/


On the global stage, healthcare is transforming. Wearables, the Internet of Things, 
artificial intelligence and mixed reality are becoming mainstream thanks to ultra-
connectivity. Meanwhile, big data is bringing the whole picture together; delivering  
deep insight into patient health and directly impacting care implementation.

This is where the NHS risks falling behind. It must quickly build the connected 
infrastructure and digital culture needed to take advantage of technological advances.

TECHNOLOGY 
TRANSFORMATION



Head of ICT,  
UK healthcare
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“THERE ARE TEAMS  
OF 30 TO 40 PEOPLE  
THAT NOW SHARE  
FILES AND CONDUCT 
MEETINGS WITH SKYPE. 
WHAT USED TO TAKE 
TWO HOURS NOW ONLY 
TAKES 15 MINUTES.” 



By permeating the entire organisation, 
Surface will reinforce the NHS digital 
transformation being delivered through  
the Windows 10 rollout. For the NHS,  
the benefits of Surface devices will be 
comprehensive and immediate.

THE CASE FOR SURFACE

•  Average weekly productivity gains on common daily tasks  
and workflows: 2 hours

•  Managers saved nearly 3 hours per week through enhanced 
collaboration and oversight

• 9% reduction in worker turnover rate

• £3,568 net benefit per worker

• 12% reduction in helpdesk tickets from Surface users

• Payback less than 6 months after go-live

Forrester recently reported on the benefits of Surface  
for businesses1, including:

1Forrester (2017). Improving Firstline Worker Performance With Microsoft Office 365



CLINICIANS 

Rory is a registrar focused on General Surgery in the North  
of England. Concerns over patient safety weigh on his mind 
constantly and he feels undervalued by management; a feeling 
that is compounded by his general workload and the archaic 
administration technology he is exposed to across the hospital. 
These are the primary reasons why many of his colleagues have 
left the profession.

A lot of Rory’s role involves overseeing the work of junior 
doctors in the department; responding to bleeper requests as 
well as physically checking any procedures and decisions made 
during the shift. As his specialty takes him across all areas of  
the hospital, there’s a high level of mobility on any given day 
and hauling a heavy laptop around wasn’t really a healthy 
option, so in the past Rory has had to handwrite a lot of notes 
to be typed up when he finds the time – often after his shift has 
officially ended.

With his Surface, Rory has gained true mobility. Surface devices 
start at just 522 grams, so whichever device Rory chooses,  
he can easily carry it with him wherever he needs to be.  
That means updating patient records on the fly to ensure 100% 
accuracy through removing input duplication. The notes he 
makes are also searchable, so he no longer has to rely entirely 
on his memory when he meets a new patient with a range  
of symptoms he may have seen before. As Rory no longer  
uses paper notes, data security is also massively improved.  
He doesn’t have to worry about accidentally breaching  
patient confidentiality.

The challenge

Infection control cases protect your Surface device as an integrated component of your 
infection prevention programme. They are designed to repel liquid spills, dust, dirt, viruses, 
bacteria, blood and hazardous agents, and prevent pathogens from growing between  
and under keys. The case keeps germs and bacteria on the surface where it can be cleaned 
and disinfected without the need for removal.

Sources:  http://www.clinmed.rcpjournal.org/content/17/Suppl_3/s31.full 
http://www.skillsforhealth.org.uk/news/case-studies/item/380-a-day-in-the-life-of-a-junior-doctor 
https://www.fmsq.org/en/profession/medecine-specialisee/specialites-medicales

http://www.clinmed.rcpjournal.org/content/17/Suppl_3/s31.full
http://www.skillsforhealth.org.uk/news/case-studies/item/380-a-day-in-the-life-of-a-junior-doctor
https://www.fmsq.org/en/profession/medecine-specialisee/specialites-medicales


Surface benefits

Lightweight devices that start at just 522 grams ease mobility,  
wherever staff are needed.

Capture patient notes, give approvals and authorise medication  
with the Surface Pen.

Clinicians can now collaborate with his junior doctors using Microsoft Teams.

Built-in security that automatically updates, relieving the user  
of the compliance burden.

NHS investment in personal work devices makes staff feel valued.

Consumer-level device inputs speed staff competence and reduce system 
training requirements.

Match patient expectations with next-level time efficiency.

Tablet mode allows closer engagement with patients by easily playing back 
their own care record.

Portability

Security

Device design/form factor

Digitalising healthcare

Sources:  http://www.clinmed.rcpjournal.org/content/17/Suppl_3/s31.full 
http://www.skillsforhealth.org.uk/news/case-studies/item/380-a-day-in-the-life-of-a-junior-doctor 
https://www.fmsq.org/en/profession/medecine-specialisee/specialites-medicales

http://www.clinmed.rcpjournal.org/content/17/Suppl_3/s31.full
http://www.skillsforhealth.org.uk/news/case-studies/item/380-a-day-in-the-life-of-a-junior-doctor
https://www.fmsq.org/en/profession/medecine-specialisee/specialites-medicales


NURSES

Sarah is an NHS nurse at a major hospital in the South West of 
England. Over the past few months, she has seen many of her 
colleagues leave the NHS – predominantly because of the stress 
and physical strain of the job. Low staffing levels and efficiency 
drives over the past decade have had a major impact on her 
work. The push to free up beds means that Sarah no longer  
has a mix of extremely sick and stable recovering patients.  
The overwhelming majority is now made up of patients that 
require constant supervision to stop them from deteriorating, 
and they’re often discharged as soon as they are stable.

This means every work shift is a 12-hour sprint; dashing 
between patients to maintain a minimal level of care without 
being able to take her mandated lunch break. Also, every 
touchpoint with a patient must be documented. But now, thanks 
to the portability of her Surface device, Sarah can complete log 
procedures and care notes in real time. This not only saves time, 
as she records everything once rather than having to later type 
up handwritten notes, but halving the amount of data entry  
also limits the opportunity for human error in the process.

Previously, Sarah had to use a single central computer as often 
as she could; a process that was sped up by the fact that 
whomever was first on shift tended to leave the system logged 
in. While this was good for Sarah, it presented a massive 
security risk, as unmanned computers were left open for anyone 
to use. The need for documentation also meant working extra 
hours after every shift to catch up on paperwork; often relying 
on memory and some hastily jotted-down notes. But the 
portability and connectivity of her Surface device  
allows Sarah to work better on the go.

The challenge

“Nurses… have now become our most 
enthusiastic Surface Go users.”
CIO, University Hospitals of Leicester

Digitalising healthcare



Surface benefits
Sarah enjoys document procedures in near real time.

She can receive documented instructions on the go, improving patient safety.

Windows Hello facial recognition saves Sarah time by removing the need to remember 
and input her password to log in.

Sarah can spend more time with patients, as she can upload their notes to electronic 
records from the bedside.

Intuitive design and familiar device inputs speed staff competence and reduce system 
training requirements.

Consumer-ready devices deliver a much improved UX over bespoke solutions.

Sarah’s device uses a case with a loop handle on the back, and she can use  
the Surface Pen to write naturally as she moves around the ward.

Portability

Productivity

Device design/form factor

Sources:   https://www.england.nhs.uk/five-year-forward-view/next-steps-on-the-nhs-five-year-forward-view/harnessing-technology-and-innovation/ 
https://www.himssconference.org/sites/himssconference/files/pdf/64.pdf

https://www.england.nhs.uk/five-year-forward-view/next-steps-on-the-nhs-five-year-forward-view/harnessing-technology-and-innovation/
https://www.himssconference.org/sites/himssconference/files/pdf/64.pdf


ADMINISTRATION 
STAFF

Debra and her team are responsible for payroll at a major NHS 
trust. She is personally responsible for more than 2,000 salaries 
every month. At any one time, Debra needs to be familiar with 
pay scales and pension regulations for every role in her trust; 
from porters to consultants and from nurses to chief executives. 
The smoother and more accurate her operation is, the happier 
and more productive everyone can be across the entire trust.

The complexity of the organisation is mirrored by the complexity 
of the systems she must use; a legacy database with extensions 
that have been bolted on over the years. The five-year-old 
desktop computer Debra uses frequently crashes or slows to  
a crawl even when doing the simplest of administrative tasks.  
The need to run a separate anti-virus program just makes 
things worse, since so much of her computer’s limited resources 
are already spoken for even before Debra tries to do her job. 
With Surface, Windows Defender Antivirus, firewall and more 
security features are baked into the operating system, and 
fine-tuned to run with Windows 10. Debra’s device also has the 
power she needs to enable everyday tasks, rather than slowing 
her down. She can even use the Surface Dock to connect to 
multiple screens, which helps immensely when she compares 
financial data from various reports.

In the past, data has been frequently stored in silos. Debra’s 
colleagues kept personal notes on the multitude of tasks they 
had on the go at any one time. But security and data breach 
fears meant these notes were almost always locally stored on 
personal computers. This presented a big problem every Friday, 
when her part-time colleagues weren’t in, as well as whenever 
anyone was off sick or on annual leave. Through OneNote, 
Debra’s team can write searchable, shareable records. The 
connectivity of Office 365 also means that document uploads 
happen in near real time; boosting productivity and breaking 
the team out of silos.

Debra has also taken the opportunity presented by her  
new Surface to increase her mobility around the hospital.  
She hot-desks around different parts of the estate a few days 
per week, giving NHS staff easy face-to-face access for live 
troubleshooting of payroll issues with her.

The challenge



Surface benefits

With cutting-edge processors such as the 8th Gen Intel Core, devices 
enable users, rather than slowing them down.

Consumer-ready technology delivers a UX that staff like Debra will be 
immediately comfortable with.

Built-in, dedicated security that is tuned specifically for Windows 10.

Automatic updates ensure compliance without the need for  
human intervention.

Cloud storage, such as One Drive, means the entire team can view  
and interact with live documents.

OneNote allows Debra to write, share and search for information  
that relates to her job, boosting collaboration and productivity.

Power

Security

Connectivity and collaboration
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Sources:   https://www.theguardian.com/healthcare-network/2016/may/24/back-office-staff-improving-nhs-care 
https://www.theguardian.com/healthcare-network/views-from-the-nhs-frontline/2015/feb/23/working-in-nhs-payroll-back-office 
https://www.nhsemployers.org/blog/2018/04/a-day-in-the-life-of-an-nhs-manager 
https://www.elft.nhs.uk/A-Day-in-the-Life-of--a-Care-Navigator

https://www.theguardian.com/healthcare-network/2016/may/24/back-office-staff-improving-nhs-care
https://www.theguardian.com/healthcare-network/views-from-the-nhs-frontline/2015/feb/23/working-in-nhs-payroll-back-office
https://www.nhsemployers.org/blog/2018/04/a-day-in-the-life-of-an-nhs-manager
https://www.elft.nhs.uk/A-Day-in-the-Life-of--a-Care-Navigator


MOBILE CARE  
WORKERS

Nicole is a mobile nutrition nurse covering South Wales.  
With many of her patients residing in rural areas, much of her 
day-to-day involves driving between appointments. Because  
of that, connectivity is a key requirement and one that her work 
depends on. Nicole plans strategic admin stops along every 
journey, so that she can keep on top of any paperwork and 
respond to emails. Her laptop does an okay job at running  
the systems she needs, but her wireless dongle rarely works  
and the battery life is atrocious, so she must upload reports  
in batches once she reaches somewhere with stable WiFi  
and a plug socket. She uses her personal phone for email.

When she is face-to-face with her patients, a lot of Nicole’s  
work involves teaching and training. For example, she often 
demonstrates to patients how they can change their own 
feeding tubes, or upskills carers so that they become more 
confident in the care they provide. In the past, every piece of 
advice has been in person. Occasionally Nicole would happen 
to have a relevant – or at least tangentially appropriate –  
paper leaflet that she could leave behind as a reminder.

With Microsoft Surface, Nicole has the mobility she needs to 
excel at her job. The 4G connectivity of her Surface Go means 
she can access her email from anywhere, and up to 8.5 hours of 
battery life means she can remain mobile all day without worry. 
Also, having a larger device for handling emails and admin tasks 
– instead of having to use her phone – speeds up the process 
of replying to queries immensely. Nice little touches like 
Windows Hello – which Nicole uses to log in to her Surface 
using facial recognition – and the ability to use the Surface Pen 
to write directly on the screen add a bit of futurism to the care 
she provides. Patients much prefer that she writes rather than 
types during consultations, and the whole Surface experience 
adds to the productivity gains she has made with her new 
device. Nicole now regularly uses her Surface to help 
demonstrate procedures and finds the addition of video  
to training makes complex processes far more memorable.

The challenge

“People used to spend a lot of time writing  
in a paper log and then re-entering it into a 
computer... Now they work in their Surface Pros.”
CIO, University Hospitals of Leicester

Digitalising healthcare



Surface benefits

A range of connection options ensures internet access.

Battery life won’t let Nicole down, even when she remains mobile  
for extended periods.

Windows Hello allows Nicole to log in to her device using her face,  
rather than having to remember her password.

Built-in, dedicated security that’s fine-tuned for Windows 10.

The ability to track Nicole’s device in the unfortunate event of theft.

Surface for Business Advanced Exchange means Nicole can expedite  
a device replacement should she damage or break her device.

Bringing multimedia capability to Nicole’s work improves  
patient outcomes.

Lightweight devices make portability effortless.

Connectivity and performance

Security

Collaboration and mobility

Sources:   https://www.theguardian.com/social-care-network/2015/mar/13/community-nursing-nutrition-wales 
https://www.southwales.ac.uk/courses/bachelor-of-nursing-honsadult/491/i-now-work-as-a-community-nutrition-nurse-specialist/

https://www.theguardian.com/social-care-network/2015/mar/13/community-nursing-nutrition-wales
https://www.southwales.ac.uk/courses/bachelor-of-nursing-honsadult/491/i-now-work-as-a-community-nutrition-nurse-specialist/


NHS TRUST 
CHALLENGES
Through an in-depth study of reports from ten NHS trusts1, five key 
strategic themes have been identified that can be directly addressed 
through Surface use.
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Accurate digital health records can act as the backbone for health apps, 
allowing patients to take control of their own care.

Clinicians can also gain real-time visibility of health apps, so they can  
see how patients are interacting with them, and tailor content to suit 
individual needs.

Robust teleconferencing with innovative products such as Microsoft Teams 
allows clinicians to remote conference, reducing the need for patients to 
physically attend appointments.

With Surface devices on hand at all times, hospital staff can easily provide 
updates to digital patient records in near real time.

Theme 2: Give patients control of their own health

Theme 1: Better handle hospital demand 
and drive efficiency

1 Black Country Partnership NHS Foundation Trust, Birmingham and Solihull Mental Health NHS Foundation Trust, Cambridgeshire and 
Peterborough NHS Foundation Trust, Coventry and Warwickshire Partnership NHS Trust, Derbyshire Healthcare NHS Foundation Trust, 
Hereford Hospitals NHS Trust, Hertfordshire Community NHS Trust, Leicestershire Partnership NHS Trust, NHS Scotland, South Essex 
Partnership NHS Foundation Trust and United Lincolnshire Hospitals NHS Trust



Theme 3: A single view of digital patient records,  
accessible from anywhere
High levels of connectivity throughout the entire NHS 
ecosystem, along with strong security and governance, 
means staff can access patient records when and where  
they are needed.

Collaboration software through Office 365 encourages 
interconnectivity between different NHS departments, 
providing the perfect environment for end-to-end care,  
no matter where in the organisation a patient is being 
attended to.
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Hospital staff can access procedure guidelines at the bedside, with direct 
access to a central repository to ensure the most up-to-date information  
is used every time.

With Surface, mobile workers have the same robust access to the NHS 
network as if they were wired in at a clinic.

Giving clinical staff true mobility means massively reducing the lag 
between a procedure taking place and a patient record being updated.

With near real-time data for the first time, you create the necessary 
foundations to perform advanced analytics at scale, which can feed 
directly into research to improve patient outcomes.

Theme 5: Standardise processes for the whole NHS

Theme 4: Create an environment for analytics  
at scale to improve patient outcomes



The NHS can get the support needed through the crucial 
but complex transformation into a modern organisation. 
Microsoft offerings are perfectly positioned to support  
the transition to Windows 10 by January 2020, and by 
combining software and hardware into one provider,  
with Surface as the device of choice, NHS workers enjoy  
the best possible expression of Windows.

Built-in security and automatic updates, mobility, connectivity 
and collaboration are all key benefits that will transform 
patient experiences. The opportunity is now. Seize it.

The opportunity  
is now

For more information please contact nhs2020@microsoft.com

We can make this vision  
a reality within the NHS

This vision document is for discussion and information purposes only.  
Only those matters set out in a fully executed agreement are legally binding.  
This document contains confidential information and is being shared under NDA 
signed on 4 April 2010. The information should not be shared with any third party 
without the prior written agreement of Microsoft.
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