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East Suffolk and North
Essex NHS Foundation
Trust strikes a new balance
in the midst of a pandemic

The COVID-19 pandemic has pushed digital transformation
to the top of the agenda for many organizations, but none
more so than the healthcare industry. With pressure to
prepare for and handle the influx of COVID-19 patients,
combined with managing business as usual, the
healthcare industry needed digital solutions that could
be created and implemented at speed.

Darren Atkins shares in his own words
how Blue PrisWm Cloud helped the Trust
realize transformation @speed

The NHS rose to this challenge, with trusts across the
nation working together with central functions, such as
NHS digital, to implement new systems and processes to
support healthcare staff on the front lines and maintain
standards of patient care.
The automation team at East Suffolk and North Essex
Foundation NHS Trust (ESNEFT), is a great example of
an NHS function that is pushing through challenges and
working collaboratively to achieve fast results in areas
that make a real difference for the NHS.
In just two months, they’ve delivered a number of critical
processes and and returned thousands of working hours
to the Trust and its staff.
In his own words, Darren Atkins shares his COVID-19
journey and how he’s using intelligent automation to
transform his organization at speed.
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Introducing Darren Atkins
and the ESNEFT Intelligent
Automation Program
ESNEFT has been using Blue Prism Cloud for well
over two years. We started off very small with
five Digital Workers. Now we’re up to eight
Digital Workers, and we’re delivering thousands
of hours back to our hard-working staff.
During the pandemic, we’ve had to work quickly to
support initiatives within our Trust as well as those for the
wider NHS network. To date, this has resulted in eight
new automated processes, many of which can
be repurposed to improve operations in the future.
https://www.somethingincredible.co.uk/
https://www.linkedin.com/in/darrenatkins1/
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Reacting to the quickly
changing healthcare
landscape
There’s a lot of uncertainty, and with this
pandemic, we’re dealing with the unknown.
At the start, we weren’t sure how things
would pan out and didn’t understand what
the demands would be.

24-48

HOUR
DEVELOPMENT
TIME

When there’s a lack of clarity, that’s a really bad thing for
automation. We usually spend ages developing process
definition documents, mapping out how the process is
going to work, thinking about exceptions and thinking
about different paths we’re going to follow. But, due to the
pressure we have been under, some of the new processes
we’ve been developing haven’t been defined in this way.
In fact, they weren’t being defined until we were partway
through development.
What impact did this have on the team? The urgency has
meant that we didn’t have a lot of time to deliver solutions,
and as a result, we’ve often had development time of
24 to 48 hours. This meant we had to have a team who
would be willing to work all night, put in a lot of hours, and
be very dynamic in our approach. And, we were able to
turn around some quite complex processes in less than
24 hours.
The environment has been changing constantly, which is
probably the worst thing for automation. The goalposts
also are constantly moving, and we are having to be
dynamic and to cater to them. As a result, we’ve had to
think differently. The normal approach wasn’t going to
work for us, so we had to think bigger, take risks, and take
an educated gamble. We had to get things done.
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Working with reliable,
proactive automation
partners
One thing for certain is we had a really
good framework to support our program
and, combined with our attitude of
‘if we can, we will,’ we knew we could
deliver some great quality work.

With Blue Prism Cloud, we chose the right product to
deliver automation within healthcare. Blue Prism Cloud
gives me access to all the tools I need to maximize the
benefit of any automation, and I can use the product with
the security of knowing we have a world-class operations
team to support it.
Having that vendor support is critical to rolling out
automated processes at speed. I needed some rapid
expansions of Digital Worker power; I needed changes
made to the database size to improve performance; and
it was done in an instant. Sometimes it was done before
I realized. I see Blue Prism not necessarily as a vendor,
but more as a partner. I know the team very well, having
worked with them now for a couple of years, and knowing
that they are there for us is amazing. In the last couple of
months, I’ve probably had a phone call every day from my
Blue Prism contacts asking, ‘Do you need development
resource?,’ ‘Can we offer you more Digital Workers?,’ or
‘How can we work for you?’.
Having the right partner has been of great support at a
time when we needed it. But I will also call out my talented
internal team of just three staff, who have been and
continue to be amazing.
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Automating new
processes @speed

So, clinical governance was critical for us, as was having
an existing Digital Worker library of reusable code across
several clinical processes and clinical applications. There
were a lot of pre-written scripts we could repurpose.

All the skills we’ve built over the last couple of years have
now really come to the forefront. We had to find new
solutions. We had to get a process and split it among
three or four of us and really start working independently.
But, by working with common quality standards in mind,
we brought those elements of code together.

One reason why the NHS has been so successful at dealing
with the COVID pandemic is that we and our partners came
together to focus on one common goal. When you do that,
you find that the barriers disappear. And that’s exactly
what happened. Barriers such as the usual need to fill out
reams of paperwork to get budget justification or needing
to ask for approval were simplified. We just got it done.

We have been dealing with some very critical clinical
processes, so we couldn’t afford to have a failure. We
couldn’t go live with sub-standard code and just hope
that the exception rate would be reasonable. We needed
to be 100%.

We’re going to continue doing this work and using the
lessons we’ve learned over the last couple of months,
including the attitude, the mentality and the motivation.
And we’re going to deliver some really good quality stuff
that we can use throughout the entire NHS and across the
public sector.

Operating in a world of uncertainty requires a toolkit that gives you
the courage to push the boundaries and to do something incredible.
BluePrism.com
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Collaborating to
improve connections
across healthcare

I was approached by colleagues on the NHS digital team
and at Accenture to see how we could roll out NHS mail
to care homes. Care homes didn’t have access to NHS
mail, which is a great way of communicating securely
with GPS and with acute care hospitals.

Setting up care homes with NHS Mail.

So, we used our Digital Workers to manage the process
of submitting requests for and setting up NHS mail
accounts for the care homes.

19,000
1,500

APPLICATIONS
VERIFIED AND
PROCESSED
HOURS OF
ADMIN TIME
SAVED

Previously, the care home would have been required to
complete and submit a form to the National Centre.
This would be manually entered into the systems, and
then someone would need to create the mail account,
and so on.

Up until the end of May, we had nearly 19,000 applications
verified and processed, which saved 1,500 hours of admin
time. And while we could have asked admin resources to
do that work, we’ve been able to do it a lot faster using
the Digital Workforce. The process currently runs with
one Digital Worker, 24 hours a day. The exception rate is
incredibly low. And it’s been really successful.
The core build was done in about 24 hours, and this was
enabled by being able to repurpose and utilize some of
the work we’ve done already. So that’s excellent.

Within the automated process, the Digital Workers receive
the forms from the care homes, triage the information,
check the data quality, and then put together a technical
worksheet to send to the National Centre on a daily basis,
including uploading the data to the system and creating
the mail accounts. The care home receives an email letting
them know if their application has been successful.
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Building relationships
with the private sector
to benefit patients
Shopping delivery slots for care homes.
Another automation we created was to manage
shopping delivery slots for care homes. We all had
challenges trying to get home deliveries during the
early days of the pandemic. But this project ensured
that priority delivery slots were allocated to care
workers and people in care homes.
We worked with supermarket, Iceland, who provided
1 million delivery slot codes which had to be sent out
to social care organizations.

We decided that in order to manage the distribution
of the voucher codes we would use Blue Prism queues.
To put this into context, it’s not atypical for us to have
approximately 25,000 to 30,000 items in a queue at any
one time, and we’re able to manipulate and manage
that really well. But with over a million items suddenly
added to the queue, processes started to move
more slowly.
Again, this demonstrates the advantage of working
with the Blue Prism Cloud team, who noticed the
degradation of service straight away and applied a fix
within about 15 minutes to increase the database size.
In terms of the process itself, the Digital Worker would
see how many vouchers had been assigned to an
organization, pick unique voucher codes, and email
them out with the relevant supporting information.
Over a few days, vouchers were delivered to more
than 27,000 care homes.

1,000,000
DELIVERY SLOT CODES SENT TO
SOCIAL CARE ORGANIZATIONS

27,000

CARE HOMES SUPPLIED
WITH VOUCHERS

15

MINUTES TO INCREASE
SPEED AND DATABASE
CAPACITY
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Critical processes to
support COVID-19 testing
COVID-19 antibody testing process
Probably our biggest success to date is automating the
antibody testing process. This has enabled our Trust to
be one of the first in the country administering antibody
testing at volume.
What happens, in this case, is the Blue Prism Cloud
platform initially interacts with Microsoft Teams. A patient
or staff member provides their test details via a Microsoft
Teams form, which is sent through to a Digital Worker that
takes the information and validates it, for example, to
make sure the NHS number is correct, there is a valid email
address, etc.

Then the Digital Worker logs onto Sunquest ICE, our
pathology system, to search for the patient. If the patient’s
not on there, it can create a new patient, and then book
the test. that the Digital Worker does all of this in about
11 seconds, which is certainly a lot faster than a member
of staff could do. Then, once the appointment has been
fulfilled, the patient’s blood taken and the result has come
back, the Digital Worker will search for, find the results and
send them back to the patient through their chosen digital
communication channel.
What’s amazing about this is that Sunquest ICE is used in
so many healthcare organizations around the country, so
this whole process can just be taken and used by any of
them. Also, any web-based form or even a Word document
in an email can trigger the process, it doesn’t need to be
Microsoft Teams.
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Adapting fast to drive
change and innovation
At the beginning, I said that to achieve results in such a
short space of time we did things differently. And we did,
we broke the rules. It was the only way we could deliver
the work necessary within such a short timeframe.
The process definition document (PDD), the bible of
automation, the document that shows you step by step
what a Digital Worker needs to do, we didn’t have one. We
had to write one after the event. We just didn’t have the
time, so we adapted our approach to instead use Microsoft
Teams to record the human doing the work, and then use
that as a real-time video PDD. This has worked well and
saved so much time.

Secondly, we developed live, rather than in the staging
space. This was the only way we could do this work quickly
using real data in a controlled and safe way to make sure
that we hit the process 100%.
The world around us has changed and we need to continue
to work in a different way. A lot of organizations are going
to be recovering from COVID for some time that means
we must re-establish’ business as usual.’ It’s these usual
processes that will need to be examined and developed in
order to meet higher volumes and to complete work faster.
My hope is that we can use the next phase of this period to
work together to create something incredible.
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ABOUT BLUE PRISM
Blue Prism’s vision is to provide a Digital Workforce for every enterprise. The company’s purpose is to unleash
the collaborative potential of humans, operating in harmony with a Digital Workforce, so every enterprise can
exceed their business goals and drive meaningful growth, with unmatched speed and agility.
Fortune 500 and public-sector organizations, among customers across 70 commercial sectors, trust Blue Prism’s
enterprise-grade connected-RPA platform, which has users in more than 170 countries. By strategically applying
Intelligent Automation, these organizations are creating new opportunities and services, while unlocking
massive efficiencies that return millions of hours of work back into their business.
Available on-premises, in the cloud, hybrid, or as an integrated SaaS solution, Blue Prism’s Digital Workforce
automates ever more complex, end-to-end processes that drive a true digital transformation, collaboratively,
at scale and across the entire enterprise. Visit www.blueprism.com
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