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Case study - Southwark Council

Southwark Council

Southwark Council commissioned a design prototype creation and testing phase project for a Digital Health

and Wellbeing System, following two years of discovery work.

The Opportunity

Southwark Council identified a need to address health inequalities within Southwark. The following issues
were discovered during Discovery with the community:

e Difficult to find out about the full range of services available - residents have difficulty in accessing and
utilising information about health and wellbeing services from Southwark Council webpages.

e There s limited behaviour change support available - information and services presented by the
council do not meet the specific needs of residents in way that addresses where they are with their
health and mental wellbeing.

e Thereis not a person centred approach to information and services - residents from diverse
communities report a lack of relevance, trust, personalisation and identification with health information

and services.

The Solution

Discovery work and alpha testing identified the opportunity for KEY FEATURES OF THE SERVICE

Southwark Council to provide a digital health and wellbeing service that

supports people from all communities in Southwark to access D @

personalised information in an accessible and inclusive way - addressing Mobile first Person-centered
digital system recommendations

their specific needs, meeting them where they are on their health journey e O

and supporting them to improve their mental wellbeing and adopt positive Mﬁ

lifestyle behaviours. Community Database of

connected system local resources
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Healum was commissioned to design and test a mobile first web-app \b

digital service for residents. This service aims to connect communities and By hangs s

address health inequalities by providing access to local resources, Bpport R

motivational stories and behaviour change tools.
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The Process

Kick off Build

Usability
testing (2)

Iteration
build

Usability

testing (1) Completion

Kick off: We built on the extensive user research and synthesis resulting from the Discovery phase
conducted by Southwark Council and Commuzi with end users, providers and commissioners. These needs

informed our designs, as well as the hypotheses we defined and the questions we asked in testing sessions.

Build: The Discovery research informed the collaborative design of multiple concepts for the Digital Health and
Wellbeing service, including:
A) Personalised Support
o  Question based triage as a route to understand resident needs
o Database of information, services and health stories from role-models matched to the health
needs of residents
B) Community
o  Landing page that introduces concept of community

o Acceptance of stories of ‘people like me’ and “role-models” within the community

C) Feedback
o Prompts for motivational support through SMS

o  Prompts to checkin on progress and identify need for more help through SMS
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TakeCare Southwark
Home > Community Hub

Welcome to TakeCare
Southwark Meet Your Local Community

Thu 26 may, 15:30

View what people like you have been
up to, how they've achieved their Hi Samantha, just checking in on
goals and overcame their barriers! Stop Smoking Healthy Weight

View all now
0% complete Helping Southwark residents replace
* bad habits with good ones, manage
their health goals and find services
Choosing your health priorities tailored to their personal needs...

you. It's been a week since you
chose a service to help you quit
smoking...

Filter by goal How you were doing Why not check out some of your
Question 1 plans to help meet your goals?
Select your first health priority, followed by — Fact of the week...

your second health priority. Begin your new health journey 4 Mental Health
If you smoke a pack a day (so

about 20 cigarettes), you could
be saving about £188 per month
03/06/2022 On target or £2,202 on smoking costs a
year if you quit.

Select two option:
ecttwooptions Dani + She/ her » Southwark Resident Could be betar

or
“The Wellbeing Hub has made it possible

Learn what my blood pressure is, and what for me o rezain miy life backs
this means for me Read below to learn more about the service gain my

10/06/2022 On target

st Health Priority ~ \-f s by ks
4 S 4 £ 17/06/2022 (last week) On target
| \ S 4 w‘\, - ] \

Healthy weight

) \ View Story
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Usability testing: The following questions were defined for testing the prototype with residents

Iteration build: During, and after testing the prototype

with residents from diverse ethnic backgrounds, we

K \ K \ K \ K"Doesitmakeit\

“Does it provide “Does it provide
“Does it provide a . 3 . o easy to find
behaviour change credible, trusted .
sense of support . . relevant services
. support to help information, that
from their local . and support for
them make a is endorsed by role
Southwark . mental and
vt o change a deal with models that they .
Community? , " physical
relapse? respect?

k j k j k j k wellbeing?” j

Welcome to TakeCare

used the feedback to iterate the user experience based Southwark
around key insights involving both usability and user B e ey oo T i e
their health goals and find services

experience. tailored to their personal needs...

A service designed for
After the second round of testing we iterated the il Beginyour new heathourney
designs once again resulting in our final set of designs T Read below oearn more about heservie
for the prototype. éﬁl |

Completion: Following two rounds of testing with residents, certain conclusions were drawn, with residents

generally expressing a strong desire for such a service:

1.
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Residents find it difficult to know where to get support for mental wellbeing and positive lifestyle
change

Residents find it difficult to get seen by their GP, so there is a demand for a digital health and wellbeing
service that can point them in the direction of tailored info and services

The community page is motivating and the stories from role models and residents are inspiring

Itis important for the service to be humanised and for it to connect to services delivered by real people
Using triage to surface the relevant personalised services and opportunities for people is desired

The triage will help people to better navigate through all the services available in Southwark

The messaging reminder service providing targeted follow ups as part of a journey of change is valuable

Getting support and feedback via messaging will help people during their journey

Healum distilled a series of priority and secondary recommendations from a technical, operational and

propositional point of view; then reported findings and recommendations back to Southwark Council.
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Next Phase following Recommendation report

1.

Build resident dashboard that can be used as a Population Health dashboard to understand the impact
of services and health outcomes and concerns of the population in the area

Build a Content Management System (CMS) plugin to enable the triage, content & signpost
functionality on the Wordpress sites

Build content library of motivational stories from local communities, which is inclusive and represents
‘people like me’ within the area

Undertake user testing with residents from diverse populations (eg. based upon age, ethnicity, levels
of deprivation)

Pilot and launch the new service and system in a specific area

You can use this open source work to:

1.

Plug your existing CMS or provide as a standalone digital system for content and information
management

Link with social care to support residents make healthy lifestyle choices backed by behaviour change
tools

Track via a population health dashboard to understand what services, programmes, information and
resources are improving outcomes

Provide a post NHS Health Checks digital support tools to self-manage and monitor health and lifestyle

Next Steps to get started:

Creat q N q CTStomlse s | Further test with 50
rea 'e an cuta e evelop your counci to 100 residents .
local information, branded platform to from diverse Pilot and launch the
services and resident be embedded into . platformin your area
. L . backgrounds within
stories your existing website .
your council
or as a standalone
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Contact Us

If you want to encourage community role-models and residents to share their health stories

as part of a digital platform that motivates and supports people to make healthier choices

then get in touch with Healum.

DK hello@healum.com

Jonathan Abraham
CEO & Co-Founder

= jonathan@healum.com

Project Success lead
X alice.holden@healum.com

Meet the Team

Anuj Saboo Nirmit Upadhyay

CTO & Co-Founder Project Manager
< anuj@healum.com 4 hirmit.upadhyay@healum.com

Rhea Augustine Sarah Roberts

Product Manager Research Manager
¢ rhea.augustine@healum.com g sarah.roberts@healum.com
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