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“The new digital pens mean quick and easy recording of feedback with no disruption to patients and huge time 
and cost savings for staff. The pens are simple to use, require no training and are familiar to everyone who has 
ever used pen and paper.” 
Heather Keane, Assistant Director – Quality, Doncaster & Bassetlaw Hospitals NHS Foundation Trust
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Doncaster & Bassetlaw hospitals NHS Foundation Trust 
is one of the few to have achieved three stars status each 
year since the introduction of the Government’s star  
ratings system - and has featured consistently in the list of 
the Top 40 Hospitals.

In the new ratings published by the Care Quality Commission 
(CQC), the Trust was classified as ‘excellent’ for quality of its 
services, ‘good’ for its use of resources and ‘good’ for the patient 
environment at each of its hospital sites. 

More than 5,000 people work for the Trust, providing acute 
medical, outpatient and community services for local people in 
the areas covered by Bassetlaw District Council and Doncaster 
Metropolitan Borough Council in Yorkshire. The Trust also  
covers parts of North Derbyshire, Barnsley, Rotherham, and 
north-west Lincolnshire. 

Achieving the highly valued star ratings partly comes from 
surveying patient feedback. Important though this is, for busy 
hospital staff fully occupied caring for patients, capturing and 
recording surveys from all areas of the hospital every day was a 
major challenge.

Traditionally the staff on the Ward, Outpatient Department or 
Accident and Emergency would ask a patient to complete a 
satisfaction form when a suitable opportunity presented itself. 

Missed opportunities     
The forms were then collected and sent on a monthly basis to 
the Trust’s Quality Team and entered manually into an excel 
spreadsheet. Working this way meant that the data was out of 
date by the time it was communicated to the clinical staff – and 
as a result opportunities to make improvements in the patient 
experience could be missed or delayed.  

Addressing this deficiency was a key priority for the Trust as it 
recognised that continuing with the existing inefficient process 
could do significant damage to the Trust’s budget and reputa-
tion. It needed to be able to record patient experience data 
easily, reliably, quickly and securely. 

Ideally the solution would be easily implemented for staff 
and patients alike, requiring little or no training, enabling staff 
to update the Quality Team on a daily basis with accurate  
information at the click of a button. 

The Trust began working with Vodafone and Ubisys, the 
Yorkshire based service provider and integrator of Anoto based 
digital pen and paper solutions. 

Anoto digital pen technology, originally developed in Sweden, 
‘remembers’ what has been written or drawn on regular paper 
imprinted with a unique, almost invisible Anoto dot pattern, and 
transmits this data back to a PC or server.  The digital pen writes 
just like a normal ballpoint pen, but has a tiny infrared camera 
at its tip. 

Highly experienced in the healthcare arena, Ubisys and   
Vodafone set about designing a digital pen solution based on 
Anoto technology that would meet the needs of the Trust,  
users and patients alike. 

An easy to use and simple to manage digital pen and paper 
platform was installed on the Trust’s own data network and a 
digital pen placed on every ward. The system can be securely 
accessed using any flash enabled web browser. 

The solution now means a patient, carer or member of staff 
can fill in a patient experience form using a digital pen, then 
dock the pen at a laptop or PC on the ward, and at 1am every  
morning data is combined from all surveys and a single CSV file 
is sent to the Trust’s Quality Team for analysis and reporting.
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Dramatic results     
The results have been dramatic.  For an initial investment of 
just £65,000, the solution was deployed in one month and has 
revolutionised the patient feedback process, saving up to 30 
staff hours a week – around 1,500 hours a year. 

Patient experience has significantly improved in 45 of the 55 
areas surveyed, accurate patient data can be available within 15 
seconds and rekeying of data has been completely eliminated.  

Critically, as a result of these improvements the Trust has 
secured Commissioning for Quality and Innovation (CQUIN) 
funding valued at £913,000.

“We are constantly striving to do better – in terms of patient 
feedback, patient experience and patient care,” explains  
Heather Keane, Assistant Director – Quality, Doncaster &  
Bassetlaw Hospitals NHS Foundation Trust, who receives a daily 
patient feedback update.  

“Our previous manual system was flawed, as it was very   
time-consuming and the information was often out of date by 
the time we received it – leading to delays in improvements to 
patient care.  

“The new system means quick and easy recording of feedback 
with no disruption to patients and huge time and cost savings 
for staff. The pens are simple to use, require no training and are 
familiar to everyone who has ever used pen and paper.

“I was impressed with the way that Ubisys and Vodafone used 
their respective experience and expertise to develop a fully 
working and integrated solution that fits neatly within our  
existing business processes and applications,” concludes 
Heather.

The Trust plans to continue the rollout, potentially up to 1,000 
users. 

Supporting the healthcare sector   
The success of the digital pen solution in Doncaster is part of a 
wider effort by Vodafone UK to help healthcare workers better 
support patients and drive productivity.  

The company is using its expertise in mobile technology to 
support the healthcare sector through mHealth Professional, 
a flexible suite of mobile solutions that can be tailored to any 
healthcare specialism.

As  well as the innovative digital pen solution, it includes 
features such as access to patient records from smartphones, 
secure remote access to information and systems, tools to 
monitor an employee’s location and respond to threats to their 
safety when they are away from the office or hospital.  

Healthcare organisations will see benefits such as less   
paperwork, secure access to patient data and the ability to 
update patient records on the move and greater efficiencies in 
the use of time and resources.

“Our previous manual system was 
flawed, as it was very time-consuming 
and the information was often out 
of date by the time we received it – 
leading to delays in improvements to 
patient care.”

Heather Keane, Assistant Director – Quality, 
Doncaster & Bassetlaw Hospitals NHS Foundation 
Trust
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“I was impressed with the way that Ubisys and Vodafone used their respective experience and expertise to 
develop a fully working and integrated solution that fits neatly within our existing business processes and 
applications.”
Heather Keane, Assistant Director – Quality, Doncaster & Bassetlaw Hospitals NHS Foundation Trust
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Significant benefits

–– As a direct result of an initial investment of just £65,000, the Trust  
 has secured Commissioning for Quality and Innovation (CQUIN)   
 funding valued at £913,000

–– The solution was deployed in just one month and has     
 revolutionised the patient feedback process, saving up to 30 staff  
 hours a week – around 1,500 hours a year 

–– Patient experience has significantly improved in 45 of 55 areas   
 surveyed 

–– Accurate patient data can be available within 15 seconds and   
 re-keying of data has been completely eliminated  

–– As a result of the success of digital pen so far, the Trust plans to   
 continue the rollout, potentially up to 1,000 users 

To find out how your business can gain frombetter communications, visit:  
www.vodafone.co.uk and go to our business section or contact your Vodafone 
account manager.



© Vodafone Group 2011. Vodafone and the Vodafone logos are trade marks of the Vodafone Group.
Other product and company names mentioned herein may be the trade marks of their respective owners.


