
Creating clinical efficiencies, improving productivity & 

generating capacity to deliver more care.



Current Challenges

NHS Wales waiting lists are at  historically high levels 
particularly in the areas of planed care, diagnostics, 
cancer and urgent and emergency care.  

• Over 800,00 patients waiting for treatment

• Currently 6 specialties account for over 60% of 
the waiting lists (Orthopaedics, Ophthalmology, 
ENT, gynaecology, urology and general surgery.

• MAG identified key factors driving long waiting 
times:

1.  the growth in outpatient referrals.

2. Uneven adoption of best practice in referral 
management

3. Unwarranted variation in outpatient 
management 

4. Poor waiting list management



Solution: Creating clinical capacity and improving 
access to care every month

Liaison Assist has been freeing up clinical time at Norfolk and Norwich 

University Hospitals NHS Foundation Trust (NNUH) since May 2022. 

The digital tool is being used to automate and manage long-term 

condition pathways, with outcomes including:

• 85,000 appointments of unnecessary clinical activity eliminated

• Opportunity to increase capacity by 40%+ 

• Only 8.7% of patients requiring F2F appointments

• 43,000 patients managed digitally

• Cost avoidance of circa £1.5m p/a

• 63 specialties and 296 active pathways with more 

being added every day

• Over 100,000 patients added across all pathways since launch

• Substantial DNA reductions

• Patient satisfaction score 4.2/5

Year 1 

projected 

savings of 

£10.3m
across Wales

1.5m 

extra appointments  

projected across 

Wales



Liaison AssistPAS/PTL Patient Portal

• Care 

Coordination

 

• Integration(s)

• Automation

• Demographics

• Pathway details

• Appointment 

requests

• Validation 

questionnaires

• PROM’s

• Letters

Creating clinical capacity and improving access to care 

every month



Scaling Outpatient pathways for more complex 

patients and long-term condition management

Liaison AssistPAS/PTL Patient Portal

(1) Automation: send 

assessment

(1) Clinician adds 

patient to pathway

(1) Patient receives 

PROM’s link

• Assess patients remotely using 

automated PROM’s.

• Digitise Patient communications.

• Coordinate clinical reviews.

• Identify non-engagement.

Manual Process

(1) Clinician / team 

monitor patient 

engagement

(1) Automation: 

Update task

(1) Clinician / team 

prioritise & review 

assessments

(1) Patient submits 

PROM’s form

Key

(1) Clinician (1) Automation

(1) Patient

(1) Automation: 

pathway Set-up

(1) Patient receives 

onboarding email

Creating clinical capacity and improving access to care 

every month



Complex condition Pathway journey

Inflammatory Bowel Disease






























	Slide 1
	Slide 2: Current Challenges
	Slide 3
	Slide 4
	Slide 5: Scaling Outpatient pathways for more complex patients and long-term condition management
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20

