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• PRACTICAL, TANGIBLE AND PRAGMATIC ADVICE THAT EMBEDS HEALTH INEQUALITIES CONSIDERATIONS
ACROSS TEAMS AND MISSIONS

• SAFE SPACES TO TEST OUT THINKING AS WELL AS GUIDANCE ON HOW TO EMBED GOOD PRACTICE

• CRITICAL INQUIRY- A COLLABORATIVE, OPEN AND RESPECTFUL APPROACH WHICH IS FOUNDED ON A
DESIRE TO MAXIMISE IMPACT

• OPPORTUNITIES TO COLLABORATE ON INCLUSIVE USER RESEARCH CHALLENGES AIMED AT BRINGING
UNDERREPRESENTED VOICES INTO THE HEART OF NHSX

• DEEP THINKING AND QUESTIONING TO CLARIFY YOUR PROJECT RESEARCH AIMS IN RELATION TO
INCLUSIVE RESEARCH
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CASESTUDY- NHSX



Leadership & 
Subject Matter 
Expertise

Research, Inclusive 
Practice & Evaluation

Community 
Outreach

Feedback & 
Impact content



• COVID-19 SHONE A HARSH LIGHT ON HEALTH INEQUALITIES

• RAPID CHANNEL SHIFTS RISKED FURTHER COMPOUNDING INEQUALITIES

• BUILDING ON EXISTING STUDIES1, WE CO-DESIGNED A RESEARCH CHALLENGE WITH EAST LONDON COMMUNITY

• WE SET OUT TO CAPTURE THE EXPERIENCES OF SELDOM HEARD COMMUNITIES

• THE AIM WAS TO SURFACE THE CURRENT BARRIERS AND INEQUALITIES EXPERIENCED BY A RANGE OF PATIENTS

1. https://www.healthwatch.co.uk/blog/2020-07-27/doctor-will-zoom-you-now, https://digital.nhs.uk/about-nhs-digital/our-work/transforming-health-and-care-through-
technology/empower-the-person-formerly-domain-a/widening-digital-participation 

Primary Care Access Research Challenge

Context:
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2. Target is 100 interviews by Feb 2021. 

What we did…
• We interviewed 71 people in East London2 and 40 in Birmingham

• Interviews took place over a 4-week period in Dec 2020-Jan 2021

• We asked participants about how their experience of booking GP appointments and 
consultations changed since the start of the pandemic

• Phone interviews were completed by Community Researchers- themselves local 
people

• More than half of the interviews were completed in mother tongue 
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Phone booking Video consultation 
(

Online only 
bookings in)

Phone 
consultation 

(

with low or no skills in spoken 
English

relying on help in verbal 
communication

without  private space to call 
from

with low or no skills in reading
English

with no or limited online access 
and technology

with low or no digital literacy

with low or no skills in spoken
English

relying on  others to help 
communicate

unable to  sit by a phone for  four
hours

without  private space to have a 
consulting call

with no or low digital literacy
when asked to  take, attach and 
email photos, or engage in online 
correspondence

Increases barriers for those…

FINDINGS: Rapid shift away from face-to-face/verbal interactions has created 
and exacerbated barriers

with low or no skills in spoken
English

relying on  help in verbal 
communication

with low or no digital literacy
when asked to take, attach and 
email photos, or engage in online 
correspondence 

without a private space to have a 
consulting call.

@ShabiraPapain



Rushed calls

Not able to express yourself fully

Frustration with not being heard by 
the GP

Generates concerns about the quality 
of consultations

Patient Experience

Higher friction increases failure to start 
a booking process online

Long and difficult booking process 
(sometimes 30 steps) leads to higher 
abandonment

Longer to diagnose and treat - higher 
risk of non completion

Reduced Access

Patients are forced to rely on friends 
and family to book telephone and 
online appointments

Reduced formal and informal support 
services means patients must ask 
family and friends to translate during
appointments, often covering private 
subjects

Four-hour appointment slots take 
away autonomy and increase reliance 
on others

Reduced Patient Agency

4 MAJOR IMPACTS…on those with poor digital access, low digital literacy and 
lower English language skills

Increased Friction

Takes longer to book or long online 
journeys

No longer given specific appointment 
times

Four-hour telephone slots meansit’s
difficult to arrangee translation or 
help with tech

Having to communicate in a single 
form (spoken) rather than able to use 
full range of verbal and non-verbal 
communication

Not able to speak in private @ShabiraPapain



Underrepresented communities we serve to feel confident using our digital services and tools

Give Voice Embed Understanding Show We Heard Build Agency Build Trust

STEPPING INTO INCLUSIVE PRACTICE 

By asking 

questions

By listening

By evaluating

By good 

practice

By diversity

By action

By feeding back

By explaining 

action

By showing 

impact

By mentoring

By digitally 

enabling

By supporting

By listening

By acting

By feeding 

back
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Actively seek and listen to underrepresented voices.

Unite bottom-up and top-down perspectives

Piggy-back on good work that is already established.

Share good practice across teams, systems, nations.

Strive for services and products grown together with the 
communities you serve.

Aim to create agency rather than designing products 
that are passively bestowed upon communities.
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