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1 Background  
In 2015, Welsh Government published the ‘Informed health and care a digital health and social care 

strategy for Wales’[1] recognising the importance of technology in facilitating patient empowerment. 

The strategy sets out a vision for the future use of technology in the delivery of effective and safe 

health and care in Wales in line with the principles of prudent healthcare, and in a co-produced way.  

It specifically states the importance of needing: 

 Online access to personal health records so that individuals can make better decisions about 

their health and care, along with an improved sense of control of their well-being; 

 Active participation in developing and improving the quality of the information held about 

them and their health and well-being; 

 Opportunities to add to their information and their records, feeding in details they may have 

gathered from other sources, such as apps and wearable devices, where considered 

appropriate;  

 Online connection with health and care services in the same way they do with other aspects of 

their life; 

 Engagement with digitally-enabled services to monitor long-term conditions and daily tasks in 

support of independent living for those individuals and families where this is required 

 Work in a co-produced way with their clinical teams and carers, which is in line with the 

aspirations of Prudent Healthcare 

The drive towards digital transformation to facilitate patient-led access to healthcare and records has 

continued throughout Wales and its importance was again highlighted in the 2019 report by the Chief 

Medical Officer for Wales [2].  

2 Introduction 
As it works towards the aims set out by Welsh Government, Swansea Bay University Health Board 

(SBUHB) (formerly Abertawe Bro Morgannwg), has developed a Digital Strategy with a number of key 

objectives. One of these is to use technology to empower patients, allowing them to support 

themselves at times and in places which are more convenient to themselves and their carers.  

SBUHB has been piloting Patient Knows Best (PKB) currently locally known as Swansea Bay Patient 

Portal (SBPP), for a number of years, initially allowing patients to communicate directly with their 

clinical teams, and record their own health information. Following an initial evaluation, added 

functionality has been introduced to the system which allows patients to access their SBUHB test 

results including primary and secondary care data. Following these improvements, a further 
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evaluation has been planned to critically asses the benefits, drawbacks and impact of the system and 

its use.  

3 Evaluation Objectives 
The main aim of the evaluation is to assess the effectiveness that the implementation of the Swansea 

Bay Patient Portal has had in relation to: 

 Adoption of the system by both the patients and the professionals 

 Empowerment of the patient/carer 

 Usage of the system 

 For the professional – how does the system work with having to use other clinical systems in 

parallel  

 Patient view on a single portal or several for different things 

 Clinical and operational benefits 

 Financial benefits 

 Efficiency benefits 

 Safety benefits 

As part of the evaluation, SBUHB Digital Team requested support from Cedar, an NHS-academic 

evaluation centre which supports the Value in Health programme in Wales. Cedar staff have 

experience in service evaluation, survey development and qualitative interviewing, and as well as 

providing extra capacity and expertise, the use of staff external to the SBUHB team would provide a 

level of independence to key aspects of the evaluation. The project group for this work comprised a 

Cedar Researcher (Kathleen Withers) and a small advisory team from Swansea Bay UHB (Nikki Ellery, 

Matt Arnold and Elizabeth Champion). 

3.1 Limitations 
It was agreed that due to their expertise in qualitative and quantitative data collection methods 

including survey development and interviewing, Cedar would support the evaluation in advising on the 

development of staff and patient surveys, and would lead qualitative interviews as part of the overall 

evaluation. The aim of these was to find out what staff and patients think of the Swansea Bay Patient 

Portal (SBPP) and its ease of use. The interviews also aimed to identify the challenges of the current 

system and suggestions for improvement. 

This report is not a comprehensive evaluation of the SBPP, and is not intended to cover all of the 

evaluation aims such as financial benefits. Its contents is intended to provide staff and service user 

feedback on the SBPP to support the overall evaluation. 
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4 Surveys 
Surveys were developed collaboratively between Cedar and the Swansea Bay Digital Services Team to 

cover the aspects that were deemed important to the evaluation. Changes to the survey were made 

iteratively between the group to improve wording and clarity, and to check that all areas of interest 

were covered. Following discussions related to data security it was agreed that SBUHB would build and 

host the surveys to prevent the need to share personal data with the Cedar team. All processes were 

reviewed by the SBUHB Information Governance team and a data processing agreement was 

completed between Cedar and SBUHB. 

Following approval from the SBUHB Cyber Security Team all surveys were built by the Swansea Bay 

Patient Experience Team and deployed online using Snap Survey https://www.snapsurveys.com/ . 

4.1 Staff Survey 
The staff survey was aimed at staff working in the Dermatology and Urology departments, and nine 

staff were invited to complete it anonymously. Five staff completed the survey between 4th August 

2020 and 15th August 2020. The staff survey is available for review in Appendix 1, and a summary of 

the responses received as provided by the SBUHB Digital Team is available below.  

https://www.snapsurveys.com/
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4.2 Patient Survey 
The patient survey targeted the same specialities, and emails inviting patients to complete the patient 

survey online were sent out to 218 patients: 68 patients under the care of the Dermatology 

Department and 150 patients under the care of the Urology Department. As well as questions about 

SBPP the survey asked patients if they would be willing to participate in a short telephone interview. 

Participants were asked to provide their names and contact details (telephone and email addresses) to 

facilitate this. A copy of the draft patient survey is available in Appendix 2.  

A total of 67 survey responses were completed between 28th of August 2020 and 15th September 

2020. Although male and female patients were invited to participate, all responders were male. A 

summary of responses as provided by the SBUHB Digital Team is available below. 
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5 Interviews 
Semi-structured methods were used for all of the interviews which centred around a framework of 

pre-established questions in the form of a topic guide. This focused the discussions on key themes 

related to those explored in the survey whilst providing additional depth and allowing new ideas to 

emerge into the conversation, and allowing the interviews to be adapted to the individual participant. 

Topic guides were developed for both the staff and patient interviews and are available in Appendices 

3 and 4.  

Due to the ongoing Covid-19 pandemic, all interviews were conducted remotely for health and safety 

reasons. 

5.1 Staff Interviews  
Appropriate staff members from the Urology and Dermatology departments involved in the use of 

SBPP were identified and approached by the SBUHB Digital Team to invite them to participate in an 

interview with a Cedar researcher. Staff were given the choice of being interviewed via video 

conference system or telephone, and interviews were arranged and set up by the SBUHB Digital team 

at a time and date that was convenient to both parties.  

Seven members of staff agreed to be interviewed, four from the dermatology department and three 

from the urology team. The group included consultants, clinical nurse specialists, a secretary and a 

service manager. Four were conducted via Teams videoconference while interviews with three staff 

were conducted via telephone. Of the telephone interviews, one included a single staff member, the 

other started with a single staff member, but this individual asked to invite another relevant staff 
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member into the room to provide their feedback shortly after the interview commenced, so opinions 

from two staff were elicited at the same time.  

At the start of each interview, the purpose of the process, and the role of the Cedar researcher was 

explained. Participants were advised that field notes would be taken, and were asked for permission 

to record the interview with the understanding that this was only for the use of the researcher 

conducting the interview and would be used to support the notes. The length of recorded section of 

the interview consisting of the question and answer session, following introduction and overview 

ranged from just under 7 minutes to over 35 minutes (mean of six recordings, 15 minutes 44 seconds). 

The interview recordings were transcribed verbatim and the results of the interviews are detailed 

below. 

5.1.1 Findings 

The feedback from the staff interviews is detailed below. This has been broken down by the two 

specialities for clarity. Each member of staff has been allocated a unique code between St01 to St07 to 

identify key quotes whilst avoiding naming individual staff members. 

5.1.1.1 General 

There was mixed staff feedback from the interviews, with a general sense that while there were 

perceived benefits for patients, any potential benefits to staff were restricted due to the low numbers 

of patients on the system and the current limitations of the system as detailed below. Staff could see 

potential of SBPP within selected clinical areas, provided functionality can be improved. 

5.1.2 Urology department staff feedback 

 

 

 

 

 

5.1.2.1 Impact of SBPP on way of working 

Two of the Urology staff suggested that they find the system easier to manage their patients on 

compared to the traditional methods such as telephone calls or clinic visits. Telephone calls were 

reported as being difficult for both parties as it is often the case that staff and patients “miss” one 

another when making and returning calls. With PKB, patients make contact which the staff can pick up 

at a time which is convenient to them and access the information required to make an appropriate 

response within a short time-frame.  The system also supports homeworking more easily for this 

reason. “I think it’s a quicker way of communicating with them because sometimes I may not be in the 

“it does teach patients, well not teach them but remind them perhaps that they have a 

responsibility for their care as well. So traditionally with the NHS, patients will say ‘well, you’ve 

missed my follow up appointment, it’s your fault’ well, patients have got to take some 

responsibility for their healthcare, and it is REALLY good for that actually because it does put 

them in charge of it and give them a little bit more responsibility” (St01) 



Swansea Bay Patient Portal Evaluation – User Feedback Report                                 

25 
 

office and they may be phoning, the nurses will be in clinic so there is no one really to answer their call. 

With the messaging service, normally I’m on line, especially at the moment, I’m working from home, 

and I can answer them straight away. And normally I’m already in a system that can give me 

information on what they need. It’s just a quicker way of working, definitely” (St02). Both of these 

interviewees thought that the system saves some clinical time. One acknowledged that the 

development of a written protocol allowing a patients’ results to be reviewed by a co-ordinator, has 

released a small amount of capacity for the nursing staff “we’ve got a coordinator to do this, so we’ve 

trained her, written a protocol for her and she follows that so we don’t even have to look at those 

results. So there is a reduction in time ‘cos I suppose if you gave me 150 blood results to go through 

that would take quite a while” (St01). 

The third staff member thought that while there was an impact on the way of working, due to the 

small numbers of patients currently involved, this is not yet significant. This interviewee suggested 

that if more patients are added to the system, there may be a reduction in staff workload, but that the 

system will need to evolve to fulfil additional user requirements before the benefits can be fully 

realised.  

5.1.2.2 Benefits 

All three urology staff thought that the primary benefit was patient self-management related, with 

PKB allowing patients to access and review their results as well as log symptoms. Not only did the staff 

consider this gave patients more control, but two staff also mentioned that it gives patients a small 

amount of responsibility for their own care. The relationship between staff and patients was discussed 

in the interviews, and while SBPP was thought to change the relationship slightly, this was not seen in 

a negative way. One person suggested that the system makes patients less dependent on clinical staff, 

as they are more educated in what signs and symptoms they should be aware of. Another mentioned 

that the system provides patients with a record of their communications more readily than a 

telephone call or letter as it is all in one place.  

One interviewee commented that the need to check blood results within the SBPP promptly due to 

the 7 day time limit highlights some quality issues within the Virtual Clinics: “it highlights some 

problems that we have with our virtual clinic which runs alongside it where we correspond with 

patients by letter. We often get lots of complaints from patients saying ‘I had my PSA two months ago 

and I still haven’t had my results yet’ so that’s one of the benefits of having PKB is that patients have 

got access to it and so they don’t need to contact here, so there’s less complaints from that 

perspective” (St01). 
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5.1.2.3 Challenges of the system 

The perceived challenges fell primarily into two groups, the patients themselves, and the current 

limitations of the system.  

Two staff identified the ages of their patient cohort as being a likely barrier to uptake of SBPP, 

suggesting that as an older group some of their patients may be unable or unwilling to access their 

results via the internet. One thought that there may be reluctance simply because it was a new 

initiative and observed that the response to get involved had been low (79 enrolments from 400 

patients invited). One noted that some patients just “prefer to be seen face to face”, and also want 

their clinician to be solely responsible for their care.  

Current limitations were seen as significantly reducing the usefulness of the system. One member of 

staff pointed out that as the e-mail reply to a patient is not recorded in the patient notes, they still 

prefer to send letters, partly for medical-legal reasons, so there is a record available for future 

reference. A number of other potential improvements were suggested by the staff, and these are 

listed below: 

 Ability to generate a list of patients that need a blood test every month 

 Ability to set PSA parameters for each patient  

 Feature to highlight where results are outside this parameter  

 Automatically generate GP letters (without having to dictate or type) 

 Ability to print out blood forms 

 Alert system when new results are available 

The interviewees felt that some of these improvements would mean that PKB could be used more 

effectively and reduce the need to move between clinical systems as well as reducing administrative 

activities.  

An issue that was highlighted by one staff member is that test results often appear on SBPP that have 

not been instigated by the hospital: “so a doctor from the practice may organise blood tests – U&Es or 

something, and they may add PSA to it, we didn’t ask for it, and then the patient would ring us up to 

say ‘I had a PSA last week, I had a result and you haven’t notified me it has changed’ but there is no 

way the system tells us the patient had a PSA by somebody else” (St03). An alert system would prevent 

this gap in communications. 

5.1.2.4 Continuation and expansion of the system 

All three staff who provided feedback from Urology would like to see the system used and expanded, 

provided it is able to adapt to the needs of the clinical team. However, two of the staff pointed out 

that it could be better than it currently is, with one noting that there are alternative systems available 

which provide a similar purpose but have more functionality. Therefore efforts need to be made to 

develop SBPP:  “The problem is that the clinician wants software that can fulfil the functionality I have 
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described. ……… engage with us and either make PKB better or we get another system to replace it” 

(St03). Expansion inevitably depends heavily on patient take up and this was reported to be low 

following the initial invitation. Improved take up may rely on patient education and increase familiarity 

over time: “People are wary of scams and things. One gentleman got quite vocal about the fact that it 

was an outside company coming into the hospital and why couldn’t we keep it in-house instead of out-

house? I think you’ve got a very small group like that but just a general reluctance because it’s a new 

thing. We didn’t have a great response – we invited 400 patients and we only had 79 sign up, maybe it 

was the wrong time of year because it was January” (St02). 

5.1.3 Dermatology department staff feedback 

 

 

 

 

 

5.1.3.1 Impact of SBPP on way of working 

For the cohort of dermatology patients managed on SBPP staff reported that its use has reduced the 

number of hospital appointments needed by approximately 3 - 4 times per year per patient. This 

releases the appointments, allowing staff to see new patients. However, the down side of this is that it 

is an added time pressure, which the staff hope to address in the future: “It is an added extra to our 

workloads: when patients build up normally we put an extra clinic on, and we originally said we would 

put time aside to deal with PKB on a Friday but that hasn’t happened and we are just dealing with PKB 

enquiries when they come in. When things go back to normal we’ll have to try and schedule in some 

dedicated time for them” (St05). 

5.1.3.2 Benefits 

As noted above, the primary benefit was reported as being the reduction in hospital attendances for 

those patients on SBPP resulting in a release of appointments. Alongside the benefit to the Health 

Board, the staff perceived a patient benefit in this: “for that type of patients, the ones that need the 

regular blood tests, the regular follow-ups...….they don’t need to come on site now, don’t need to 

spend an hour to park. It’s massive, it’s a win-win situation really” (St04). This was seen as particularly 

helpful for patients who are working, as many of the dermatology cohort are “It’s good for those 

people who are working, and a lot of these patients are or working age. It means they don’t have to 

take a day off work, spend an hour trying to park and then hang about in clinic waiting for their 

appointment. We try not to have people hanging around for their appointment but sometimes it 

happens. If it was me, I’d prefer it” (St05).  

If we could see what the patient could see we could guide them – we can’t see the patient 

bloods, but the patients can see them. So we have to open Welsh Portal every time 

anyway. So we end up with about three or four screens open just to get through one 

patient. All I can see is what they message me - that’s it. Whereas the patient can get their 

results and tell me ‘Ok this is what’s going on’. It would be more user friendly if we could 

see their results. Then you could say don’t worry, that’s a minor….. (St07) 
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Use of the SBPP was seen to maintain or improve quality of the service, primarily due to increased 

flexibility, the reduction in hospital visits and related stress. Staff also commented on the autonomy it 

supports although one member of staff noted that not all patients want to take any responsibility for 

their own health. 

5.1.3.3 Challenges of the system 

Some of the current challenges reported were linked to the ongoing Covid-19 pandemic and the 

resultant changes in patient management. This has led to a number of other remote systems being 

implemented, including a telephone advice line, virtual clinics and dermatology email helpline, and 

this has led to increased pressure on staff to manage patients through a number of disparate systems. 

Two staff members suggested that a shortage of staff and the range of different systems in general 

was a current challenge, and unlike urology, no time saving was reported “it’s still work. People say, 

‘oh you’ll be able to do it virtually’, but a virtual appointment is still an appointment.  It’s no quicker 

than seeing the patient. There are advantages for the patient, but it’s not really any quicker for us. If 

you haven’t got enough staff, you haven’t got enough staff, that’s the be-all and end-all of it” (St07) 

Older patients were reported as generally being less likely to engage with the system, but there was 

good engagement seen from patients as a whole. 

Again, the urology staff suggested a number of potential improvement to make the SBPP itself more 

useful: 

 Ability to make the notes and conversations in SBPP part of the patient record 

 Put the most recent message at the top of the chain (currently have to scroll down to the 

bottom of the conversation to see the latest message) 

 Add a homepage for each patient or search function. Current system allows new messages to 

be created or added to the last message. Staff have to search through messages from EVERY 

patient as cannot. 

 Reflect the patients view in the clinical view so that staff can direct the patients to relevant 

information and discuss the results (so staff can see patient results and library of information)  

 Add a reminder that two weeks’ notice is required for repeat prescriptions 

No issues were reported related to setting up patients onto the system, and a spell checker has been 

added recently which was reported as being helpful. 

Although the staff reported that most of the patients using the system seem to be very happy with it, 

two staff noted instances where blood results had been misinterpreted by the patient (in one case), or 

(in another case) a result which was slightly and acceptably out of range was thought to be of concern, 

with both situations leading to unnecessary patient anxiety.   
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5.1.3.4 Continuation and expansion of the system 

The staff felt that the current situation due to the Covid-19 pandemic where patients are not regularly 

being seen in clinic, has made it harder to recruit new patients onto the SBPP system. This is due to 

lack of opportunity to engage outside the main clinic discussion and because they find it harder to 

engage with patients about the system without being able judge interest and “read” body language 

etc.  

While one staff member acknowledged that this type of patient portal would not be suitable for every 

speciality, they felt that the system has wider potential within the health service “I think from my 

perspective it’s just a shame that other consultants don’t take it on. The two nurses and Dr X have 

really found it useful, but otherwise other people don’t buy into it for whatever reason ….. But if you 

could educate them about the benefits of it, I think it could be rolled out more than it is at the 

moment” (St04). The issue of patient selection was echoed by colleagues who suggested that while 

SBPP may have limitations in monitoring other sub groups within dermatology due to the visual nature 

of the checks required, it has potential in other specialities where remote monitoring can be 

implemented. 

5.1.4 General 

Although they were not asked, two of the staff interviewed said they would like to have their own 

access to SBPP as patients “what I would like to do is to sign up for my own PKB account because for 

me it would be far more useful to see my own results rather than bother people if they are all normal” 

(St01). 

5.2 Patient Interviews 
Of the 67 patients who responded to the patient survey, 37 provided contact details for a telephone 

interview, with all 37 providing an email address and 35 providing telephone numbers. Where a phone 

number was available, patients were telephoned in order to provide further details of the process and 

invite them to participate in a telephone interview.  The first contact with a patient was made on 29th 

October 2020 with a number of interviews taking place on the same day. At least one attempt was 

made to contact every patient who had provided contact details, and e-mails invites were sent to the 

two who had not provided telephone numbers. Particular efforts were made to include a range of 

ages, and participants who had provided positive and negative feedback in order to gather as wide a 

range of opinions as possible. One telephone call found that the person who had completed the 

survey had passed away. 

In total 22 interviews were carried out between 29th October and 21st December 2020. Twenty one of 

these were conducted via telephone and one was conducted via Zoom video-conferencing. All of the 

participants were advised of the purpose of the telephone interview and the role of the Cedar 
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researcher, and were advised that taking part in the process was optional. No one who was contacted 

declined to take part and all participants agreed to the interview being audio recorded for the 

researchers’ sole use. All interviewees were encouraged to be open and honest in their responses to 

encourage both negative and positive feedback. Following the first few interviews, due to the issue 

being raised by several patients, the topic guide was adapted to include an extra question “Would you 

prefer the SBPP system or traditional system?” 

The number of interviews undertaken was not pre-determined but it was agreed that they would aim 

for data saturation as a minimum. All of the interview participants were male as no females had 

completed the online survey. The ages of the interviewees fell into the option categories of between 

aged 55 to 64, and 75+. The recorded section of the interviews focusing on the discussion of the SBPP 

ranged from six minutes to twenty seven minutes (mean 12 minutes and 33 seconds). 

All interviews were transcribed verbatim and thematic analysis was carried out to identify themes and 

key issues.  

5.2.1  Findings 

Feedback from the patient interviews is provided below. To protect identity of those involved, each 

patient has been provided with an identifier between Pt01 and Pt37 to reflect numbers in the cohort 

who consented to be contacted for interview. These have been used to identify some key quotes 

throughout. 

5.2.1.1 Overall 

The overall feedback was that patients experience with the SBPP has been generally good. Two of the 

responders (9.1%) gave generally negative feedback, while one other (4.5%) gave mixed feedback and 

noted that while he could get the key information he needs from the system, there is lots he finds 

challenging about it. The feedback from all of the other interviewees (86.4%) was generally very 

positive, even where some issues or improvements were suggested.  

5.2.1.2 Registration 

No significant problems or difficulties were raised by the patients in relation to their registration onto 

the portal. Several had gone to organised meetings at Morriston Hospital to find out about SBPP while 

others had been invited to use the system while they were in clinic. Although some could not 

specifically remember the process, a few thought this probably meant it had gone smoothly: “There 

wasn’t anything untoward, it was fairly straightforward. I’d have remembered if there was a problem” 

(Pt19). Fourteen patients specifically recalled the process as being straightforward, including one who 

said they had found it easy despite not being very well versed in using technology.  
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Three patients reported delays in the registration from the time they signed up to the time they were 

set up. One estimated that it took 1 month, one reported a delay of 6-8 months and one encountered 

a delay of about three years. In this final case, the patient said the delay was due to problems related 

to the unusual spelling of his name although this was finally resolved.  

One other patient said he made a mistake which locked him out of the system during the initial set up. 

He felt this was his fault, and found it very quick and easy to resolve the problem by following the 

instructions provided: “It was easy enough to get sorted, they said if it goes wrong ring this number 

and it was sorted within half an hour” (Pt18) 

5.2.1.3 Ease of use 

Only two of the patients interviewed said they did not find the system easy to use. One of these was 

unsure how to use the system and found it very challenging: “I mean I put my password in and get into 

the system and then all of this information comes up. I don’t find it easy I’ve got to be honest. It’s set 

up for a medical person, it’s not sent up for a lay person” (Pt36). The other could access his results but 

was unclear if he should be using it for anything further and thought he was probably missing an 

opportunity to do more with it: “it doesn’t do anything at the moment except give me my blood 

results. It could be I’m not using it as I should be using it. But I don’t know how I’m supposed to be 

using it” (Pt26).   

The other twenty patients (90.9%) found the system easy to use although two of these said that some 

aspects were a little bit complicated (one mentioned complexity of the results, one mentioned the 

options available to access different staff). Another responder commented that there was a degree of 

information overload which made it difficult to identify the important bits of information. A few other 

patients commented on the volume of information available with some noting that they didn’t 

understand it all, but this was not generally perceived to be an issue for them: “even if I don’t 

understand it well, it’s well presented because you’ve got the limits on there haven’t you? Even if you 

don’t know what a parameter is, if it tells you what its limits are: upper and lower, you can see if you 

are in those limits or at least heading in the right way” (Pt16)  

5.2.1.3.1 Help button 

None of the 22 patients had used the “Help” button on the system, and when asked six patients 

commented that they didn’t know there was a help button available. One of these went on to the PKB 

system during the interview to try and find it. Although he did find it he commented that he thought it 

was quite hard to find and suggested that it should be more prominent. Only one user said he could 

recall seeing the “Help” button during use.  
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5.2.1.4 Co-production 

When asked if using the portal made them feel more involved or in control of their healthcare 63.6% 

(14 patients) said yes. For some this was only in a limited way, but for others the accessibility made 

them feel more in control of what they could see and when rather, than have it filtered or delayed by 

healthcare staff. Five patients (22.7%) did not feel more involved/in control and two others (9%) did 

not feel more involved but did feel more connected to their healthcare team. 

5.2.1.5 Patient choice 

Nineteen of the patients were asked or raised the issue of whether they would prefer to use SBPP or 

be monitored in a more traditional manner. All of these 19 patients stated that they would prefer to 

use SBPP than to have an in-person appointment. One of these patients noted that it may not be 

suitable for them in all circumstance: “Depends on the situation, if it’s just being given the results of 

something then fine and I’m happy for that to be impersonal but if it’s something that requires 

discussions then a person is better” (Pt24). There was a lot of support for the SBPP from the group 

interviewed, possibly due to the self-selecting nature of the cohort: “after all it’s something you don’t 

have to use it if you don’t want it do you?” (Pt16). However, these patients cited a number of ways in 

which the use of the system was beneficial to them. 

5.2.1.6 Strengths & Benefits 

One patient with mental health issues explained how he felt that using SBPP prevented the additional 

anxiety that attending hospital gives him “It’s brilliant, it’s brilliant. I think it’s absolutely fantastic. I 

suffer with mental health and it causes me quite a lot of anxiety to go back and fore the hospital.  I 

don’t drive so I have to take the bus, so I think it fantastic that I can access all my details on the 

computer” (Pt02). Raised anxiety and the stress of getting to the hospital and parking were issues 

raised by a number of other patients with 15 of the 22 (68.2%) of the patients stating that they find 

SBPP more convenient/easier than traditional appointments. Five participants (22.7%) raised the 

current Covid-19 pandemic and observed that being able to avoid medical appointments at this time is 

particularly helpful. 

 

Twelve patients (54.5%) mentioned that they get faster results via the portal with several of these 

noting that this also reduces anxiety “For me personally I’ve had prostate cancer and radiotherapy so 

you get a blood test every six months, so for three months prior to that you are on edge thinking ‘Oh 

my God , I hope it’s all right’, and then ordinarily after you’ve had your blood test you have to wait up 

to six weeks before you get a letter say to come and see the specialist so then another 6 weeks of 

anxiety but once you’ve had your blood test you’ve got your results, so it get rids of an awful lot – well 

weeks of anxiety really” (Pt03). Being able to access their results at any time was mentioned by fifteen 

patients (68.2%) and the suggested benefits of this was that it gave them control and allowed them to 

monitor their progress: “I can look back and really see how I’m doing and not how I remember I’m 
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doing. I like it” (Pt18). A few patients mentioned that SBPP access allowed them to share their health 

record with other people which was useful to them. This was particularly helpful for one patient who 

is currently involved in a research study, as he has been able to share accurate health data with the 

research team.  

 

One patient gave SBPP credit for inspiring him to start a new diet regime which has improved his 

diabetes to the point where he hopes to soon be medication free. This was reportedly due to seeing 

his results over time in black and white: “That was the final decider, seeing the graph going up and up 

and up and I thought ‘No’” (Pt18). This patient did not think that being told or shown the results in a 

clinical setting would have had the same impact where he had less time to consider the results or 

where the pattern of changes was less obvious to him.  

 

Nine patients (40.9%) said they thought that the system was probably better for the NHS (both 

primary and secondary care), with several stating that they felt they were taking up less clinical time 

on SBPP and this was a good thing “I certainly felt reassured that I could use the services as minimally 

and effectively as possible. I don’t need to make appointments and I don’t need to use the 

administration or take up the time of the nurses or the other people there, and from my point of view it 

was, I just go online and get my results there. It’s better for everyone” (Pt19). One interviewee brought 

up the reduced environmental impact that a reduction in his hospital appointments and car travel has 

led to. 

5.2.1.7 Challenges & potential improvements 

Nine patients couldn’t think of anything they did not currently like about the system, and one patient 

could not identify anything good about the system. While most patients found the system useful, a 

number of issues and potential improvements were raised in the discussions.  

 Four patients raised the issue of system integration in some way. The suggestions included 

adding hospital and GP letters and patient-clinician communications to the system; making 

prescriptions available on the system; and integrating SBPP with existing GP platforms (My 

Health Online);  

 Two interviewees suggested that efforts should be made to improve NHS staff awareness (GPs 

and other healthcare staff being unaware of SBPP) 

 Two people reported that the system is hard to use on a mobile phone, and another suggested 

transferring it to a mobile App.  

 One patient has previously tried to submit photographs via the system and had to abandon 

this and use traditional e-mail as they could not be accessed by the recipient 
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 One person thought the user interface could be improved and clarified that you currently have 

to go back to the home screen to navigate the system 

 One user suggested having a tracking system for the results so you can tell if results are due or 

if they have not been sent (e.g. when more than one set of results are required, sometimes 

one result appears and it isn’t possible to tell if others are outstanding or have been missed off 

the request)  

 Three users suggested labelling each new result to be clear on whether they are of concern, 

e.g. “No action required” or “Contact Dr”. One of these suggested RAG reporting. 

 Two further patients suggested that the system could be improved by simplifying the results 

graphs (but could not suggest HOW to do this) 

 One user noted that he had occasionally received results without any parameters so it was 

difficult to know if his were within acceptable levels 

 One user suggested having a pop up dictionary / look up table to help patient understand 

some of the terminology 

 One person observed that in the messaging area there are names of staff members, but it is 

unclear what their roles are so it is hard for patients to know who to contact. It would be 

helpful if their roles were also shown 

5.2.1.8 Enthusiasm 

The enthusiasm for SBPP from the majority of patients was very clear throughout the interviews and 

was evident across the tone and context of the discussions. Most of those interviewed were very 

happy to have access to the portal and many were keen to see its use continue and extended.  

 

 

5.3 Discussion 
Due to the selective nature of the survey and interviews, all of the staff involved in this review are 

engaged with SBPP on some level. The staff feedback illustrated mixed opinions on the SBPP in 

relation to usability and benefits. There was enthusiasm for the portal from a number of staff, with 

several potential advantages from a healthcare system perspective, however, many of the responders 

suggested that improvements to the system are required to enable it to fulfil its potential from a 

clinical viewpoint. For some staff the system while imperfect, is workable, however there appears to 

be serious concerns from others that if some significant improvements are not made then other 

systems will continue to be needed, which is burdensome, or new systems will replace it. The 

functionality of SBPP needs to be improved quickly so that staff do not need to use a multitude of 

“I’ve been quite pleased to have it, after all it’s something you don’t have to use it if 
you don’t want it do you?” Pt16 
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other systems alongside it as some key staff appear to be frustrated and disengaging due to the 

current issues.  

 

The patient responses were very positive overall, although notably in order to get informed feedback 

on SBPP only those patients who have signed up to it were included in the survey and therefore the 

cohort is  self-selected and likely to be biased. However it would appear that for the group of patients 

included there are a number of benefits of the system which support the aims of SBUHB Digital 

Strategy and all of the Welsh Government aims, as well as providing evidence on the aims of the 

current evaluation. Patient adoption of SBPP is currently driven by patient choice which in itself 

supports the concept of empowerment. 

 

The ability to communicate quickly and effectively with their clinical teams (e.g. no missed phone calls, 

unanswered messages) was highlighted by both staff and patients, with a potential of time saving for 

both groups (as well as reduced anxiety for patients). The work in the Urology department to develop 

a protocol allowing non-nursing staff to review patient results is a good example of how resources 

might be better utilised. While there is evidence of potential advantages from a healthcare system 

perspective, due to the small numbers of patients currently involved, any clinical and operational 

benefits are likely to be limited at this time. Additionally, as highlighted in the Dermatology 

Department feedback, although releasing appointments for new patients has its benefits, there are 

also resourcing issues to consider as time does still need to be allocated to patients on SBPP. Further 

costing work is required to measure any efficiency costs/benefits of these considerations and how 

upscaling SBPP may impact services. 

 

Patient benefit was seen as significant by both groups interviewed. This can be difficult to quantify, 

but a Social Return on Investment assessment could be considered at a future date if a detailed social 

impact measurement is required. Nevertheless, in relation to the aims of the current evaluation there 

was evidence of adoption and usage of the system. Patient empowerment is supported in relation to 

convenience (e.g. no cancelled appointments; no delays in waiting rooms; no parking issues), speed of 

results, accessibility of health data and reduced stress. Giving patients responsibility for their own 

health and follow up is an important part of co-production and was evidenced throughout the 

interviews. Current concerns related to reduced hospital exposure to Covid-19 facilitated by use of the 

portal were raised and are relevant from a patient safety aspect.  

 

While uptake of the system by patients is relatively low, staff acknowledged that there has been no 

recent drive to increase this and as a pilot, low numbers are not necessarily an issue. Both staff and 

patients agreed that this system may not suit everyone, and will be more appropriate in some clinical 
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areas than others. However, importantly, those patients who are on the system are engaging with it, 

find it easy to use, can understand the information provided, and feel more connected with their 

clinical teams.  
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7 Appendices 

7.1 Appendix 1 - Staff Survey Questions 

Clinician Questionnaire 

Please could you answer a few questions below which will help us understand more about 
your experiences of using The Swansea Bay Patient Portal (powered by PKB)? This evaluation 
is being undertaken in conjunction with CEDAR which is an NHS-academic evaluation centre 
which is part of Cardiff and Vale University Local Health Board (UHB). 

***Any answers you give are anonymous, unless you provide us with contact details for 
further communication.  A report on our finding will be put in the public domain but will be 
anonymous and will not contain any identifiable information. *** 

Your personal data will not be shared outside of the NHS Wales, or passed to any third 
parties.  We will not use any other data that we may hold on you to re-identify you from this 
questionnaire. 

Some questions allow you to provide a free text answer, please do not put any personal 
information in these sections. 

Your help would be greatly appreciated by us, but it is not compulsory. If you do choose to 
take part, please answer the questions as honestly as possible. If you would like to discuss this 
survey or ask any questions about it, please email the Swansea Bay Project team on 
SBU.PKBProject@wales.nhs.uk  

Thank you in anticipation, your contribution is very much appreciated. 

General use of a patient portal  

1. How important do you think it is to have an online system for patients to record and 
access their health and wellbeing information?  

Not at all important 
Not very important 
Fairly important 
Important 
Very important     

2. On a scale of 1 to 5, how keen are you in managing your patient's condition through the 
Swansea Bay Patient portal?  1 being not keen and 5 being very keen  

3. On a scale of 1 to 5, prior to using the Swansea Bay Patient Portal (SBPP), how confident 
were you in managing your patient's condition through a portal?  1 being not confident 
and 5 being very confident. 

4. On a scale of 1 to 5, how confident are you now in using the SBPP? 1 being  not confident 
5 being very confident 

5. Has the use of SBPP had an impact on your daily workload? Please tell us how?  

6. Has the introduction of the SBPP within your department changed the ways in which you 
or your colleagues work? 
If so, how?  
 

mailto:SBU.PKBProject@wales.nhs.uk
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7. How helpful do you think it has been for patients to work together through the patient 
portal with you and your clinical teams?   

8. Do you think Swansea Bay Patient Portal has helped with any of the following? (You can 
select more than one): 

Improve communication 
More efficient ways of working within the department 
More efficient ways of working between departments 
Time saving, by working in a virtual way 
Improve patient access to clinical teams 
Streamlining of the service 
Relieving the pressure on clinics 
Relieving parking pressures at the hospital 
Reducing patient travelling to appointments 
Improved patient knowledge 
Releasing resources for other patients 
Other: Please state below 

9. What would you say to other colleagues considering using SBPP? 

10. Would you consider mass inviting your patients to use SBPP? (mass invitation is inviting all 
your patients) 

11. How likely are you to expand the use of Swansea Bay Patient Portal within your 
department? 

Very unlikely 
Quite unlikely 
Quite likely 
Very likely 

Registration 

1. On a scale of 1 to 5 how easy was it to introduce your patients to the SBPP 1 being poor 5 
being easy 

2. On a scale of 1 to 5 how informative do you think the privacy notice given to the patient 
was? 1 not at all informative 5 being very informative 

3. On a scale of 1 to 5 how easy was it to register the patient? 1 being poor 5 being easy 
4. On a scale of 1 to 5 how easy was it to add the patients to your team within SBPP?  1 

being not easy at all to 5 very easy. If you do not add patients to the system, please 
choose option 6, “Not Applicable”. 

Usability of SBPP  

5. SBPP allows patients to share their online records with family, friends, carers and other 
health professionals. How important do you think this would be for patients? 

Not at all important 
Not very important 
Fairly important 
Important 
Very important 
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6. On a scale of 1 to 5 how easy is it to message your patients through the portal? 1 being 
poor 5 being good. 

7. If you are not currently using the messaging functionality with your patients are you able 
to tell us the reason why?  

8. How helpful do you think it is for patients to have access to their test results and clinical 
documentation through the portal in helping to improve the way they manage their 
condition? 

Not at all helpful     
Not very helpful     
Neither helpful or unhelpful 
A bit helpful 
Helpful 
Very Helpful 

9. Are there other results or clinical documentation, currently not shared through the portal, 
that you think would benefit the patient? If yes, please state below:  

10.    What other functionality do you think will benefit the patient e.g. appointments?   

11. What other functionality do you think would benefit you and your clinical teams?  

12. If you are currently sharing care plans and/or library links with your patients how helpful, 
on a scale of 1 to 5, do you think these are to them?  1 being poor and 5 being very 
helpful.  

Working with patients virtually: 

13. If you are currently in contact with your patients through the portal via messaging, how do 
you feel working in this virtual environment? 
 

14. How would you feel about undertaking video consultations with your patients using the 
SBPP? 
 

Improvements (Recommendations) 

 

15. Do you think the registration process could be improved? If yes, please tell us how. 
16. What do you dislike about the system? 
17. How do you think the system could be improved further? 
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7.2 Appendix 2 - Patient Survey Questions 

Patient Questionnaire 

Please could you answer a few questions below which will help us understand more about 
what patients know and feel about using online portals, namely The Swansea Bay Patient 
Portal (powered by PKB), as part of their care management.  Please help us by giving your 
honest opinion.  This evaluation is being undertaken in conjunction with CEDAR which, is an 
NHS-academic evaluation centre which is part of Cardiff and Vale University Local Health 
Board (UHB). 

***Any answers you give are anonymous, unless you provide us with contact details for 
further communication.  A report on our findings will be put in the public domain but will be 
anonymous and will not contain any identifiable information.  Your help would be greatly 
appreciated by us, but it is not compulsory. Your decision whether to participate in this survey 
will not influence the care you receive in any way. If you do choose to take part, please 
answer the questions as honestly as possible.  *** 

Your personal data will not be shared outside of the NHS Wales, or to any third parties 
inappropriate to your care.  We will not use any other data that we may hold on you to re-
identify you from this questionnaire. 

Some questions allow you to provide a free text answer, please do not put any personal 
information in these sections. 

If you would like to discuss this survey or ask any questions about it, please email the Swansea 
Bay Project team on SBU.PKBProject@wales.nhs.uk  

Thank you in anticipation, your contribution is very much appreciated. 

1. On a scale of 1 to 5 how easy was it to register for the Swansea Bay Patient Portal?  1 
being poor 5 being easy  

2. On a scale of 1 to 5, how informative was the Privacy Notice which you were asked to read 
before registering?   

Not informative at all 
A little informative 
Quite Informative 
Very Informative 
Too informative 
I didn’t understand it  

3. How confident do you feel about managing your condition online with your doctors and 
nurses?  

Much less confident    
Less confident     
The same   
Confident     
Much more confident  
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4. How helpful do you think having access to your test results and clinical documentation has 
helped you to understand and manage your condition?  

Not at all helpful     
Not very helpful     
Neither helpful or unhelpful 
A bit helpful     
Very Helpful 

 

5. Thinking about how doctors and nurses manage your condition, what effect do you think 
using Swansea Bay Patient Portal will have on your health and wellbeing?  

Worse effect 
No effect 
Some effect 
Good effect 
Significant effect  

6. What other information would you like to see available in your portal record? 

None 
Not sure 
Other, please specify  

7. Has using the portal made you feel: 

a. More knowledgeable about your own health? Yes   No    Don’t know 
b. More confident in managing your own health? Yes     No….Don’t know 

Please tell us how:  

8. On average, how often do you use your patient portal account? 

Daily 
Weekly 
Monthly 
Less than every two months  

9. If you have used the portal to message your clinical teams how beneficial has this been to 
you? 

Not at all beneficial 
A little bit beneficial 
Quite beneficial 
Very beneficial  

Please tell us why:   
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10.  Swansea Bay Patient Portal allows patients to share their medical records with family, 
friends, carers and other health professionals. How helpful would this be to you?  

Not at all helpful 
Not really Helpful 
Neither helpful or unhelpful 
A little bit helpful 
Helpful 
Very Helpful  

 If you find it helpful to share your record can you explain why? 

 

11.  How important do you think it is to have one system to record and access your    health 
and wellbeing information? 

Not at all important 
Not really important 
Somewhat important 
Important 
Very important  

 

12.  When do you think it would be beneficial to access your health and wellbeing 
information electronically? You can select more than one:  

At home to learn more about my health 
At home to show my family friends my health information 
In an emergency 
As an inpatient 
As an outpatient 
At a GP Practice 
In the Community 
In Social Care environment 
On Holiday 
Other (please state)  

13.  How do you think the system could be improved?  

Not at all 
Other, please specify  

14.  How likely are you to recommend the SBPP to other friends/family? 

Very unlikely 
Quite unlikely 
Quite likely 
Very likely 
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15. We would like to speak to some patients like you to find out more about your thoughts on 
the Swansea Bay Patient Portal.  If you would be interested in taking part in a short 
telephone interview please can you provide your contact details below: 

Name………………………………………………………………..……………………..    

Contact Telephone no…………………………………………………………………… 

 

 
 

 

 
 

 



Swansea Bay Patient Portal Evaluation – User Feedback Report                                                              

 

7.3 Appendix 3 - Staff Topic Guide 
 

Clinicians 

Intro: 

Thank you for taking the time to speak to me today, I really appreciate it. As you know, my name is 

Kathleen, I am a research scientist who works for the NHS, based at Cardiff & Vale, but I cover all of 

Wales and I’m currently helping out Swansea Bay UHB with this piece of work.  

We are trying to find out what people think about the Swansea Bay Patient Portal so that we can make 

it better. We are really interested to hear what you think of it and want to know the good and the bad 

so please be as honest as possible.  

I will be taking notes during our conversation, but so that I don’t miss anything important it would be 

helpful for me to record our conversation. Would you be happy for me to record our conversation? 

Yes / No  

 

1) Please tell me how YOU use the SBPP 

 

2) What impact has the SBPP had on the way you care for your patients? 

 

3) What are the benefits of the system from a clinical point of view? 

 

4) What are the challenges of the system for you and your colleagues? 

 

5) You said that the SBPP had helped you by (depending on survey response or not helped you). 

Can you explain how? 

 

6) You said you would/wouldn’t like to expand use of the SBPP, what are your reasons for this? 

 

7) Do you think the system changes the relationship between patients and clinicians? If so, how? 

 

8) Do you think the use of the system affects the quality of service you provide to your patients? 

If so, how? 

 

9) Is there anything else you’d like to tell me about your experience or opinion of the SBPP? 
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7.4 Appendix 4 - Patient Topic Guide 

Patients 

Intro: 

Thank you for taking the time to speak to me today, I really appreciate it. As you know, my name is 

Kathleen, I am a research scientist who works for the NHS, based at Cardiff & Vale, but I cover all of 

Wales and I’m currently helping out Swansea Bay UHB with this piece of work.  

We are trying to find out what people think about the Swansea Bay Patient Portal so that we can make 

it better. We are really interested to hear what you think of it and want to know the good and the bad 

so please be as honest as possible. Anything we discuss will be anonymous, but we may use 

anonymised quotes in reports and feedback we provide. Nothing we talk about will influence your 

care in any way and your clinical team will not know what you tell me today.  

I will be taking notes during our conversation, but so that I don’t miss anything important it would be 

helpful for me to record our conversation. Would you be happy for me to record our conversation? 

Yes / No  

1) What do you think of the Swansea Bay patient portal? 

 

2) What do you think is good about the online system? 

 

3) What don’t you like about the online system?  

 

a. Would you prefer this system or traditional system? 

 

4) What could we do to improve it? 

 

5) Did you find the system easy to use?  

 

6) Did you need to use the help button and if so was it useful? 

 

7) How did you find the registration process? 

 

8) You’ve said that having access to your test results and clinical documents is (helpful/not 

helpful etc.) why is that? 

 

9) Has using the portal made you feel more involved / in control in your healthcare? Why do you 

think that is? 

 

10) Is there anything else you would you like to tell us about your opinion or experience on the 

SBPP? 

 

 


