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Results (June 2022)

700+ 
conversations per month

£456,000
potential savings/ year

24 hours 
staff time saved every week

86%
of patients rated “like” or “neutral”

14.6% 
adoption rate 

Overview

Somerset NHS Foundation Trust (FT) Outpatients Department managed 

554,964 appointments in 2020-21 and while appointment volumes (and 

booking administration workload) usually increase year on year, the COVID 

pandemic has temporarily reversed this pattern with activity dropping by 

about 23,000 appointments¹.

This has caused a massive appointment backlog, so the adoption of digital tools that 

maximise booking efficiency and minimise lost appointments are crucial at this time. 

Patients are ready to take on digital tools for healthcare

�atients are used to managing their schedules using digital tools in other 

areas o� their lives, so it is not surprising that patient�led booking is 
uickly 

becoming an e"pectation �rom patients in healthcare��

Somerset FT partnered with Servelec and EBO to deploy an I�powered 

Virtual ssistant to take on some o� their booking workload, while still 

providing a very positive and personal e"perience �or patients.  12�week 

pilot showed positive patient �eedback and a reduction in sta�� workload. 

Since then, the Virtual ssistant has gone �rom strength to strength, 

ma"imising booking e��iciency, saving valuable resources and reducing costs.
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c Yames Tarriott, Digital Change Tanager at Somerset 

NHS Foundation Trust
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