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“I didn’t know 
these services 
even existed until 
now” - TWR user



The Challenge Of The Information Chasm

In the world of Health and Social Care communication, one of the 
biggest ongoing challenges being faced has been what we call at 
Common Unity “The Information Chasm.”  This chasm sits squarely 
between those who provide on the one side, and those who would 
receive on the other. 

But the size of this chasm means that by the time information 
about any form of support is received by the citizens and 
cascaded to their wider communities, the information is either 
out of date because the services have shut down or have been 
changed significantly regarding their admission criteria and 
contact details – It appears that however hard the tenacious 
Database Administrators work to sift information, build service 
links and keep on top of all services, their best efforts, more often 
than not, go to waste. 

Such a situation causes a huge level of dissatisfaction for those 
who need a service but are either finding out too late for it to be 
of benefit, or find themselves unable to make contact due to a 
range of key service communication changes. This chasm, is one 
key reason why accessible services are often not accessible at all 
and is also a cause of much frustration across communities to the 
point that many citizens just give up.

The current approach of building, piece by piece, a database of 
local services and populating that database with checked and 
double checked information in respect of names, numbers, service 
details and location, as well as the ongoing management of that 
data, is staff resource heavy, time consuming and limited. TWR 
does this differently.

What Is The Waiting Room (TWR) 
Resource Key All About?

TWR provides an alternative approach 
to taking control of our own health and 
well-being. 

It is a virtual bridge across “The Information 
Chasm”  that connects support services to the 
recipient almost instantly.

TWR, by engaging citizens with sources of 
support directly and seamlessly is, in its own 
right an intervention, taking away the often 
wearisome process of finding the right place 
to get help.

TWR is an online resource library of 
information and support that can be 
navigated with minimum difficulty. In 
addition, the ongoing management of the 
process is relatively small but engagement 
can be realised at high levels and monitored 
effectively.
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The Technical Bit - Usage

In August 2015 Ofcom reported that the UK is 
officially a smartphone society with over two-thirds 
of the adult population owning a smartphone and 
a similar projection being estimated in respect 
to tablet ownership by 2016. The virtual world 
with access to up to the minute information is 
fast becoming the accepted norm and there is no 
indication of this phenomenon slowing.   

This rise in smartphone surfing marks a clear shift 
since 2014, when just 22% turned to their phone 
first, and 40% preferred their laptop. 

In fact, Smartphones have become the hub of our 
daily lives and are now in the pockets of 66% of 
UK adults, up from 39% in 2012. The vast majority 
(90%)  of 16-24 year olds own one; but 55-64 year 
olds are also joining the smartphone revolution, 
with ownership in this age group more than 
doubling since 2012, from 19% to 50%.

The surge is further being driven by the increasing 
take-up of 4G mobile broadband, providing faster 
online access. 
 
We now spend almost twice as long online with 
our smartphones than on laptops and personal 
computers. On average, mobile users spent nearly 
two hours online each day using a smartphone in 
March 2015 (1 hour and 54 minutes) , compared to 
just over an hour spent online by laptop and PC 
users (1 hour and nine minutes).  

The Technical Bit - Usage // Quick Respnse (QR) Codes

Through scanning a QR Code via 
your tablet or smart phone app 
(free to download) , the user is taken 
to a pre-determined website – it 
is currently used for a range of 
commercial purposes particularly 
in respect of marketing, promotion, 
commercial tracking, entertainment 
and transport as well as ticketing. 
The beauty of QR codes is that they 
are easy to produce and reproduce 
being displayed almost anywhere. 
This means that access to a specific 
website for a specific purpose 
through a specific QR code could be 
printed in a range of formats and 
a range of places for a number of 
different target groups.

Quick Response (QR) Codes



The TWR Resource Key

Common Unity have spent many years helping to develop 
and produce eye catching Directories, Z-Cards, Wallet 
Cards, Glossy Leaflets and Magazines in a bid to best 
engage vulnerable communities with services that can best 
support their needs. 

Unfortunately, because of the “Information Chasm”  
described earlier, the shelf life of such products is extremely 
limited to the extent that often when the product has been 
printed and delivered, much of the information is already 
out of date.  

When you add to this the cost incurred regarding the design, 
development, distribution and staff resources – the whole 
process is pretty much an exercise in information futility. 

Furthermore, paper based information just does not last 
and more often than not finds itself banished to the deepest 
darkest corner of the sofa or becomes a paper aeroplane 
for the children, or worse still, never makes it out of the back 
pocket before the next washing cycle.  

The TWR Resource Key, being a durable key fob with an 
embedded QR code, answers these challenges head on in 
respect of durability, practicality and minimum cost. 
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Where Does The QR Code Take You?

Where Does the QR Code Take You?

With an emphasis on protect and prevent, 
The Waiting Room couch is split into 24 Life 
Domain key areas and by clicking on a key 
area, will take the user through to a list of local 
and national websites and contact numbers 
(fully accessible) that can be accessed for the 
purposes of information and direct support. 

It’s envisaged that The Waiting Room, a place 
with significant connections across Health and 
Social Care and wider, will continue to grow so 
to best enable vulnerable community members 
instant and discreet access to appropriate 
local and national support services as well as 
up-to-date and useable information to help 
protect citizens and prevent life damaging 
events from occurring. 

In effect, we see The Waiting Room as 
becoming the One Stop Virtual Shop for 
Birmingham people in the very near future. 
It doesn’t stop there though. We want a future 
where The Waiting Room can be accessible 
across the UK with a range of localised 
Waiting Rooms being available.

The following link takes you to a YouTube video 
that shows exactly how the QR Code works for 
the Resource Key 
https://youtu.be/P1SxyDt802o
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The Birmingham South Central CCG Pilot

In November 2016, it was agreed by The Birmingham South 
Central Clinical Commissioning Group that a pilot version of 
the key fob be distributed amongst 25 GP practices.

During December 2016, GP Practice representatives from 
each of the 25 Practices were provided with clear instructions 
as to how TWR Resource Key worked, as well as posters to 
promote TWR within their surgery and a total of 1500 keys 
split between the practices.

Utilising analytics software over a 3-month period from 
December 20th, 2016, the following data was obtained:

a)  461 users had accessed TWR with nearly 2300 pages being viewed 
over 693 separate sessions.

b)  The average number of pages viewed was over 3 per user.

c)  Bounce rate was very low meaning that users engaging with TWR 
stayed engaged.

d)  The duration period for each user as an average was 3 minutes a nd 
43 seconds.

e)  A total of 32.18% of the users has their age data made ava ilable to 
analytics being broken down as tabled below:

f)   Over a third of the users had allowed their gender to be  recognised 
by analytics with there being a clear 50/50 split regarding Gender 
access levels.

g)   Through our analytics data we have identified the types of devices 
used and recognised that the argument stating society is more lia ble 
than ever to use smart technologies, appears to be holding water, with 
over 50% of all sessions being accessed through mobile technology. 
Interestingly, mobile phone users were also more likely to spend m ore 
time searching TWR options and visit more pages than those using 
PC’s.
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What’s Happened Since The Initial Pilot?

TWR continues to go from strength to strength on many 
levels. Since the initial 3 month period with the pilot, the key 
fob has seen a further distribution increase of 2000 units 
across a range of service sectors.

These services include Birmingham and Solihull Mental Health 
Foundation Trust, BITA Pathways, Birmingham Mind, The 
West Midlands Fire Service (Birmingham) , HMP Birmingham, 
Birmingham Probation and Jaguar Land Rover. Significant 
changes have been made in respect of the fob design, the 
landing page, landing page content (with many services 
requesting to be highlighted)  as well as the publicity and 
approach to marketing. TWR also translates at the touch of 
a button to the citizens preferred first language and is fully 
compatible with skype where direct calls can be made from 
the user’s PC.  Much of these changes have been made based 
on requests from citizens and professionals engaging with 
TWR as a real upstream intervention regarding health and 
wellbeing.

TWR also differs significantly from other directories in the following 
ways:

1) Utilisation of the QR Code to directly connect the citizen to the  TWR 
landing page.

2) Highly navigable approach with minimum searching.

3) Incorporates 24 Life Domains with services that cut across domai ns 
being highlighted in more than one area.

4) Incorporates both local and regional on-line directories within its 
structure specifically the “General” domain (including Birmingham’s 
Route 2 Wellbeing directory and Forward Thinking Birmingham’s 
Service Resource Page).

Data over a four-month period now demonstrates that TWR 
is a resource being linked to regularly with over 4000 page 
views and a significant time spent on engagement with the 
TWR Landing Page as shown below. The bounce rate (the 
percentage of visitors who leave the site immediately without 
further exploration) remains positively low. 

The male to female ratio remains split at 50/50 and a clear 
positive direction of travel regarding engagement across all 
age groups is being observed with a significant increase in 
engagement by citizens of 55 years and older as shown below.

Feedback from both community members and front-line 
professionals remains encouraging; and interest external 
to Birmingham has significantly increased with a range of 
Public Health Teams and large private sector organisations 
requesting opportunities to discuss a tailored TWR for their 
customer base.



What’s Happened Since The Inital Pilot?

A further development has been the ability to now drill down 
into TWR pages to observe where engaged citizens are looking 
for support. This was set up fully on February 20th (2 months 
into the pilot)  and plots which areas of TWR citizens are 
engaging with most often. 

Common Unity have also been working 
hard to ensure that access to TWR can also 
be realised via other locally hosted Health 
and Social Care websites through the 
development of the TWR widget. 

This widget offers citizens and staff an 
online “Connection”  via the host website 
straight to the TWR landing page. Such an 
approach not only highlights the positive 
value of partnership working, but also 
means that through analytics TWR can 
demonstrate where citizens are accessing 
the landing page from. 

By becoming a “TWR Widget Pal” , 
organisations will also see their links on 
TWR move up the directory to give their 
organisations greater prominence.

As TWR Resource Keys and wider uptake of TWR takes hold, 
we feel such data will be invaluable in demonstrating where 
the greatest demand for support is being sought from. 
This data also benefits commissioner’s in respect of service 
demand intelligence and future health and social care service 
development.
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383 sessions, 134 final event 249 sessions, 76 final event 173 sessions, 43 final event 130 sessions, 22 final event 108 sessions, 15 final event 93 sessions, 11 final event 82 sessions, 11 final event
1st Event 2nd Event 3rd Event 4th Event 5th Event 6th Event 7th Event
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As more user data is collected, we will be able to chart more 
accurately the citizen’s behaviours in respect of associated 
areas in TWR being engaged with. 

This would provide value in regards to highlighting 
opportunities for services to strengthen specific service area 
networks, and for commissioners to better understand the 
direction of travel organisations may need to consider to 
ensure services are more holistically responsive to need. 

In further support to this, local commissioning bodies will very 
soon be able to gain direct “real time”  access to TWR analytics, 
this will be through a dedicated portal to observe first-hand 
the engagement data for the TWR intervention and usage 
trends as and when they wish to gain access to this data – 
they will no longer need to wait on services for updates.  In a 
bid to ensure this transparency is not just the exclusive right of 
Commissioners, a lighter touch “real time”  version of the data 
will also be available to citizens directly through TWR.
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TWR In Action

Since the initial development and roll out of TWR Resource Keys on December 20th 2016, feedback fr om front-line workers 
across the Health and Social Care Sector and wider has been extremely positive and there have be en a number of success 
stories regarding its impact.

Case 1 - Individual Support

An education sector representative contacted Common 
Unity regarding a student they had concerns with regarding 
potential suicidal ideation. Although the 19-year old student 
had been in contact with local young people’s mental health 
services, he was still struggling to cope with the stresses of his 
course. 

The student was very quiet and withdrawn in his manner and 
extremely worried that talking to his family members about 
his thoughts would be too much for them to bare. 

Common Unity met with the student and within 5 minutes 
of receiving the TWR Resource Key, this young man had 
downloaded the QR Code reader, scanned the fob and 
accessed the support options in the help-line section with a 
clear understanding of whom to contact when he was finding 
it hard to deal with his feelings. He made a stated agreement 
as to which services he would contact in times of crisis. 

The follow up conversation a month later clarified to Common 
Unity that the student had accessed both CALM and 
Samaritans via the help-line section when he was struggling 
to cope, with the help-lines being of significant benefit. He had 
also gained access to 1-1 counselling support.

Case 2 - Community Support

In early April 2017, a 20-year-old man died after falling from a 
bridge onto the expressway in Birmingham. The impact on the 
community was huge with many mourners finding it difficult 
to cope with this unexpected loss. 

Common Unity were quick to ensure that 200 TWR Resource 
Keys were distributed via a local Pastoral Lead to those 
affected by this tragedy. 

Feedback from the Pastor was very positive where he felt that 
TWR had given him an opportunity to make a real difference 
in respect to the emotional needs of his community.  He is 
also ensuring that at the funeral, copies of the QR code will be 
made available to all the attendees on posters and within the 
1000 Funeral Programmes being distributed to the mourners.
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Testimonial

We are the local (and one of the largest) branches of the charity Cruse 
Bereavement Care. We support nearly 1000 Birmingham residents every year 
with their grief and bereavement issues.

We were allocated 100 of The Waiting Room resource keys to distribute to our 
clients with the aim of helping them access other local services more easily, as 
many of our clients have needs in addition to their bereavement support issues.

Our clients were then able to access services and information in a discrete and 
confidential manner. It also meant that we were able save on our own resources, 
no longer having to find and print information from other agencies.   

We have also found the keys to be a fantastic resource for our staff and 
volunteers,  providing them with information that is accessible, well populated, 
clear to navigate  and up to date.

It would be extremely beneficial to us and our clients if we were able to access 
more keys and distribute accordingly.  

Yours sincerely

Lesley Hales
Planning Coordinator
Cruse Bereavement Care Birmingham 

Testimonial
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