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04 Priority 4: Help people and services use technology in ways that work

Digital technology has the potential 
to make health and social care more 
accessible, efficient, and responsive 
to people’s individual needs and 
circumstances. But it can also create 
new barriers if not designed and 
introduced with people’s needs at the 
centre. 

In the year ahead we will strengthen 
how people’s voices on digital 
inclusion inform national discussions.  
We will work with partners such as the 
Digital Inclusion Alliance and Digital 
Health and Care Wales, to help make 
sure the lived experiences of people 
facing digital exclusion shape the 
development of digital health and care 
services.

We consistently hear that people want 
technology to work for them, not to 
replace human contact or make it 
harder to get help. The challenge is 
to make sure that digital innovation 
improves access and experience 
for everyone, not just those who are 
already digitally confident or have 
access to technology.

In 2026–27, we will: 

•	 Launch and take forward 
our own digital strategy. 

•	 Represent people’s views 
and experiences in the 
development of digital tools 
such as the NHS Wales 
App. 

•	 Work with partners 
including the Digital 
Inclusion Alliance to create 
a citizen panel on digital 
inclusion – so that people’s 
lived experiences inform 
and influence national 
digital inclusion work. 

•	 Bring communities and 
services together to talk 
about new technologies, 
including AI, so that they’re 
developed and used safely 
in ways that work for 
everyone.
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05 Priority 5: Grow and improve as an organisation

Our impact starts with 
us. When we’re clear, 
consistent and working well 
together, we can make a 
bigger difference for people 
and communities across 
Wales.

As we head into the final 
year of our Strategic 
Plan, we’ll bring all our 
internal development and 
improvement work together 
into one simple programme. 
This will help us work in a 
clearer and more joined-
up way, and make sure our 
people, ways of working 
and resources all support 
the People’s Principles.

Being clear, accountable 
and showing continuous 
progress matters - for the 
difference we make for 
people and communities 
and for the wellbeing of our 
people.  

In 2026–27, we will: 

•	 Report on our impact in a clear and consistent way, using the People’s 
Principles to guide how and what we share.   

•	 Build our all-Wales standards into our people’s work objectives, so 
everyone knows what good looks like and how to achieve it. 

•	 Improve how we recruit and welcome new colleagues, so we bring in 
the right people and help them settle in well. 

•	 Introduce new and strengthened leadership, role based and personal 
learning and development support, so people feel confident and set up 
to succeed. 

•	 Strengthen our performance management and supervision 
frameworks, so people get the feedback, support and guidance they 
need to do their best work. 

•	 Review how our financial systems are working and agree 
improvements where needed.  

•	 Keep improving how we collect and use data and information, including 
through our Customer Relationship Management (CRM) system so our 
insight is strong and reliable.   

•	 Stay up to date with legal, and policy, changes that may affect our work 
and make sure we are ready for anything new.  

•	 Continue developing our governance, ways of working, and statutory 
reporting responsibilities so that we make the best use of our 
resources.



16

We’ll measure success by 
whether people and communities 
can see real change happening 
and not just by how busy we’ve 
been.  

We’ll look for clear signs that 
our work has made a positive 
difference, and we’ll be open 
about what has changed and what 
still needs to happen.  

We’ll check that we are working 
to our standards in the same 
way across Wales, listen to what 
communities, partners and our 
people tell us, and make sure we 
follow up on every representation 
we make.

Our Board will keep a close eye 
on this so that our work stays 
focused on what matters most to 
people and communities across 
Wales.

Measuring
success



Contact us 

If you would like to give us feedback on this publication or wish 
to receive this information in an alternative format or language, 

please contact us on the details below. 

We welcome telephone calls in Welsh. If you write to us in Welsh, 
we will answer in Welsh.

This will not lead to a delay in responding to your 
correspondence.

Llais  
Crown Buildings, 

Cathays Park, 
King Edward VII Ave, 

Cardiff. 
CF10 3NQ

 
02920 235 558

enquiries@llaiscymru.org
www.llaiswales.org


