
Social care prepares for a digital future

Stepping out  
of the shadows
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Traditionally, healthcare has lagged behind many other 
sectors in terms of its approach to digitisation1, and even 
on the spectrum of healthcare provision, the adoption of 
technology in social care has been minimal. However, with 
the sector facing substantial challenges, it’s an approach 
that must change if social care is to have a viable and 
vibrant future.

Opportunity in challenge
Social care in the UK faces a number of challenges, 
including:

• In 2018/19, more than 250 care homes, some  
3,000 beds, were lost in the UK as providers went  
out of business2 

• The number of requests for social care funding 
received by local authorities was up 5.7%, but fewer 
were met (down 1.7%)3 

• The UK population is ageing. By 2043, the number  
of people aged over 65 is set to increase by 43%,  
whilst those over 85 will increase by 87%4 

• By 2035, the number of people with two or more 
chronic health conditions will reach almost 10 million5.

Executive summary

Technology offers the potential to transform the social care sector and care homes will 
need to adapt and evolve to ensure they aren’t left behind. 

The challenges are stark, but can be turned into 
opportunities by forward-thinking and broader 
engagement with technology.

The pandemic response
Covid-19 has undoubtedly placed additional strain on the 
sector and magnified existing pressures, but the pandemic 
also presents an opportunity for wider and systemic 
transformation.

The response to Covid-19 has shown the incredible 
resilience of care homes when faced with unprecedented 
challenges – as well as their willingness to think outside 
the box. 

Societal shifts
The future delivery of care is very much in focus. 
Government policy to address chronic obesity6 and 
encourage active lifestyles, the increasing use of 
technology to enable people to live independently for 
longer (a key part of the NHS Long Term Plan7), and the 
rise of personal responsibility and proactive healthcare, 
could delay the need for residential care and reduce the 
average length of stay.

The UK population is ageing. 
By 2043 the number of 
people aged over 85 will 
increase by 87% 

%87
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Steve Fergus 
Head of Healthcare,
Barclays Corporate Banking

By connecting and supporting a community of healthcare 
clients and technology providers, we can build awareness 
of what is possible.

In this report, we consider:

• How technology will change the way care is delivered 

• New models of care 

• The potential to create a more efficient future.

The report includes contributions from industry experts:

• Dr Cosima Gretton, Doctor at Guy’s & St Thomas’ 
NHS Foundation Trust, Fellow of the Digital Health 
Forum 

• Steve Carefull, Adult Social Care Expert at PA 
Consulting Group 

• David Rees, Head of Local Government Services  
at PA Consulting Group 

• Shaleeza Hasham, Owner, CHD Living 

• John Tonkiss, CEO, McCarthy & Stone 

• Jennifer Estherby, HealthTech Lead, Barclays Eagle Labs.

Care homes must adapt, whether to provide more 
specialist assistance, offer a combination of residential  
and domiciliary services, or promote the community 
aspect of care home provision. 

The ideal future care home
Technology will undoubtedly play a far greater role in 
the ideal care home of the future, providing efficiencies 
and potential cost-savings, and creating a better patient 
experience. 

Changing expectations will increase demand for 
convenience, transparency and accessibility. Our vision for 
the future combines technology with humanity, leveraging 
the very best digital solutions to deliver care that’s 
proactive, responsive and personalised.

Barriers to transformation
Engaging and training staff and residents to use technology 
and fully access its benefits will help overcome cultural 
barriers to adoption. Investing in new solutions remains an 
issue, particularly where cash is often eaten up by everyday 
service demands, and budgets face increasing pressure.

At Barclays, we’re committed to helping businesses 
grow and invest in their services to meet the challenges 
and opportunities of the future. When you’re focused 
on delivering great care, keeping an eye on new 
developments and understanding their potential can be 
tough, which is why we work hard to keep abreast of new 
solutions, and their potential impact. 

“Technology will undoubtedly play  
a far greater role in the ideal care 
home of the future.”
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Social care challenges and the opportunity of technology 

Harnessing technology’s potential could revolutionise  
both home-based and residential care, and relieve some 
of the major challenges the UK social care sector currently 
faces, including:

• More individuals living longer with complex needs  
as chronic disease and co-morbidity increases,  
infant mortality falls, and an ageing population 
increases demand 

• Reduced supply as the number of care homes falls  
and attracting and retaining staff becomes harder 

• Financial constraints as budget cuts and financial 
pressure increases 

• Lack of connectivity between social care and other 
areas of health.

“The way social care is funded is an ongoing debate, 
but with local authorities now feeling the impact of the 
pandemic, that pressure will increase.” 
David Rees, PA Consulting

Technology presents new opportunities to meet the challenges facing 
the social care sector.



Previous  |  6  |  Next page

It isn’t just the financial effects of the pandemic that could 
see the sector fast approaching a tipping point where radical 
transformation is required to ensure viability. Wider funding 
issues and the human resource challenges are other factors 
that could benefit from the take up of technology.

“It’s a difficult sector to recruit into. We’re seeing  
a 6,000-person shortfall in the care economy in just 
one county. Retention is also difficult, partly because of 
competition but also because it’s a physically demanding 
job. A lot of musculoskeletal injuries could be prevented  
or reduced by greater use of technology.”
David Rees, PA Consulting

How technology can help meet these challenges
Technology is not a panacea for all the issues facing the 
social care sector, but it certainly offers some solutions.  
The Internet of Things, for example, could create greater 
synergy between systems and processes, reducing friction 
that causes inefficiency and increases costs.

“Automation and system integration in the care home  
sector is severely lagging behind others, but the benefits  
of a more joined up approach when delivering care from 
each stakeholder could be significant.”
Jennifer Estherby, Barclays Eagle Labs

It could be as simple as co-ordinating same-day hospital 
appointments, reducing disruption for residents/patients, 
lowering patient transport costs and speeding up diagnosis 
and treatment. 

Eagle Labs 
Our national network of Eagle Labs supports individuals, 
businesses and corporates to innovate and grow across 
a broad range of different sectors with varied capabilities. 
By leveraging local specialisms and introducing structured 
programming, Eagle Labs are helping drive innovation and 
transformation across industries like healthcare through 
collaborations with sector-leading corporates, universities 
and start-ups. Visit labs.uk.barclays/healthtech

https://labs.uk.barclays/healthtech


Previous  |  7  |  Next page

Taking it further, companies such as Care Sourcer are using 
technology to monitor real time occupancy rates, enabling 
people to be moved from hospital into care settings more 
quickly, saving the NHS money and offering increased 
revenue for care homes.

Supporting local authorities to effectively use technology 
may help funding go further. Assistive technology,  
for example, can enhance care in the home and delay  
or reduce the need for more costly forms of domiciliary  
or residential care. 

“Designed, implemented and evaluated properly, we 
estimate the ROI for care technology is in the range of 65-
100%. Our care technology service in just one local authority, 
with 10,000 users over five years, saw cost efficiencies of 
£9.8m. More importantly, it allowed the local authority to 
redivert essential resources to where they were most needed 
with technology taking the strain.”
David Rees, PA Consulting

The Argenti care technology partnership with Hampshire 
Council delivered telecare to vulnerable adults. The 
partnership saw Argenti assume responsibility for the 
Council’s care technology service, from driving referrals, 
through to assessments, installations, equipment provision 
and monitoring. 

In addition to the significant cost-savings achieved, 98%  
of service users said they would recommend Argenti 
telecare; 94% felt that it had increased their feelings of 
independence, safety and security, and nine out of ten social 
workers reported that the Argenti solutions were “good”  
or “very good” at achieving care outcomes8.

The global experience
An ageing population and increasing pressure on social care 
isn’t just a UK issue. The UN estimates that by 2050, one in 
six people globally will be aged over 65 (16%), up from one 
in 11 in 2019 (9%). The number of people aged 80 years or 
over is projected to triple, from 143 million in 2019 to 426 
million in 2050 and by 2050, one in four people living in 
Europe and Northern America could be aged 65 or over 9. 

Early adopters of technology offer opportunities for the UK 
to embrace existing solutions and global market potential 
for businesses innovating in this space, possibly encouraging 
greater commercialisation of innovation in the UK. 

“We’re trialing the use of collaborative robots or ‘cobots’ in 
care settings. These are wearable devices that assist care 
workers when lifting or moving a person. However, we’ve 
had to go to Japan to find a manufacturer because there are 
currently no manufacturers of suitable devices in the UK.”
Steve Carefull, PA Consulting

Building the capacity to manufacture and sell those 
innovations, both within the UK and globally, presents an 
untapped opportunity requiring market stimulation.

“There’s lots of innovation in the UK. We’re approached a 
couple of times a month by small scale developers, people 
with an idea, often driven by personal experience. But it’s 
hard for them to see a route through from that small-scale 
prototype solution to mainstream provision.”
David Rees, PA Consulting

In a sector where care is delivered through a high  
number of relatively small private companies, having  
the scale to invest in this type of innovation can be  
an additional challenge. 

for care technology, if designed, 
implemented and evaluated properly

65%-100% return on 
investment 

£ 65% 100%

Source: PA Consulting
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“Our network of physical incubators and promotion of collaboration 
between healthtech start-ups and the sector not only builds an 
understanding of how technology can help, but creates a market  
for the solutions.” 
Jennifer Estherby, Barclays Eagle Labs

Focus on customer experience
A key learning in the delivery of technology within health and social 
care is the shift in perceiving the patient or resident as a passive person 
to whom care is given, to a more active participant with choices. 
Today’s consumers are more focused on experiences and this is rapidly 
translating into all aspects of healthcare provision.

“Our traditional paternalistic system means we don’t think about the 
experience. But, if you focus on the patient experience, both sides benefit. 
Patients get through the system faster, are more likely to reach out for 
help, and the whole thing is more streamlined. In the US they have health 
navigators to help people navigate the system. Social care in the UK  
is incredibly complicated, so having digital guides to help navigate 
services, needs and funding could be a real step forward.”
Dr Cosima Gretton, Digital Health Forum

Sharing learning isn’t one-sided. The UK was the first to trial Amazon 
Echo with Alexa in a care setting, leading to similar services in the US  
and Nordic countries.

“Harnessing technology that was designed to delight a customer and 
making it work to provide users with greater independence won our 
Amazon Alexa trial an innovation award. Users can ask Alexa to switch  
on appliances or lights, call for assistance, or just play their music of 
choice. It supports independence. Since its launch, 72% of users have  
said that it’s improved their life.”
David Rees, PA Consulting
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The pandemic has accelerated the adoption of technology 
across many sectors and social care is no exception. 

“There’s no better time than now for care homes to make the 
transition to more innovative ways of working, as the rapid 
pace of technological advancements globally is widening 
the gap between what is possible and what is actually being 
used. The Covid-19 pandemic has served as a catalyst for 
care homes that were previously reluctant to become digital, 
encouraging them to embrace technology to transform 
the care they provide at this difficult time. There has been a 
surge in care homes adopting mobile digital care monitoring 
systems to record and track care, as well as options for 
supporting social connections remotely with restrictions  
on visitation in place.”
Shaleeza Hasham, CHD Living
 

Technology’s potential to transform the care sector

Has the care sector reached a tipping point in its adoption of technology?

“There is no better time than now for 
care homes to make the transition to 
more innovative ways of working.”
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Shifting expectations
Changing expectations around convenience, accessibility 
and speed of service are likely to become increasingly 
important, both to residents and families. Between 2011 
and 2019, internet usage amongst those aged between 
65 and 75 increased from 52% to 83%. Covid-19 has also 
significantly increased interest in digital communications 
and the use of technology, with four out of five people 
agreeing that technology has been a vital support during 
the pandemic10. 

The number of over-70s required to self-isolate and use 
technology to order essentials such as groceries, manage 
banking services and communicate with family and friends 
increased significantly. That creates a future social care 
population that’s far more digitally-savvy than we could 
even have imagined in early 2020. 

“There’s an increased demand for full transparency in care, 
with families wanting easily accessible information about  
the care of their relative. Electronic care monitoring software 
has made this easier, with carers able to log interactions 
with residents in real-time and families able to log-in  
and see that their relatives are being well cared for.”
Shaleeza Hasham, CHD Living

“People have a much higher level of expectation today about 
being able to access information. As today’s digitally led 
generation ages, the expectation of instant availability will 
only increase.”
Dr Cosima Gretton, Digital Health Forum

Taking time to demonstrate the benefits of technology  
and ensuring it’s easy and simple to use can help even  
the most digitally averse adopt it, and therefore maximise 
its potential.

“Clients sometimes say they want a ‘technology first’ 
approach. We prefer an ‘outcomes first’ approach that 
focuses on service user needs, considering the individual and 
their concerns. We can then understand what technology 
could do for a user and in what context.”
David Rees, PA Consulting

Supporting more proactive care
Technology supports the shift from healthcare being 
something you access when you’re sick, to something 
that can support healthy lifestyles and mental and physical 
wellness. In a care setting, this more proactive approach  
can alert staff before problems reach a critical stage and,  
for those living independently, provide reassurance that 
their wellbeing is being closely monitored.

“Technology is a central tool in the future of care. We are 
piloting an artificial intelligence-powered wellbeing system, 
which uses a wristband and passive sensors fitted into 
apartments to monitor homeowners’ daily patterns, identify 
any changes in health and alert loved ones or our team  
if action is required. It enables very personalised care aligned 
with individuals’ specific needs.”
John Tonkiss, McCarthy & Stone

Potentially, this is an area of technology adoption where 
social care can steal a march on primary care.

“Historically, decision-makers in social care have been more 
willing to make a managed leap of faith if they can see that 
in principle an idea is worth having a proper go at. On the 
other hand, clinicians apply a higher threshold of evidence 
before they’ll commit to changing something, which can be 
a challenge for truly novel ideas.”
Steve Carefull, PA Consulting

Assistive technology can aid greater independence  
and improve experience of care at home or in  
residential settings.

“Telehealth and telemedicine can help keep vulnerable 
people safe. Wearable devices, sensor mats and plasters that 
monitor blood sugar levels and blood pressure, for example, 
can enable residents to monitor and manage their own 
health conditions.”
Shaleeza Hasham, CHD Living

“Technologies that monitor vital signs or stress response 
can allow care homes to monitor the general health of 
everyone, so they can quickly identify problems. That 
proactive approach can help prevent residents from requiring 
hospitalisation, which can be distressing and costly.”
Dr Cosima Gretton, Digital Health Forum

Internet usage in those aged 65 to 75:

20192011

Silver surfers

83%52%

“We prefer an ‘outcomes first’  
approach that focuses on service  
user needs, considering the individual 
and their concerns.”
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Transforming through technology could safeguard the 
long-term sustainability of UK social care, delivering 
benefits for providers, local authorities, users and  
their families.

But what could the ideal care home of the future – say  
in 10 years’ time – look like?

“I imagine we will have seen an increased use of artificial 
intelligence enabled technologies in care, along with 
technology and data systems fully integrated with  
each other – giving providers a comprehensive look  
at a resident’s quality of life.”
Shaleeza Hasham, CHD Living

Enhanced connectivity
Connectivity will become increasingly important as 
technology enables more integrated care. The NHS Long 
Term Plan11 includes proposals for digital transformation 
and encouraging increased co-ordination between health 
and social care. 

A vision of future care 

Will social care overcome the barriers to adoption and take the leap to a more 
technological future? 

“Software that integrates across multiple pathways 
will allow patient data to be shared with all relevant 
stakeholders (GPs, hospitals, care home staff, local 
authorities) providing a joined-up approach resulting  
in much better care delivery for the resident/patient.”
Jennifer Estherby, Barclays Eagle Labs 

The digital switch will also boost connectivity within 
individual and care homes, allowing for more responsive, 
data-driven development of care.

“I think that the Internet of Things (IoT) environment will 
become more prolific and important. We can then start  
to build a richer picture of somebody’s care needs through 
devices: their Fitbits, Alexa’s, smart fridge, water meter 
etc. Tracking devices will check hydration and medication, 
and robotic support will enable lifting within the user’s 
own home, allowing them and their families to be more 
confident and comfortable living independently.”
David Rees, PA Consulting

“Although there are challenges to care 
homes adopting technologies, they can 
increase the efficiency and effectiveness 
of staff and facilities, improve a home’s 
CQC rating and raise client satisfaction.”
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Challenges to achieving the ideal
However, there are a number of challenges to this vision  
of a tech-enabled future. 

“As well as the obvious budgetary constraints, there 
are also issues around security and resistance towards 
change. Robotics, for example, could certainly ease 
pressure in social care, but many people are concerned 
about the dignity and welfare of service users and lack of 
human contact. However, managing the change effectively, 
using robots to complement, rather than replace, human 
caregivers could be more successful.”
Shaleeza Hasham, CHD Living

To enable technology to meet its full potential, trust is 
required. Concerns around data and privacy should be 
openly discussed and balanced against the demand for 
personalisation and usability.

“Building trust in technology requires everybody to behave 
in a transparent way. The younger generation tends to be 
more relaxed about sharing their data; they understand 
the quid pro quo, however, the older generation is latching 
on too. When we ran the Amazon Alexa pilot for older 
people with care needs, some did express concerns about 
data privacy, but the majority recognised that if they 
wanted Alexa to play music and give them the local news 
and weather at no cost, there was a trade-off required in 
terms of their data being held by Amazon. We were careful 
to ensure they understood that and were still comfortable  
to proceed.”
Steve Carefull, PA Consulting

Investing for the long-term when day-to-day budgeting  
is the norm can also be daunting.

“Innovation is seen as an expense but investing in the 
tools to sustain your business and keep pace is crucial. 
Regulations are likely to change over time making some 
technologies mandatory, especially if the healthcare 
service becomes more joined up. That brings the  
long-term survivability of those that don’t adopt 
technology into question.”
Jennifer Estherby, Barclays Eagle Labs

Freedom of choice
When it comes to deciding how and where people are 
cared for, the development of technology allows far 
greater choice.  

“While technology can enable more people to receive 
the care they need at home, it’s important that it doesn’t 
come at the expense of receiving high-quality, person-
centred care. No amount of artificial intelligence can 
replace the interaction between two human beings and 
the personalised care that can be delivered as a result. In 
addition to residential care, we operate a large domiciliary 
business, supporting people however they want to receive 
their care.”
Shaleeza Hasham, CHD Living

Demand for retirement communities is also increasing, as 
people look to achieve independence within a supported 
setting that can combat isolation.

“Traditionally, the choices for housing in later life have 
been staying in the family home or moving into a care 
facility. But retirement communities provide a ‘third way’ 
to live; not only enabling homeowners to enjoy their 
independence for longer, but also easing pressure on the 
UK’s medical services – saving the NHS and social care 
system around £3,500 per year, per person living in a 
retirement community. Technology can be used to provide 
personalised care and to remain connected virtually to 
their friends and families.”
John Tonkiss, McCarthy & Stone

Focusing on the benefits
Just focusing on how technology can mitigate the 
challenges can mean losing sight of the numerous 
additional benefits it offers to the social care sector  
and its users.

“Electronic care monitoring systems minimise mistakes 
and improve staff efficiency and time, resulting in more 
time spent on providing compassionate, person-centred 
care. Staff can access digital care plans and records more 
easily. They can record information electronically in real 
time, which can be quickly and accurately shared to help 
keep people safe. 

“Being able to share digital records also increases 
transparency of care and can help providers build trust 
with relatives. Although there are challenges to care 
homes adopting technologies, they can increase the 
efficiency and effectiveness of staff and facilities, improve  
a home’s CQC rating and raise client satisfaction – the 
most important ways for a care home to reduce its costs 
and to increase its quality of care.”
Shaleeza Hasham, CHD Living
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Technology will revolutionise social care in the UK.  
The sector is waking up to the potential that technology 
offers to create better, more effective and efficient care for 
residents/users and deliver real business benefits  
for providers.

What will that mean in practice? The need to invest in 
technology in order to boost long-term sustainability may 
well drive consolidation in the sector and lead to fewer, 
larger homes. Advancing technology will also allow those 
people who prefer to stay in their own homes to do so 
whilst being safely monitored and supported, thus reducing 
demand for mainstream residential care. 

At the same time, greater longevity and increasing 
comorbidity may fuel demand for specialist care. This will 
change the industry dynamic around the future shortage 
of care beds to meet the needs of the baby boomers and 
cannot be ignored. 

Currently, there is a baffling array of possible technology, 
with providers having valid concerns about investing in the 
wrong choice. Some degree of industry standardisation or 
preferred technology platform could help providers invest 
with confidence and enable their client base to assess their 
options more effectively.

Conclusion

Choice is important, as is resident experience – whether 
for a highly-personalised family-run care setting or a slick, 
hi-tech delivery – and that too will affect decisions around 
investment need. Potentially, this could drive the demand 
for new builds with technology integrated into the design, 
rather than retrofitting technology into ageing buildings.

Perhaps that choice will encourage diversification, with care 
home providers offering services ranging from specialist 
residential care to domiciliary support. 

The opportunities are wide-ranging. Sharing information 
about the potential of technology and these opportunities 
with providers, individuals and local authorities, is an 
important part of the UK social care debate. Connecting our 
clients with what is possible in the world of social care can 
help initiate conversations and deliver real change.

Our experts share a passion for improving social care  
in the UK. Their awareness of the challenges and 
understanding of how technology can be used to deliver 
improvements in care for users, and outcomes for 
providers, is inspiring. 

By opening up the debate on technology in social care,  
we can all play a part in creating a brighter future.

“By opening up the debate  
on technology in social care,  
we can all play a part in creating  
a brighter future.”

Investment in technology will revolutionise social care in the UK.

Steve Fergus 
Head of Healthcare,
Barclays Corporate Banking
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Connecting you to possibility
Barclays is committed to helping healthcare businesses to grow and invest in new 
opportunities, while continuing to service their current needs. We have developed digital 
banking solutions that deliver exceptional control and visibility across your business – enabling 
you to manage treasury, trade finance, borrowing and FX on one secure, intuitive platform:

Barclays Online Banking
Conduct all of your business banking at a time  
and place to suit you with Barclays Online  
Banking – including Barclays Mobile Banking  
for ultimate control.

Barclays iPortal
Get global access to Corporate Banking products and 
services from a single sign-in point to support your 
more complex UK and international needs.

File Gateway
Automatically transmit payment and collection files 
to Barclays for processing through a single electronic 
gateway. Access multiple country clearing systems 
and transaction types from a single entry point. 

Digital Security
Use cutting edge security tools to mitigate cyber risks  
when banking online. The Barclays Biometric Reader, 
for example, identifies your unique finger vein 
patterns using infra-red technology.

Integrated Solutions
Co-ordinate cash and treasury management across 
your business with a global view and full transactional 
capability across all of your cash positions.

Precisionpay Bank Transfer
Pay suppliers who don’t currently accept Visa or 
Mastercard, with all the data, reconciliation and 
working capital benefits you’d expect from a virtual 
card programme. 

To find out more about what our digital 
banking services can do for your business, visit: 
barclayscorporate.com/solutions/corporate-banking-
solutions/digital-banking-services/

All users of our digital channels are strongly 
encouraged to complete the Barclays cyber  
fraud education and awareness training module, 
developed in association with Barclays Digital Wings: 
digital.wings.uk.barclays/for-everyone
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