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FEEDBACK

Thank you for being there for us

COLIN, WESTMINSTER



EXECUTIVE SUMMARY

• 242,000 website visitors
• 1.4 million page views
• 108% increase in page translations since 2020
• 183% increase in blog page views since 2020
• 35 days and 21 hours of video viewing
• 786 sign ups to eLearning courses

• 350,000 records integrated with the clinical
health systems

• 137,000 email addresses in the platform
• 677,000 emails sent, up 800% on previous year
• 24 campaigns published
• 33 live automations
• 433 email templates created

• Over 48,000 different individuals have been sent an email
campaign which is 35% of the current email list

• 995 users expressed an interest in the REWIND programme
with 40% of those going on to start the programme

• 214 self-referrals to the Diabetes Prevention Programme via a
KDS campaign in August, up on the previous month by 245%

• 1,231 patients completed an interactive foot care quiz
• 12,000 recipe emails sent with 638 downloading a low carb
meal plan

• 2,392 users created a KD account in first 4 months (Sep to Dec)
• 3,533 log ins during first 4 months
• 322 different practices now have at least 1 patient with a KD
account

• Youngest person with a KD account is 19 years old with type 2
diabetes

• Oldest person with a KD account is 99 years old



Digital Health Solutions

Many people with
diabetes don’t want to
attend a structured
education programme. Or
they haven’t been
available due to Covid19.

Take the education to
them, offering
unstructured education
via Know Diabetes (KD)
channels - over 350 hours
have been spent on our
website, and just under
677k emails sent out to
people with diabetes.

There are lots of great
websites and content
out there to empower
self-care, learning and
behaviour change but
we don’t know if people
with diabetes from NWL
are engaging with them.

Know Diabetes directly
contacts people with
diabetes in NWL, so we
know who is and isn't
engaging. Each digital
engagement builds up
their behaviour
engagement score.

Patients get sent a SMS (if
they have a mobile
number on file) telling
them about a new
intervention (Healthier
You or REWIND
programme) which does
not emotionally engage
them.

Know Diabetes sent a five
series email nurture
campaign, nudging sign
ups and
promoting lifestyle
changes. Provider
reported a 245% increase
in self referrals the month
of the campaign.

Patient hears about new
REWIND programme then
visits a website
which says speak to GP
for a referral, patient
leaves website forgets to
book appointment
or can't get through to GP.

KD website asks users to
sign up to emails on type
2 remission and nudges
them to contact their GP.
Provider reports that 40%
of users who went
through the nudge
campaign on the
website have been
referred by their GP.

Inactivity in the diabetes
population. Regular
moderate intensity
physical activity (such as
brisk walking, swimming
and cycling) has been
shown to help prevent
and manage over 20
chronic conditions.

Know Diabetes uses
content marketing (email
campaign, blog, and
website) to nudge over
200 people with diabetes
or at risk of type 2 to
download and sign up for
the EXi app (Exercise on
referral programme).



KNOW DIABETES
SERVICE

1. Website
2. Account Creation

3. Campaigns
4. Digital Health Assets

5.Insights
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KNOW DIABETES WEBSITE

1.4 million
page views in

2021

1.4 MIL

Videos on
multiple
diabetes
topics

Pages and
resources of
unstructured
education

Website
visitors in

2021

242k 320 120

www.knowdiabetes.org.uk



NEW WEBPAGES IN 2021

KD CINEMA
Over 40 v ideos ava i l ab l e , cove r i ng
top i c s f rom foo t ca re to rem i s s i on

SHARE YOUR STORY
20 s to r i e s sha red by peop l e
l i v i ng w i th d i abe te s i n NWL



FEEDBACK FROM REAL PEOPLE IN NWL

Know Diabetes is a welcomed
resource and provides
informative care to all diabetes
starting from A to Z.

AMREEN, EALING



Website page views 2021

In 2021 there
were over 1.4
million page

views



Website traffic: Page view sources

In 2021, 57% of
traffic came via
Organic Search

Know Diabates now has a Facebook and Instagram page to increase traffic to the website



REWIND REFERRAL PAGE
Redes i gn o f the REWIND page fo r

hea l th ca re p ro fe s s i ona l s to i n c l ude
re fe r re r s pack and key documen t s

10 POINT TRAINING
654 hea l th ca re p ro fe s s i ona l s have
comp le ted the eLea rn ing cour ses

s i n ce Sep tember l aunch

NEW WEBPAGES IN 2021



Website traffic: Total visitors
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TOP 10 TRANSLATED LANGUAGES

REACH

DECK

8.5%: Arabic
7.9%: Polish
7.3%: Hindi
6.0%: Romanian
5.4%: Gujarati

Number of activities on the website

Page translations

Speech
(read text aloud)

Total activities

There has been an increase in
the usage of ReachDeck in 2021
from the previous year.

Page translations up 108%

Speech usage up 38%

Total activities up 13%

4.4%: Tamil
4.1%: Spanish
4.1%: Urdu
3.8%: Somali
3.5%: Punjabi

14310

2582

931

16108

3571

1938

0 2000 4000 6000 8000 10000 12000 14000 16000 18000

2021 2020

A web accessibil ity toolbar that helps to make our webpages more
inclusive for our diverse online audience. Features of ReachDeck
include translation of text into over 100 languages, conversion of
text into audio, simplification of webpages, and reading text aloud.

The ReachDeck button is available for use by people on all our
webpages and also works on our embedded PDFs.



KD Blog

Total
number of

blogs:
38

Total
number of
authors:

19

Total views
across all blog

pages in
2021: 28,313

183%
increase in
page views
since 2020



eLearning

2,392 people who
created a Know Diabetes
account were emailed
twice nudging them to

sign up to free
eLearning courses. In
the first 4 months of

campaigning, 111 people
patients started a
QISMET approved

Structured Education
eLearning course.



Account Creation2



Website traffic: Total visitorsAccount creation goes live

Account creation
opened in Sept

2021, in the first 4
months 2,392
accounts were

created



Website traffic: Total visitors
Account overview

Invitations
initially

targeted at
people

with type 2 Type 2 2,287

Type 1 20

Prevention 17

Other 68

Oldest member
is 99

Youngest
member is 19

Average age is

60

Silver accounts:
1,808

Gold accounts:
584

Accounts by
gender:

Female: 482
(39%)

Male: 669
(61%)



Website traffic: Total visitors
Accounts created across NWL

Patients from
322 different NWL
GP practices have
a KD account

Ridgeway Surgery, Harrow 54

GP Direct, Harrow 49

Willow Tree Family Doctors, Brent 46

Stanmore Medical Centre, Harrow 35

Simpson House Medical Centre, Harrow 34

Richford Gate Medical Centre, H&F 28

Enderley Road Medical Centre, Harrow 27

Uxbridge Health Centre, Hillingdon 27

Elliott Hall Medical Centre, Harrow 26

Grand Union Health Centre, West London 26

123

148

271

368

387

185

314

158

438

Unidentified

West London

Hounslow

Hillingdon

Harrow

Hammer. & Fulham

Ealing

Central London

Brent

0 100 200 300 400 500



Website traffic: Total visitors
Accounts by age

60% of
accounts holders
are aged between

50 and 69

13 114 313 685 773 390 93 11

29 & under 30-39 40-49 50-59 60-69 70-79 80-89 90 & over
0

100

200

300

400

500

600

700

800

900

Age range in years



Website traffic: Total visitors
Accounts by ethnicity

First 163
patients that
have self-

identified their
ethnicity

30%

6%

43%

16%

4% 1%
White

Mixed/Multiple

Asian or Asian British

Black, African, Caribbean or Black British

Arab

Any other ethnic group

Know Diabetes has the capabili�es to ask 130k people with diabetes or at risk of type 2 their ethnicity by email campaign



Website traffic: Total visitorsNo of instances in logged in area

3,533 log ins in
first 4 months of

launch



Email Campaigns3



103 EMAIL TEMPLATES CREATED IN 2021



Number of emails sent per month

677,805
emails sent in
2021 UP 800%

on 2020



Campaign Power
Footcare Campaign - 107,428 emails sent

Diabetes footcare interac�ve quiz
1,231 people completed the foot health quiz.

On comple�on of the foot quiz, an email was sent
that included links to download six different low carb 7-
day meal plans. 638 meal plans were downloaded.

Footcare quiz insights
• 45% of users were not sure what their foot risk

category was.
• 50% of users thought their foot health could be

be�er, 4% said they didn't like their feet and 3%
thought their feet were beyond help.

• Only 45% of users had had a foot check by a
healthcare professional in the last 6 months.

Footcare website traffic
There were 5,818 unique views on the Know Diabetes
footcare webpages over the 5-week period.

This is a 1,228% increase from the 438 unique views in
the 5-weeks before the campaign launched.

A detailed foot care report is available upon request.



677,805
emails sent in 2021

across 33 live
automations, up
800% on 2020

EMAIL

CAMPAIGN

AUTOMATIONS

Automation for "Register your interest"



EMAIL

AUTOMATIONS/

CAMPAIGNS

60%
Average open rate

across 20
automations

37%
higher open
rate than

industry standards

Campaign Name 2020-
2021

Emails
sent

Open
rate

Click
Rate

Description

Weekly Weigh-In (4
week) Live 2,614 70% 32%

One month virtual weekly weigh-in with top tips
that users can self-sign up to.

Recipe of the Week -
healthy eating Live 8,093 67.5% 24.3%

12-week healthy recipe campaign that users
can self-sign up to.

Recipe of the Week -
low carb Live 3,918 66.7% 24%

12-week healthy recipe campaign on lower carb
that users can self-sign up to.

Men's Health Week Live 99,782 32% 2.8% 7-day campaign to raise awareness of diabetes
amongst the male population.

National Fitness Day Live 42,524 34.1% 4%
3-email campaign to encourage women and
users from unserved communities to partake in
sport and exercise.

World Mental Health
Day Live 29,881 50.8% 4.7% Raising the awareness of mental wellbeing,

mental health while living with diabetes

World Diabetes Day Live 107,428 46.4% 6.6% 5-week campaign focused on educating users
about diabetes footcare.

Diabetes Prevention Live 57,467 48.8% 5.49% Campaign to encourage at risk users to sign up
to the NHS Diabetes Prevention Programme.

Share your Story Live 56 83.3% 66.7% Interactive feature so users can share their
story.

Fresh Start – Video
Group Consultations
(VGC)

Live 5,191 54.1% 12.2% Campaigns to support small group video
consultations at the GP practice.

Fresh Start - Tier 3 (KD
account holders) Live 5,166 55.1% 11.7% 12-week T2 campaign offered as part of KDS

account link with EXi app.

Email campaign industry standards for Healthcare : Open rate 23.4% Click Rate 3.7% Source: Campaign Monitor



Campaign
Name

Statu
s

Emails
sent

Open
rate

Click
Rate Description

Register Your
Interest Live 15,015 72.1% 37.9% Allows people to sign up from the website.

REWIND EOI and
Webinar Live 2,773 69% 36%

Type 2 users can express interest in REWIND
and get info on very low-calorie diets and low
carb options.

Looking Ahead
Newsletter Live 186,731 43.4% 14.1% Monthly newsletter sent to those who register

their interest and create an account.

Account Creation Live 79,218 59.5% 18.2%
Automation to help all users create a Know
Diabetes account to access structured
education and personal health records.

Welcome Type 1 Live 66 73.1% 20.1% Welcome series for type 1 users after account
creation process.

Welcome Type 2 Live 13,336 59.5% 16.3% Welcome series for type 2 users after account
creation process.

Welcome At Risk Live 72 61.9% 31.7% Welcome series for at risk users after account
creation process.

Welcome
Gestational Live 3 100% 0% Welcome series for gestational users after

account creation process.

Welcome Other Live 32 70.7% 31.8% Welcome series for all other users after
account creation process.

EMAIL

AUTOMATIONS/

CAMPAIGNS

48,000
people with

diabetes or at risk
of type 2 in North
West London are
being reached

with unstructured
education emails
throughout the

year.
Email campaign industry standards for Healthcare : Open rate 23.4% Click Rate 3.7% Source: Campaign Monitor



Image / photo
- source image
- optimise image
- add hyperlink
- test hyperlink

- add alternative text

Banner
- create/edit
- optimise

Header
- font size
- font type
- font colour

Concept

Body text
- proof read
- spell check
- font size
- font type

- font colour
- add hyperlinks
- test hyperlinks

Call to action button
- add hyperlink
- test hyperlink

- font size
- font type
- font colour

- button colour

Line break
- check dimensions

- line colourVideo
- check hyperlink

- check still image (create
new still if necessary)

- add text
- font size

- font colour

Footer
- add footer image

Opt-out
- create subscription
- create opt-out form

- create opt-out
marketing list
- add text

- add hyperlink
- font colour
- font size

- test hyperlink
Feedback

- add feedback image

EMAIL CREATION & STYLING

Disclaimer
- add disclaimer footer



Campaign Power

Diabetes Prevention Campaign
NHS Diabetes Prevention Programme

• In August, KDS sent 57,467 emails as part
of a KDS prevention campaign

• August 2021 was the highest month of
primary care referrals to date

• Primary care referrals increased by 17%
from July (812) to August (948)

• Direct-to-consumer referrals saw a 245%
increase in August (214) from the monthly
average in May to July (62)

• These results indicate that the KD email
campaign sent to at risk users in the
platform, in addition to the targeted health
inequalities community work, has
increased referrals to the programme.

948

812

0 200 400 600 800 1000

August

July

Primary care referrals

214

62

0 50 100 150 200 250

August

July

Direct-to-consumer referrals



Review & approve brief

Create call to action buttons

Save text only version

Add suppression list

Test deskstop & mobile versions

Share for feedback

Analyse performance

EMAIL PROCESS OVERVIEW

Draft brief accepted

Write body copy

Create email template

Write headlines

Add hyperlinks
Style email

Create send list or
add to automation

Schedule email

Update email

Send email

Design email layout

Write subject & preheader

CONCEPT

DEVELOPMENTREVIEW

SEND

Retest
Add email text

Source/edit images

Stage
1

Stage
2

Stage
3

Stage
4 Initial idea



A total of 153,935 emails were delivered in
2021 (vs. 55,501 in 2020).

• 63,727 (41.4%) Unique Opens

• 15,952 (10.4%) Unique emails clicked

Reader comments

Background

MONTHLY NEWSLETTER

"Explains information very well.”

"Refreshing to read."

"It's really good content, useful and
encouraging."

"There was plenty of information and a
lot of support on offer."

"Appreciate the communication and
access to diabetes information."

Would you recommend the
Know Diabetes Service to

other people?

Yes
87.1%

No
9.7%

Maybe
3.2%

Unique email open
rate of 41.4%



FEEDBACK FROM EMAILS

326 people have
rated our emails out

of 10.
43.7% of

people rated their
email 10 out of 10.

The overall average
is 8.37.

Quantitative feedback

When asked to rate the
email they received from
the Know Diabetes Service
out of 10, 43.7% of users
gave a rating of 10.

Only 17.5% of those who
responded gave a rating of
below 5, with 73.5% of
users giving a rating of 7 or
above.



Campaign Power
Type 2 remission

The REWIND Programme

From the first 521 people that
have signed up for the REWIND
campaign via the Know Diabetes
website, 40% of those have since
started the programme.



326 people have
rated our emails out

of 10.
43.7% of

people rated their
email 10 out of 10.

The overall average
is 8.37.

Qualitative feedback

In 2021, 564 users left qualitative
feedback, the majority of which was
positive (63%).

21% of the qualitative feedback was
constructive, with suggestions of how
emails can be improved and ideas
for future content.

Only 16% of responses were negative.

FEEDBACK FROM EMAILS

Positive
63%

Constructive
21%

Negative
16%

Types of feedback



FEEDBACK

I felt a relief after reading the email
because I learned a lot about
diabetes and I also gained more
knowledge. I am ready to take care
of myself now without worries.

WANJIRU, BRENT



Digital Health
Assets

4



29
Web forms
created

03
Landing pages

created

410
Smart cohorts
created (target

cohorts)

16,613
Form

submissions

12
Survey &

subscriptions
created

KNOW DIABETES DIGITAL

HEALTH MARKETING ASSETS



NWL CREATED AND OWNED ASSETS ESTIMATED VALUE

£233,470

KD DIGITAL HEALTH ASSETS

375 EMAIL TEMPLATES- £74,625
155 CODED CRM ASSETS FORMS -£30,845
33 AUTOMATION/CAMPAIGNS- £49,500
300 GRAPHICS- £4,500
70 OWNED WEBSITE PAGES - £14,000
120 VIDEOS- £60,000



END RESULT

Coded and styling assets include web
forms, landing pages, and web pages

CODING AND STYLING

155 assets have been coded with CSS and Java scripting

to make assets mobile responsive and to produce a

superior user experience with a fluid user interface



LANDING PAGE

EXAMPLE

Users get added/removed
from marketing lists

A list is kept that counts the
number of app downloads

What happens in the background:



41 FORMS AND SURVEYS CREATED IN 2021



Over 300 branded designs

MENTAL HEALTH TOP
TIPS - INFOGRAPHIC

FITNESS CAMPAIGN STEP
CHALLEGE (GIF FILE)



Over 300 branded designs

WEEKLY WEIGH-IN
CAMPAIGN

FOOTCARE
POSTER



FEEDBACK

I learn something new every time.

RA JNIKANT, MONTHLY NEWSLETTER READER



DIABETES

PREVENTION

CARIBBEAN MEAL PLANMEN’S HEALTH

STATS (GIF FILE)

Over 300 branded designs
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DATA INTEGRATION

341
NWL GP
practices
signed DPA

340K
records

integrated

137K
email

addresses

35%
of users with
an email

contacted in
2021

Mapping
data fields

Duplicate
detection

Cleaning
of data



RECORDS WITH AN EMAIL

101K
email

addresses –
Nc to check

10%
of users

contacted by
email in 2020

Age With email Without email

18-29

30-39

40-49

50-59

60-69

70-79

80-89

90+

Totals

2,945

11,467

21,750

32,347

33,531

22,886

10,375

1,974

137,275

2,289 56%

8,978

21,140

56%

50%

34,330 49%

39,729 46%

35,586 39%

26,884 27%

10,956 15%

179,892 43%

Percentage with email



TYPE 2 INTERESTS

Preferences of type 2 users registering via the Know Diabetes website up un�l November 2021



101K
email

addresses –
Nc to check

10%
of users

contacted by
email in 2020

Percentage of people who have an email by age group

PERSON RECORDS



AUDIENCE BY EMAIL

101K
email

addresses –
Nc to check

10%
of users

contacted by
email in 2020

Number of records with an email address by age group



Activity 2022 Outcomes New Features for 2022

• Type 1 and those at risk
of type 2 to be invited
to create a KD account

• 10,000 to be invited to
sign up for digital
structured education
courses

• 30,000 new users to
engage with campaigns

• 2 million website page
views

• 400,000 website visitors

• SMS capabilities

• 15,000 users with a
Know Diabetes Account

• 50% of users self-
reporting weight loss on
behaviour change driven
campaigns

• Impact analysis on user's
digital engagement
with the CRM and
website and how this
correlates with specific
health outcomes like
3TT, and BMI

• User wellbeing
improvement scores via
validated questionnaire

• 10,000 users starting a
QISMET digital
structured education
course

• SMS deployment

• KD App deployment

• KD chatbot deployment

• Goal setting tool

• Face-to-face structured
education bookings via
KDS, end to end journey
deployment

• Digital structured
education deployment

NEXT

STEPS



This report was completed by

Ian Reddington Programme Manager Digital Diabetes, Nithan
Chandrakumar Digital Campaign Manager, John Shanko Digital

Project Officer, Sarah Mumeni Digital Project officer in the
Diabetes Transformation Team in the Local Care Department at North
West London CCG. For further information on the KD platform contact

the Know Diabetes team:

Contact Us

About Us

Meet The Team

www.knowdiabetes.org.uk

ABOUT


