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KNOW DIABETES SERVICE

1. Website

2. Blog

3. Campaigns

4. Digital Assets

5. Insights

6. CRM Configuration

7. Data integration
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2020 PREPARING 
FOR LIFT OFF
• Integration with clinical system
• Information governance
• Configuring the platform  
• Engaging users
• Testing processes and workflow
• Creating content
• Gaining insight
• Partnership work 
• Covid-19

Do

ReviewLearn

Apply

Kolb’s 
Learning 

Cycle



KNOW DIABETES WEBSITE

Website views 
(8-fold 

increase on 
previous year)

500K+
New landing 

pages 
created

Pages 
updated

New web 
pages 

created

37 41 55

www.knowdiabetes.org.uk

http://www.knowdiabetes.org.uk/


Website stats: 2019 vs 2020

In 2020, new 
visitors increased 

by over 900%



Website traffic: Desktop vs Mobile

In 2020, 65% of 
traffic came via 
mobile devices



Website traffic: Total visitors

In 2020, the KD 
website had 

189,190 visitors

May - 200% increase from previous month due to emai l  market ing,  SEO,  and new content  re lease (COVID-19)

June - 33% increase due to text  messages sent  by local  GP pract ices to a lert  people to the refreshed website  
and over  1,000 cal ls  were made by the Diabet ic  Eye Screening Programme



NEW WEBPAGES IN 2020

CULTURAL 
RESOURCES

CORONAVIRUS 
GUIDANCE



REWIND 
PROGRAMME 

10 POINT
TRAINING 

NEW WEBPAGES IN 2020
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Overall Activities 

Toolbar 

Speech 

Translate 

TOP 10 TRANSLATED LANGUAGES

BROWSE
ALOUD

8.3%: Spanish
7.7%: Arabic
6.3%: Urdu
6.0%: French
5.4%: Hindi

Number of activities on the website

Page translations

Speech 
(read text aloud)

Total activities

A web accessibility 
toolbar that helps to 
make our webpages 
more inclusive for our 
diverse online audience.

Features of Browsealoud include translation of text 
into 99 languages, conversion of text into audio, 
simplification of webpages, and reading text aloud.

The browsealoud button is available for use by people 
on all our webpages and the PDF documents as well. 

4.8%: Somali
4.8%: Farsi
4.5%: Portuguese
4.2%: Romanian
3.6%: Bengali



New KD Blog

April 2020 
a new blog 

function 
released

Blogs 
published: 

28

Number of 
different 

authors: 14

Total views 
across all 

blog pages 
10,007



FEEDBACK

It is useful to have some info. 
With Covid-19 it seems 
impossible to get an appointment 
for a blood test/consultation.

MONTHLY NEWSLETTER READER



23
automations

designed, tested 
and pushed live

75,256
emails sent in 2020

EMAIL 
CAMPAIGN
AUTOMATIONS

Automation for "Register your interest"



Number of emails sent per month

The highest 
number of emails 
sent was 11,900

in December



Campaign Name Status Emails sent Description

Register Your Interest Live 10,423 Allows people to sign up from the website.

REWIND EOI and Webinar Live 2,748
Type 2 users can express interest in REWIND and 
get info on very low calorie diets and low carb 
options.

Looking Ahead 
Newsletter Live 55,501 Monthly newsletter sent to those who register 

their interest and create an account.

Health care professionals 
(HCP) newsletter Live 252 Health care professional bimonthly newsletter to 

update on diabetes and programme updates.

Account Creation Testing Feb 2021
Automation to help all users create a Know 
Diabetes account to access structured education 
and personal health records.

Welcome Type 1 Testing Feb 2021 Welcome series for type 1 users after account 
creation process.

Welcome Type 2 Testing Feb 2021 Welcome series for type 2 users after account 
creation process.

Welcome At Risk Testing Feb 2021 Welcome series for at risk users after account 
creation process.

Welcome Gestational Testing Feb 2021 Welcome series for gestational users after 
account creation process.

Welcome Other Testing Feb 2021 Welcome series for all other users after account 
creation process.

EMAIL
AUTOMATIONS/
CAMPAIGNS

8,000 
Monthly recipients 
of our newsletter

6
Unique welcome 
campaigns have 
been developed



EMAIL
AUTOMATIONS/
CAMPAIGNS

1,500 
Recipe of the Week 

emails sent

5
New campaigns 
being tested for 
release in 2021

Campaign Name 2020 Emails sent Description

Weekly Weigh-In (4 week) Live 521 One month virtual weekly weigh-in with top 
tips that users can self sign up to.

Recipe of the Week -
healthy eating Live 978 12 week healthy recipe campaign that users 

can self sign up to.

Recipe of the Week - low 
carb Live 502 12 week healthy recipe campaign on lower carb 

that users can self sign up to.

Tweak your Week Testing Q4 2021 28 day habit campaign about making small 
changes.

Move More Testing Q4 2021 7 day move more campaign to increase 
physical activity levels.

Mental Wellbeing Testing Q4 2021 7 day mental wellbeing campaign on 5 steps to 
well being.

Foot Care Testing Q4 2021 7 day video footcare campaign.

Ask the Expert Live 150- Form 
submissions

Interactive feature where users can send in 
questions.

Share your Story Live 204 Interactive feature so users can share their 
story.

Fresh Start – Video Group 
Consultations (VGC) Live 77 Campaigns to support small group video 

consultations at the GP practice.

Fresh Start - Tier 3 (KD 
account holders) Testing Q4 2021 12 week T2 campaign offered as part of KDS 

account link with EXi app.

Healthy Living Live 1,634 Invite to T2 segment for NHS testing of Healthy 
Living programme.



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



315 EMAIL TEMPLATES CREATED



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



FEEDBACK

Very informative and motivated 
me to exercise more.

MONTHLY NEWSLETTER READER



87
Web forms 

created

55
Landing Pages 

created

223
Smart cohorts 

created ( target 
cohorts)

7024
Form 

submissions

10
Survey & 

subscriptions 
created

KNOW DIABETES DIGITAL
HEALTH MARKETING ASSETS



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:



REWIND 
PROGRAMME

COVID-19 
GUIDANCE

WEEKLY WEIGH-IN 
CAMPAIGN

Over 150 Branded Designs



TWEAK YOUR WEEK 

CAMPAIGN

ASK THE EXPERTCULTURAL 

RESOURCES

Over 150 Branded Designs



RECIPE OF THE 

WEEK CAMPAIGN

TWEAK OF THE WEEK 

INFOGRAPHIC

WELLBEING 

RESOURCES

Over 150 Branded Designs



INSIGHTS
Gaining valuable insight so 
that the platform is able to 
offer personalised digital 
healthcare at mass, based on 
user preferences and digital 
behaviour activity.



FEEDBACK

It’s a very strong communication to 
highlight the risk I have from covid 19 
and gave me the encouragement to 
be extra careful

MONTHLY NEWSLETTER READER



FEEDBACK FROM EMAILS

326 people have 
rated our emails out 

of 10. 

137 (42%) have rated 
it 10 out of 10. 

The overall average 
is 8.37.

83% of people said 
they would 

recommend the 
Know Diabetes 
Service to other 

people.
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TYPE 2 INTERESTS IN
SIG

H
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TYPE 1 INTERESTS IN
SIG

H
TS



NON-DIABETIC HYPERGLYCAEMIA (AT RISK OF T2) INTERESTSIN
SIG

H
TS



Looking Ahead is the monthly newsletter 
that has been emailed to people in North 
West London since April 28th 2020. It is 
sent to approximately 8,000 people per 
month. A total of 55,501 emails were 
delivered in 2020.

Reader comments & suggestions

Background

MONTHLY NEWSLETTER

"Very informative and the option to 
speak to the diabetes experts is good.”

"Informative and easy to read."

"Easy to read and informative for people 
at risk"

"More top tips"

"Informative through easy to use links."

"The colours are nice. Newsletter is very 
professional. Comms have done well!"

Would you recommend the 
Know Diabetes Service to 

other people?

Unique email open 
rate of 48.3%

Yes
78.9%

Maybe
14.5%

No
6.6%



FEEDBACK

Really informative. I feel like I am 
not the only sufferer. It gives 
me strength and reminds me of the 
things I should or shouldn’t do.

MONTHLY NEWSLETTER READER



User Profiles
6 user profiles have 

been set up with 
different admin rights

Searches
Creating searches to be 

able to communicate 
with specific cohorts 

Saved Views
Improving the 
usability of the 
platform for all 

users

Subscription Lists
Preference lists set 
up to personalised

content

User Guides
New user guides 
created for new 

staff

Standard Operating 
Procedures (SOP)
Standard operating 

procedures created for 
mobilisation. 

Reporting
Generate reports on 

how the diabetes 
population interacts 

with content

Wizard
Process maps/workflows 

set up, design, testing, 
feedback- approval –

ongoing

CUSTOMER RELATIONSHIP 
MANAGEMENT (CRM)

CONFIGURATION



DATA INTEGRATION

341
NWL GP 
practices 

signed DPA

300K
records 

integrated –

101K
email 

addresses 

10%
of users 

contacted by 
email in 2020

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

3,017

10,143

17,052

25,186

24,181

15,638

6,588

900

102,705

3,734 45%

12,521

26,590

45%

39%

41,192 38%

43,972 35%

36,828 30%

25,152 21%

8,249 10%

198,238 34%

Percentage with email



101K
email 

addresses –
Nc to check

10%
of users 

contacted by 
email in 202018-29 30-39 40-49 50-59 60-69 70-79 80-89 90+

50% 

40% 

30% 

20% 

10% 

0% 

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 202018-29 30-39 40-49 50-59 60-69 70-79 80-89 90+

30,000 

20,000 

10,000 

0 

Number of records with an email address by age group



• Seven patients helped to test 
account creation. Becoming the 
first people in NWL to have a KD 
account.

• Patients also tested all the 
welcome campaign 
emails/automations. 

• Next set of testing is on Patient 
Record Access in 2021.

TESTING



Service Team Functionality 

• BT Cloud-based hence can be used on a 

computer, laptop or mobile devices using a 

remote connection. 

• Features: Integration to MS Dynamics CRM, 

inbound/outbound call management, 

service groups set up/management, live 

reporting, live team chat, agent 

management, skills-based call routing etc.

Contact us page. 
• Inbound queries being managed using KDS software (VitruCare)
• Ability to host a remote service team once fully operational .

CUSTOMER SERVICE



NEXT
STEPS

Activity  2021 Outcomes New Features for 2021

• 50,000 users to be 
invited to create a KD 
account

• 10,000 to be invited to 
digital SE courses

• 10,000 users to engage 
with campaigns

• 10,000 tracking on self-
reported health 
outcomes via digital 
behaviour change 
campaigns

• 2 million website page 
views

• 500,000 website visitors

• 40 new blogs

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

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

• User wellbeing 
improvement score 

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

• KD App deployment

• KD chatbot deployment

• Patient Record Access 
deployment

• Mapping tool 
deployment

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

• Digital structured 
education deployment



For further information on 
the KD platform contact the 
Know Diabetes team.

Contact Us

About Us

Meet The Team

www.knowdiabetes.org.uk

ABOUT 

https://www.knowdiabetes.org.uk/about-us/contact-us/
https://www.knowdiabetes.org.uk/about-us/
https://www.knowdiabetes.org.uk/about-us/meet-the-team/
http://www.knowdiabets.org.uk/

