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Solution Advisory
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Masterclass: Actions

Q&A

Open Discussion

5. Patient Safety Check-In
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Customer Success
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New Customer Success Model

Customer 
Success 
Manager

Risk

Workforce

Other RLD 
Solutions

▪ Previously, we have engaged with customers 

separately across Workforce, Risk and other RLDatix 

products leveraged across the NHS

▪ We are moving to a model of a single Customer 

Success Manager, responsible for the relationship

▪ Each CSM is supported by subject matter experts 

across the team and wider business

▪ This integration will provide enhanced insight into 

overall customer health and value delivery.

Subject 

Matter 

Expert

Subject 

Matter 

Expert

Subject 

Matter 

Expert
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Customer Success

321
Strengthen Long-
term Partnerships

Drive Return on 
Investment

Increase Customer 
Satisfaction

Key Objectives
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The Role of Customer Success

Sales

Support

Services

Product

R&D

• Feature requests and product roadmap 

discussions

• Customer relationship lead. 

Holds regular calls and 
Customer Value Review 

meetings focused on strategy 

and value delivery

• Triage new requests/initiatives 
and direct to other key functions 

within TeamRLD

• Brought in for commercial discussions

• Collaborates with CS on contract renewals

• Handle new issues and requests​​

• Collaborate on customer escalations

• Scoping and delivering new projects

• Training and consultancy services

• Performance issues and new 

implementations

Customer 

Success
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Product 
Management
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Agenda
Roadmap: 14.6.1 (ETA: late spring) and Beyond1.

2.

3.

4.

0Auth2 Modern authentication for emails

DatixWeb Fit for the Future: AWS and DataHub 

solution

5.
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14.6.1 New Features and  
Enhancements
• Remove the Pop Up Message under the field "Were any 

patients involved in this event?" when Auto Populated

• Trigger LFPSE contact fields for patients in Person’s Affected 

Form

• Allow Incident records to be saved "in the holding area" 

without mandatory validation when using level 2 forms

• Global to hide NRLS mapping from Admin

• Correct Scaling of Items on New User Interface

• Risk Matrix zooming options improvement 
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Bridging the Rich Client gap

•Allow editing of text strings 
(excluding LFPSE fields)

•Enabling  'group by' option in 
Crosstab reports

•Ability to search under the 
complainant chain

•Ability to edit the document type 
list

•Ability to batch update extra fields
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Beyond 14.6.1

Enhancing Reporting capabilities: Introducing the DataHub solution via the Data 
Platform
 

Finalising the UI refresh –  Admin Areas

Support LFPSE data validation: Show date of first and last LFPSE submission 
on the LFPSE Management page

Other LFPSE improvements
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0Auth2 timeline

May 2025 to January 2026

RLDatix works with an NHS.mail customer and NHS to 

resolve the configuration conflict for NHS.mail users

Mid March 2026

It is brought to RLDatix attention that NHS will not 

extend the basic authentication deprecation deadline, 

despite Microsoft’s recommendation. RLDatix sends 

urgent comms with details about impacted customers

Early May 2025

Solution for Modern authentication for emails ready.

Following Microsoft’s announcement to deprecate Basic auth, 

Modern authentication configuration is enabled within DatixWeb 

version 14.4.1.1. Released after nonNHSmail users 

configuration tested. Customer comms and Marketing Article 

sent with timelines and deadlines. User Guide for nonNHS.mail 

users provided. Initial deadline: September 2025, extended to 

March 2026 by Microsoft. 

End of Jan 2026

Customer comms and Marketing Article updated 

and HNS.mail User Guide provided. Microsoft 

extends the deadline to end of 2026 

DatixWeb 14.4.1.1 | DatixWeb Microsoft Exchange to Modern AuthenticationLink to the Article:

https://web.rldatix.com/en-gb/datixweb-14.4.1.1-datixweb-microsoft-exchange-to-modern-authentication?utm_medium=email&_hsenc=p2ANqtz-8gKpDSBmWSZ9VA7Bohnw-I-J11UzMKAkXP8VlOjl4eunYX0C8o-_ZAUvVY3teAXhMr5EhcSJaCLvw_ROj8y9zih63g3Q&_hsmi=2&utm_content=2&utm_source=hs_email
https://web.rldatix.com/en-gb/datixweb-14.4.1.1-datixweb-microsoft-exchange-to-modern-authentication?utm_medium=email&_hsenc=p2ANqtz-8gKpDSBmWSZ9VA7Bohnw-I-J11UzMKAkXP8VlOjl4eunYX0C8o-_ZAUvVY3teAXhMr5EhcSJaCLvw_ROj8y9zih63g3Q&_hsmi=2&utm_content=2&utm_source=hs_email
https://web.rldatix.com/en-gb/datixweb-14.4.1.1-datixweb-microsoft-exchange-to-modern-authentication?utm_medium=email&_hsenc=p2ANqtz-8gKpDSBmWSZ9VA7Bohnw-I-J11UzMKAkXP8VlOjl4eunYX0C8o-_ZAUvVY3teAXhMr5EhcSJaCLvw_ROj8y9zih63g3Q&_hsmi=2&utm_content=2&utm_source=hs_email
https://web.rldatix.com/en-gb/datixweb-14.4.1.1-datixweb-microsoft-exchange-to-modern-authentication?utm_medium=email&_hsenc=p2ANqtz-8gKpDSBmWSZ9VA7Bohnw-I-J11UzMKAkXP8VlOjl4eunYX0C8o-_ZAUvVY3teAXhMr5EhcSJaCLvw_ROj8y9zih63g3Q&_hsmi=2&utm_content=2&utm_source=hs_email
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DatixWeb Fit for the Future:
We’re continuing to invest in DatixWeb to ensure 

it remains a product you can rely on today and 
well into the future.

DatixWEb Fit for the Future

Link to the article: 

https://grc-support.rldatix.com/hc/en-us/articles/24828689710876-DatixWeb-Fit-for-the-Future-AWS-Rich-Client-EOL?_hsenc=p2ANqtz-8Wc7KN_FBWvzpsCgGTfmjooqiu1WHhJ6BzjcYPU1tUovlGAts7ROu09DLoBi53AaylFUCCydvo_sU-XBsAQQuvhsCSie6B4DpumQ37IY8fGFqJmtM&_hsmi=2&brand_id=7702834383516&utm_content=2&utm_medium=email&utm_source=hs_email
https://grc-support.rldatix.com/hc/en-us/articles/24828689710876-DatixWeb-Fit-for-the-Future-AWS-Rich-Client-EOL?_hsenc=p2ANqtz-8Wc7KN_FBWvzpsCgGTfmjooqiu1WHhJ6BzjcYPU1tUovlGAts7ROu09DLoBi53AaylFUCCydvo_sU-XBsAQQuvhsCSie6B4DpumQ37IY8fGFqJmtM&_hsmi=2&brand_id=7702834383516&utm_content=2&utm_medium=email&utm_source=hs_email
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AWS

We are moving all our hosted infrastructure to a more secure, industry-leading cloud platform. We are creating a 
safer, more resilient, and more scalable experience, supporting you long term.

Some of the benefits of AWS include:

Access to the latest technology, ensuring DatixWeb remains modern and future-ready

Enhanced security and continuous innovation

This move ensures a more resilient, secure, and scalable foundation for everything we do.
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AWS Migration

Hosted solutions: 

RLDatix will contact you via email.

EA subscriptions 1st May 2026

On-prem solutions: 

Contact our Sales team to 

obtain more details about our 

hosting solution
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Rich Client Sunset on AWS

Rich Client has not been supported since 
2018.

1. No longer meets our current security 
and compliance standards 

2. Cannot be maintained at the level of 
protection you require.

Retiring Rich Client  allows us to

 1. Maintain strong security 
protections 

2. Deliver improved and reliable 
software 

3. Continue supporting DatixWeb 
long-term
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RLDatix Support with 
Rich Client

The RFI and Inquests modules will not be supported during 
this transition.

Accessing historical Rich Client data:
All Rich Client records (all data and attachments) created in 
modules available in DatixWeb will be accessible in the 
corresponding DatixWeb modules.

Hosted customers moving from Redcentric to AWS will be 
provided scripts to extract their historical Inquests and RFI data 
(records and attachments) prior to the migration.
Our Support team will be providing assistance with the 
extracts.
 

On-prem customers will be able to retain Rich Client on one of 
the Servers for accessing historical records

Please contact our Support team if you need any 

assistance accessing Inquests and RFI data during the 

migration.
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Data is automatically 

refreshed every day – no 

more waiting or manual 

exports

FEB APR JUN AUG OCT DEC

Native support for Power BI, 

Tableau and Excel – no complex 

integrations required

Choose from pre-built 
managed views or 

advanced views depending 
on your needs

Built in partnership 
with Databricks

Ready to support 
additional RLDatix 

products in the future 

No static reports Secure, self-service 

access

Combine risk and 
safety data with other 
datasets in your own 

warehouse

Reduces operational 
burden

Retires your reliability 
on the Data 

Extraction tool

No siloed reports No complex back-

end tables

Datahub Solution Powered by our new RLDatix Data Platform
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Support
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Customer Portal Theme Upgrade

New Customer Portal theme has been implemented. 

Users can now browse the Knowledge Base by 

Product, making it easier and quicker to find relevant 

information.

Handy Tip:

To view current tickets with support you need to click 

on your profile Icon and then Requests.
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Customer Portal Theme Upgrade

A major enhancement has been added to the Customer Portal. You can now view the 

development status for your open cases that are logged with the Development.                                                 

What does this mean for you? 

• Improved Visibility of the development lifecycle for your cases

• Easier tracking of progress 

How to view the Development Status

1. Open your support ticket

2. Scroll down the page

3. On the right-hand side tool bar, you will see:

1. Development ID

2. Development Status

3. Development scheduled for Release
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Support Operations Key Initiatives

Reintroduction of Proactive Outreach – As part of our ongoing commitment to improving the customer 

support experience, we are proactively reaching out to customer with open support cases to arrange a one -off review call. 

Purpose of the call

• Review current Support Cases

• Confirm Priorities

• Identify opportunities to progress escalate, or close tickets that are no longer causing issues.

Positive Early Feedback

This initiative has already received positive feedback following the first round of review meetings, with customers valuing 

the clarity and momentum it provided
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Solution Advisory 
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Who are RLDatix in the Safety World Today?
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Integrated Safety Platform
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RLD Approach: A Single View of Risk, Safety & Compliance
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Control, Resolve, Improve – A Proactive approach …

The safety platform provides Organisations with a holistic view which enables a proactive 

approach to risk and safety to improve outcomes for patients and safety of staff.
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Insights for Oversight & targeted action – 3 tiers

Dashboards, trend analysis tools and board-level reporting provide a clear view of patient safety performance, 

emerging risks and areas needing attention, supporting informed operational and strategic decision making
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Example Dashboards 



Confidential – Not for Distribution



Confidential – Not for Distribution

Future Planning - Organisation Appetite? 

Executive & Board 

Ownership

Engaged and committed to improving patient 

outcomes 

Governance Foundations

Existing well embedded governance procedures and 

pathways within the central governance team and 

wider committees however the Organisation is 

looking to strengthen and connect this further 

 

Appetite for Integrated Insight

Interest in themes, trends, and emerging risks rather than static 

reports to look at 

Learning, Improvement & Prevention Mindset

The organisation is ready to move from reactive to proactive safety 

management to lead to measurable improvement 

Regulation & Assurance 

Desire for continuous inspection 

readiness

Evidence-based assurance

Culture

“Safety is everyone’s responsibility”

Committed to learning and improvement 

to support a proactive culture to risk 

Digital & Change Readiness

Comfortable with cloud-based platforms and standardised 

processes

Acknowledgement that process and behavior change may 

be required

Capacity identified for successful adoption
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Customer References & Case Studies 
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Patient Safety 
Check-In
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LFPSE & DatixWeb

Version 14.3.6 and above 
supports external reporting

Version 14.5.0.2 and above 
supports V6 Taxonomy

V5 Taxonomy does remain 
compliant

V6 Taxonomy in DatixWeb 
includes the ability to 
withdraw records from 
LFPSE in DatixWeb

DatixWeb supports the 
reporting of Incidents, Good 
Care, Outcome and Risks 

to LFPSE

The LFPSE Reference 
section in DatixWeb 

supports Organisations in 
incorporating LFPSE 
submission reviews at 

Incident Management level
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Common Errors & Troubleshooting

Error Fix

'this organisation is unauthorised to upload V6 taxonomy data'
Contact NHSE ahead of going live with V6 to ensure your 

ODS code is approved for submissions

"A value for 'PhysicalHarm' is required for Incident 

submissions" OR FhirOperationException: A value for 

'PhysicalHarm' on Contained.Patient.patient-details is required 

for Incident submissions

Complete the LFPSE Harm fields

"The extension 'adverseevent-agent' is required for Incident 

submissions" / "A value for 'InvolvedAgents' on extension 

'adverse-eventagent' is required for Incident submissions"

When submitting an incident, it is mandatory to complete the 

question “Which things were involved in what went wrong?”

Submission must contain PSIRFResponse to include other 

PSIRF governance questions under the extension 'adverse-

event-psirf'

Please be aware that no PSIRF fields will trigger unless ‘is 

there a national or regulatory requirement to conduct an 

investigation in response to this event?’ is populated with ‘yes’.
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Common Warnings & Troubleshooting

Error Fix

"Organisation is not included in submission" ODS MAPPING, including the external reporting field

"ReporterOrganisation not included in submission" ODS MAPPING, your own internal location field 

"AgeAtTimeOfIncidentDays was not included in the 

submission"

The age is calculated from Incident Date and the Date of Birth 

of the patient. Check that the Date of Birth is completed 

against the person affected for the incident.

"AgentsInvolved indicates people’s actions were involved in 

this submission but no people action details were found"

If LFPSE field “Which things were involved in what went 

wrong?” is answered as “None of the above "a new section will 

appear LFPSE – Involved Persons.
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PSIRF & DatixWeb

The PSIRF fields are 
available in DatixWeb 
from Versions 14.3.6

The PSIRF fields 
have API capability in 

DatixWeb from 
14.5.0.2 onwards

'Which Incident 
framework are you 

reporting under?' Can 
be defaulted and 

hidden in form design

The PSIRF section 
can be made read 

only, and can appear 
in its own new panel 

We understand each 
Organisation has its 
own PSIRP, which 

can be added in form 
design
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Patient Safety Forum 2026: Snapshot

Creating a safer healthcare system by embedding patient safety in delivery

Ted Baker emphasised 
that the words we use 
shape patient safety 

culture. PSIRF is about 
curiosity and embracing 

complexity, build the right 
culture first, then the 

framework.

Tim James noted digital 
can reduce harm, but 
only if co-designed, 
inclusive, and well-

regulated. It can just as 
easily increase 

cognitive load if not 
done right.

Professor Bole Owolabi 
CBE highlighted that 
many safety issues 
arise between care 

settings, worsened by 
poor system 

interoperability.

The panel agreed 
incident reporting is 

vital, but the focus must 
shift toward identifying 
and preventing risks 
before harm occurs.
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Community 
Spotlight
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• Strong reporting culture sustained through change - BCHC maintained high incident reporting 

levels during major DatixWeb, taxonomy, and national framework transitions, reflecting psychological 

safety and staff confidence.

• How? - Videos, Drop-In sessions, Risk days, being excited about driving Patient Safety from cure 

to prevention

• Better data quality through structured reporting - Redesigned Datix forms with mandatory, coded 

fields replaced free text, enabling clearer insights, earlier trend detection, and identification of 

inequalities in care.

• How? - Adopting every feature and function, understanding you get out, what you put in

• Faster learning and action at divisional level -  Live Datix dashboards replaced manual 

spreadsheets, cutting response times from weeks to days and embedding accountability through 

visible, tracked actions.

• How? - Intuitive report configuration, using saved queries (rolling 180 days, or 365 days) & using 

actions at every level

Birmingham Community Healthcare NHS FT

DatixWeb: From Ward to Board

• Real-time board-level 

assurance - Executives now 

access live safety data aligned 

to governance agendas, driving 

timely decisions, reducing 

overdue risks, and increasing 

ownership across operational 

leaders.

• How? - Reports & Dashboards
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Would you like to take part in a 
RLDatix Customer Success 
Story?

We want to shout about the fantastic work you are 
doing to improve Patient Safety outcomes

Contact hannah.dalziel@rldatix.com 

mailto:hannah.dalziel@rldatix.com


Confidential – Not for Distribution

Connected Health & Care 
Summit 2026
9th -10th July 2026

International Way,

Telford, Shropshire,

TF3 4JH

Interested in sharing your story? We are 

looking for presenters to discuss:

• Real-world stories 

• Top tips & tricks using Datix

• Tangible outcomes and lessons learned

• How RLDatix supports operational or 

strategic goals

Home - Connected Health & Care Summit 

2026 | UK&I

https://events.rldatix.com/event/34fb6c57-6b22-4930-801f-5fb50fae9d9c/chs-2026
https://events.rldatix.com/event/34fb6c57-6b22-4930-801f-5fb50fae9d9c/chs-2026
https://events.rldatix.com/event/34fb6c57-6b22-4930-801f-5fb50fae9d9c/chs-2026
https://events.rldatix.com/event/34fb6c57-6b22-4930-801f-5fb50fae9d9c/chs-2026
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Actions 
Masterclass
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Module Overview
P

u
rp

o
s

e Issues are followed 
up 

Responsibilities are 
clearly assigned 

Progress is tracked 
and evidenced 

Nothing is missed

Actions provide a 
real time tracking 
system

B
e

n
e

fi
ts

Improves 
accountability and 
ownership

Supports regulatory 
compliance 

Enhances patient 
safety and quality 
improvement

Cross-system 
traceability K

e
y 

C
o

m
p

o
n

e
n

ts

Actions can auto-
create via Action 
Chains

Actions can be 
assigned to 
individual users, or 
teams 

Owners of actions 
can receive 
notifications
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Workflow Example

1. Incident logged (for example, patient fall)

2. Investigation finds improvements are needed, Risk logged

3. Action created: 'review falls risk assessment process'

4. Assigned to ward manager 

5. Due in 2 weeks

6. Progress updated 

7. Completed and reviewed 

8. Closed with evidence 



Confidential – Not for Distribution

Customer Success Best Practice

Monitor deadlines 
Ensure there are 

progress notes in your 
Action form design

Ensure there is a place 
for users to capture 

reasoning for missing 
any deadlines

Once the task is 
finished, add the final 
outcome, supporting 

evidence and mark the 
status complete, closing 

the loop

Understand context by 
reviewing the linked 

record to support users 
in fully addressing the 

issue 

Use reports and 
dashboards, highlighting 

overdue Actions, & 
Actions by Team 
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• Actions are embedded directly within incident records, ensuring that learning and follow-up activity is 

clearly linked to the patient safety event from the outset.

• Actions feed automatically into live DatixWeb dashboards, replacing manual tracking and giving ward, 

divisional, and executive teams immediate visibility of progress.

• All actions are routinely reviewed via live dashboards during Safety Huddles, enabling timely 

discussion, escalation, and support rather than retrospective governance.

• Named ownership and clear timescales for actions create shared accountability, with overdue actions 

remaining visible until completed.

• Visibility of actions actively drives behavioral change, with teams arriving at meetings already aware of 

their outstanding actions and prepared to discuss learning and next steps.

Actions as a Patient Safety Driver

Birmingham Community Healthcare NHS FT: Community Spotlight



Confidential – Not for Distribution

• Actions cannot be hidden or deprioritised, as outstanding and overdue actions remain visible on 

dashboards, encouraging resolution and reducing backlog.

• The use of actions supports safety culture, where follow-up activity is expected, transparent, and 

focused on system learning rather than individual blame.

• Executive teams access real-time action status directly, allowing senior leaders to interrogate current 

risks and intervene promptly where actions are delayed.

• Improved action visibility has contributed to measurable governance improvements, including a 

substantial reduction in overdue risks across the organisation.

• Actions form a core part of BCHC’s PSIRF-aligned learning model, ensuring that learning is not just 

identified but demonstrably acted upon and monitored.

Actions as a Patient Safety Driver

Birmingham Community Healthcare NHS FT: Community Spotlight
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Resources: Actions

What you need to know to configure 
Actions forms on DatixWeb – 
Governance, Risk & Compliance

Knowledge Base Video : Action Chains 
– Governance, Risk & Compliance

How To Delete an Action – 
Governance, Risk & Compliance

How Can We Email Users When An 
Action Is Created Or Updated? – 
Governance, Risk & Compliance

DatixWeb > Admin > Help > Actions 

https://grc-support.rldatix.com/hc/en-us/articles/8118595056412-What-you-need-to-know-to-configure-Actions-forms-on-DatixWeb
https://grc-support.rldatix.com/hc/en-us/articles/8118595056412-What-you-need-to-know-to-configure-Actions-forms-on-DatixWeb
https://grc-support.rldatix.com/hc/en-us/articles/8118595056412-What-you-need-to-know-to-configure-Actions-forms-on-DatixWeb
https://grc-support.rldatix.com/hc/en-us/articles/8118595056412-What-you-need-to-know-to-configure-Actions-forms-on-DatixWeb
https://grc-support.rldatix.com/hc/en-us/articles/8118595056412-What-you-need-to-know-to-configure-Actions-forms-on-DatixWeb
https://grc-support.rldatix.com/hc/en-us/articles/8119193931804-Knowledge-Base-Video-Action-Chains
https://grc-support.rldatix.com/hc/en-us/articles/8119193931804-Knowledge-Base-Video-Action-Chains
https://grc-support.rldatix.com/hc/en-us/articles/8119193931804-Knowledge-Base-Video-Action-Chains
https://grc-support.rldatix.com/hc/en-us/articles/8119193990556-How-To-Delete-an-Action
https://grc-support.rldatix.com/hc/en-us/articles/8119193990556-How-To-Delete-an-Action
https://grc-support.rldatix.com/hc/en-us/articles/8119193990556-How-To-Delete-an-Action
https://grc-support.rldatix.com/hc/en-us/articles/8118746618012-How-Can-We-Email-Users-When-An-Action-Is-Created-Or-Updated
https://grc-support.rldatix.com/hc/en-us/articles/8118746618012-How-Can-We-Email-Users-When-An-Action-Is-Created-Or-Updated
https://grc-support.rldatix.com/hc/en-us/articles/8118746618012-How-Can-We-Email-Users-When-An-Action-Is-Created-Or-Updated
https://grc-support.rldatix.com/hc/en-us/articles/8118746618012-How-Can-We-Email-Users-When-An-Action-Is-Created-Or-Updated
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Q&A
Open Discussion
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Resources
Catch up on all our Webinars and User Groups 

here: 2026 Risk User Groups | Resource Hub

Raising a ticket, an Idea & viewing our LFPSE 

Content:

LFPSE User Guides – Governance, Risk & 

Compliance

Submit a request – Governance, Risk & 

Compliance

New idea | RLDatix Ideas Portal

https://web.rldatix.com/2026-risk-user-group-sessions-recordings-and-slides
https://grc-support.rldatix.com/hc/en-us/articles/8118564627996-LFPSE-User-Guides
https://grc-support.rldatix.com/hc/en-us/articles/8118564627996-LFPSE-User-Guides
https://grc-support.rldatix.com/hc/en-us/articles/8118564627996-LFPSE-User-Guides
https://grc-support.rldatix.com/hc/en-us/articles/8118564627996-LFPSE-User-Guides
https://grc-support.rldatix.com/hc/en-us/requests/new
https://grc-support.rldatix.com/hc/en-us/requests/new
https://grc-support.rldatix.com/hc/en-us/requests/new
https://grc-support.rldatix.com/hc/en-us/requests/new
https://rldglobal.ideas.aha.io/ideas/new
https://rldglobal.ideas.aha.io/ideas/new
https://rldglobal.ideas.aha.io/ideas/new
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