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A Digital Innovation Strategy to Strengthen SHOUT 24/7
Introduction
[bookmark: _Int_IMyWpso0][bookmark: _Int_mUAa2kPT]This pitch explains an enhanced digital innovation strategy to strengthen SHOUT 24/7, an existing UK mental health text support service. The proposal responds to the increasing demand for mental health support and the pressure these places on NHS and social care services. By building on SHOUT’s current digital model, the innovation focuses on improving early intervention, follow-up support, and better integration with NHS and community services. The aim is to improve the experience and outcomes for service users while also supporting health and social care professionals. Mental health has become a key national priority in the UK. Early support is widely recognised as an effective way to prevent mental health problems from becoming more serious. Digital services such as SHOUT 24/7 offer accessible and flexible support, particularly for people who may not feel comfortable using traditional face-to-face services. This proposal shows how an existing service can be strengthened through innovation to better meet current needs.
Rationale for the Innovation
[bookmark: _Int_lqgnQhCF]Mental health services in the UK are facing growing challenges, including long waiting times, staff shortages, and increasing levels of mental distress. NHS England (2024) reports a continued rise in the number of people seeking mental health support. Many individuals wait weeks or months for help, during which their mental health can deteriorate. This can lead to increased use of emergency services or crisis care, placing further pressure on the NHS. SHOUT 24/7 already plays an important role by providing immediate emotional support through text messaging. However, while the service is effective in offering support in the moment, there are limitations in terms of structured early-intervention pathways, follow-up support, and consistent links with NHS and community services. As a result, some individuals may not receive the ongoing support they need after their first contact. This innovation addresses these gaps by strengthening SHOUT’s role as an early-intervention service, rather than focusing only on crisis support. The approach aligns with the NHS Long Term Plan, which highlights the importance of prevention, early intervention, and digital services in improving access to mental health care (NHS England, 2019).
Description of the Innovation
[bookmark: _Int_jWi9mxZ4]The proposed innovation is a service enhancement strategy rather than a new product or service. It builds on SHOUT 24/7 by introducing clearer early-intervention pathways, improved digital triage, and more structured follow-up support. This means that individuals who contact SHOUT receive not only immediate emotional support, but also right guidance towards further help when needed. The innovation includes clearer referral routes into NHS services, primary care, and voluntary organisations. It also supports better communication between SHOUT and health and social care professionals, helping to improve continuity of care. By strengthening what already exists, this innovation improves the long-term impact of SHOUT while maintaining its accessibility, confidentiality, and ease of use.
Target Audience and Impact
[bookmark: _Int_w73J4e33]The primary target audience for this innovation is young people and adults aged 16–35 who are experiencing mild to moderate mental distress, such as anxiety, low mood, or emotional stress. This group often faces barriers to accessing traditional mental health services due to stigma, fear, or long waiting times. Text-based support offers a more approachable and flexible option. Secondary beneficiaries include health and social care professionals, such as GPs, social prescribers, and mental health practitioners. By supporting earlier intervention and clearer referral pathways, the innovation helps professionals manage increasing demand more effectively and prioritise individuals with higher levels of need. The expected impact includes improved mental wellbeing, reduced escalation to crisis services, and better use of NHS resources. This contributes to the common good by promoting prevention, reducing pressure on services, and improving overall system sustainability.
Implementation and Delivery
[bookmark: _Int_fhVcZ7tT][bookmark: _Int_OQ4OpppA][bookmark: _Int_ScqMTiqi][bookmark: _Int_SNvd71uK]The enhanced SHOUT model would be implemented nationally, using the service’s existing digital infrastructure. Delivery would be led by Mental Health Innovations, working in partnership with NHS England, GP practices, and community mental health services. The service would continue to be accessed via mobile phone, ensuring it remains inclusive and widely available. Implementation would take place across community settings, including GP surgeries, universities, colleges, and voluntary sector organisations. Clear guidance and referral processes would support health and social care professionals in using the service effectively and consistently.
Timeline
[bookmark: _Int_jYeHVr3s]The innovation would be delivered in four stages. The first stage would involve reviewing the existing service and consulting with key stakeholders. The second stage would pilot improved triage and follow-up processes. The third stage would focus on wider NHS integration and national rollout. The final stage would involve evaluation and ongoing improvement to ensure the service stays effective and responsive to need.
Technology Integration
[bookmark: _Int_gcUc4Mf6]Technology is central to this innovation. Secure text-based communication allows users to access support easily and confidentially. AI-supported triage tools help show levels of need and guide users towards appropriate services. Anonymised data collection supports service monitoring and future planning, helping to improve quality and effectiveness over time. These digital elements improve accessibility, efficiency, and safety, while supporting person-centred care and early intervention.
Regulation and Governance
The innovation follows the key UK regulations and standards, including the UK GDPR, the Data Protection Act 2018, NHS digital standards, NICE guidance on mental health, and CQC quality and safety expectations. Safeguarding procedures and clinical supervision remain central to service delivery, ensuring ethical and safe practice.
Public Involvement, Dissemination and Sustainability
Public involvement is essential to the success of this innovation. Promoting SHOUT 24/7 through NHS campaigns, social media, community settings, and educational institutions encourages early help-seeking and reduces stigma around mental health. Increased public awareness empowers individuals to take control of their mental wellbeing and supports a preventative approach to care (OHID, 2023). Dissemination would also involve engaging health and social care professionals through NHS platforms and local networks. Ongoing evaluation and feedback would support long-term sustainability and continuous improvement.
Conclusion
[bookmark: _Int_IFO3EHuR]This pitch shows how an existing UK digital mental health service can be strengthened through innovation to better meet the needs of service users and professionals. By enhancing early intervention, improving integration with NHS services, and making effective use of technology, the proposed strategy supports person-centred care, reduces pressure on health and social care services, and improves mental health outcomes. Overall, this innovation offers a realistic and evidence-based approach to improving mental health support in the UK.
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