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The digital revolution in health and social care has been developing extremely rapidly over the last ten years, and it had a significant influence on the change of the modes through which a service is provided and established by the experts and clients of the service itself. Rubinger (2023), discussed that the acceptance of artificial intelligence (AI) and machine learning (ML) technologies and the integration of new technology into the realm of diagnostics, patient care, and operation efficiency have become one of the most powerful innovations. This report critically evaluates the application of AI-driven digital innovations in health and social care situations in terms of its contribution to the working environment and patient experience. 
The advent of AI systems has also led to the rearrangement of the job roles and the need to develop new skills and engage in lifelong learning and automate daily work processes to streamline the care delivery process. These technologies can influence the perceptions and experiences of the patient because they can be customised and act in time, as well as, increase access to healthcare through the use of electronic means. However, ethical issues, data security and fair access still have problems (Mandala, 2021). These dimensions will help this report to provide a detailed overview of the ways that AI and machine learning have transformed health and social care environments in order to provide an example of the opportunities and challenges encountered in the actual implementation in the past decade.
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AI and ML technologies have also brought a critical change in the character and scale of the healthcare occupation. Administrative chores, data entry, and documentation were also routine and repetitive but were more and more automated, and healthcare providers were able to devote more of their time to working directly with the patients and making complicated clinical decisions (Bebic, 2021). An example is the artificial intelligence-based tools, which are currently used to automatically fill in electronic health records (EHRs), clinical note transcription, and diagnostic support in large datasets. A study by Kandhare (2025) shows that doctors and nurses have up to 17% and 51% of the time, respectively. It is an efficiency improvement through increasing the number of patients served by the clinician and still providing quality care because of this automation.​
 As a result, reskilling and upskilling the healthcare workforce to operate and deal with AI technologies have become increasingly emphasized. Among the new competencies are data literacy, learning the use of AI output, and incorporating AI insights into clinical reasoning. The combination of this change creates a two-sided dynamic, the possibility of professional growth and the threat of deskilling the role (Garg, 2022). Although AI will enhance the knowledge base in healthcare, there is a concern that academically important clinical skills will be diluted with time due to reliance on automated solutions. The conflict between upskilling and deskilling highlights the necessity of continuous professional growth and training to be able to successfully implement AI.
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The application of AI has been found to have potential in addressing workforce shortages and burnout related to cognitive and administrative burdens. Chakilam (2024) also evaluates that the documentation processes, such as document automation, scheduling, and routine data processing, can be automated so that the healthcare workers can dedicate more time to the patient and do the tasks that may require the exercise of human judgment. The efficiency associated with this can improve job satisfaction and patient outcomes, and address short-term problems (including workforce attrition and staffing shortage). In addition, the application of AI-based workforce optimisation tools can be used to predict the inflow of patients and dynamically update the schedules of the staff to help with the better distribution of the resources and workload balance (Shaheen, 2021). This skill particularly comes in handy in a hectic setting, e.g, in a hospital, whereby the number of patients fluctuates.
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Alongside these advantages, there are also a number of issues associated with the introduction of AI into the healthcare sector. The threat of job elimination of certain positions, particularly those of administration and support, is one of them. Although AI supports numerous clinical functions, some jobs will be lost, and the personnel will face unemployment. Alowais et al (2023)​ discussed the other issue is the possibility of cognitive load that may arise because of improperly developed AI systems that need a lot of human attention or provide complicated data that clinicians are unable to decode. 
There are instances where the AI tools have increased the amount of work instead of reducing the same causing frustration and resistance among healthcare professionals (Khan, 2023).​ There are also ethical and professional issues (in terms of the credibility and responsibility of the AI-based decisions). The use of AI in healthcare requires healthcare workers to balance artificial intelligence advice with clinical judgment, and such a balance requires new ethical skills and casts doubt on whether the healthcare worker is liable in case of AI error.​ 
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Effective implementation of AI must be a partnership strategy that offers AI as an addition to human knowledge but not as a substitute. This includes updating the educational curricula to include AI literacy, creating explicit rules on the use of AI in clinical environments, and creating an organisational culture that proudly endorses innovation, but considers the needs of workers. The most critical part of facilitating the change to AI and achieving its maximum benefits is training and education of the workforce (Nasr, 2021).​ Although it has a number of positive benefits, including task automation, burnout, and productivity improvement, issues such as the risk of job displacement, increased cognitive load, and ethical issues should be considered carefully. The optimal use of the transformational potential of AI on the workforce in health and care concerns ensuring the continuation of professional growth and considerate approaches to integration over the past ten years.
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Machine learning (ML) and artificial intelligence (AI) are the new forces that can transform the world of health and social care and have had a significant impact on the experiences of patients and service users in the past ten years. This section gives a detailed discussion of the effects of these technologies on the patients' perceptions and experiences of care, both positive and negative. 
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Among the greatest positive changes brought by AI and ML to patients, the possibility of providing personalised care deserves to be mentioned. Finally, AI-based systems that analyse a large amount of information about patients can customise the treatment process, predict disease evolution, and prescribe preventive interventions to maximise the accuracy of care (Rashidi, 2021). Such personalization enhances the effectiveness of patients with chronic conditions by allowing them to be proactively addressed, that is, remotely monitored, such as heart failure or chronic obstructive pulmonary disease (COPD), leading to fewer emergency visits and hospitalizations. As an illustration, AI-based services such as AlayaCare apply machine learning to anticipate negative outcomes and lead to better health results and cost reductions, and help patients to be more independent at home (Hussain, 2024).​ Also, AI-based digital health solutions have enabled the empowerment of patients by granting them more access to their health data via portals and apps. 
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The use of AI and ML has made some clinical processes easier, which in turn impacts patients positively, indirectly, and makes them more efficient and safe. As an example, AI algorithms may be used to assist diagnostic imaging to become less susceptible to diagnostic error, and allow finding a disease, e.g., cancer or diabetic retinopathy, at an earlier stage (Habehh, 2021). In addition, clinical decision systems developed using AI have evidence-based recommendations that can be used by health care providers to enhance the quality and consistency of care provided to patients. These improvements result in a reduction of waiting time, unnecessary tests, and an overall increase in patient safety.
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The introduction of AI-related telehealth and remote monitoring technology has increased access to care, particularly among those living in rural or underserved communities. Such inventions enable constant monitoring of the health status, which in turn makes it possible to recognise the limitations at the early stage and prevent hospitalization (Al Kuwaiti et al. 2023). These digital tools also provide patients with convenience, minimization of the travel burden, and chronic disease management in real time, which is valued by patients. The pandemic has increased the use of such technologies, making it a normal practice to conduct remote consultations and monitoring, which continues to be useful to several patients. ​ 
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 	Although these benefits exist, the use of AI and ML in health and social care has generated ethical concerns that impact the perceptions and experiences of patients. The first one is the digital divide, such as patients who are not very tech-savvy, do not have the digital skills, or cannot use technology because of cognitive limitations, might have a hard time utilising AI-powered services. This may contribute to the health inequity and frustrate or make vulnerable groups disengaged (Saraswat et al., 2022).​ There are also privacy and data security issues that affect patient trust. Since AI is based on a vast amount of personal health information, data breach or misuse concerns reduce the desire to interact with digital health platforms. 
To mitigate these issues and build trust, open communication regarding the use of data and a solid cybersecurity system should be provided. ​ In addition, other patients also show concerns regarding the depersonalisation of care with the introduction of more AI (Iqbal et bal, 2023). They might be afraid of AI making people less interactive; they will feel isolated, or simply cannot be sure that machines will be able to comprehend their needs and feelings entirely. Such distrust may affect satisfaction and compliance with AI-based care plans. ​
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The issue of ethical considerations with regard to AI-based care also influences patient experience. The inquisitions regarding the transparency of the AI decision-making process, the responsibility in case of mistakes, and informed consent are the factors adding to the patient discomfort. Patients require an understanding of the applications of AI in their medical care and a guarantee that human control will be at the heart of clinical decision-making (Bekbolatova, 2024).​ At the emotional level, AI can be used to improve monitoring and safety, although some patients may become more anxious due to the lack of control over being monitored and even feeling too dependent on technology (Dave, 2023). It is important to ensure a compromise between the benefits of AI and the ability to be sensitive to the emotional reaction of the patients to achieve the best experience.
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Use of artificial intelligence (AI) and machine learning (ML) in health and social care in the past decade has fundamentally changed care service delivery, workforce roles, and patient experiences. The AIs have empowered more specific, efficient, and personalised care due to the elevated level of diagnostics, predictive analytics, and remote monitoring. These developments have given strength to the healthcare professionals as it has automated the regular operations, and they can now concentrate on the more sophisticated and caring side of care, and new skills and constant training are required. 
To patients, AI has increased access to care, helped with self-management, and contributed to more personalised treatments, thereby increasing patient satisfaction and healthcare results. The obstacles to the full utilisation of AI benefits are, however, ethnic issues, privacy of data, and possible job loss, along with digital inequalities. It is necessary to control these issues by means of clear regulations, workforce support, patient education, and universal design. All in all, AI and ML are a significant digital revolution in health and social care, which can enhance quality, efficiency, and equity once applied in a sensible and accountable manner. Technological innovation and human-centred care are becoming the key to the future of healthcare.
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