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THE DIGITAL HEALTH AMBASSADOR PITCH
INTRODUCTION
Lack of internet access or use is strongly linked to poor health and wellbeing, according to research (Watts, 2020). Like health services in other developed nations, the NHS is dedicated to providing services digitally, which exacerbates the digital divide between those who can and cannot access digital services, leading to health disparities that disadvantage those who do not use the Internet (Ueno et al., 2023). Due to this, there has been ongoing research and discussions on how to bridge the digital gap. This is where the digital health ambassador innovation program comes in. It is designed to help bridge the digital exclusion gap by creating a platform where individuals such as the older adults, those with learning difficulty, less income homes will have access to help using digital resources like the NHS App, repeat prescription, appointment setting and many others. 

BACKGROUND
Digital exclusion—the occurrence in which people are excluded from digital technologies due to a lack of access, skills, motivation, and other factors—has become a major contributor to health disparities with the widespread adoption of digital technologies in healthcare (Xue et al., 2026). The population segments that stand to gain the most from the digital health transition run the danger of being excluded or disadvantaged, which might lead to a new source of inequality rather than improving population health (Badr et al., 2024). According to Center for Care (2025) approximately 2.4 million people in the UK are unable to do even the most fundamental internet-related tasks, such as opening an internet browser, and 1.7 million families lack mobile or broadband internet at home. According to these figures, there is a 1.5-fold increase in the likelihood of belonging to an ethnic minority, an 8-fold increase in the likelihood of being over 65, and a 4-fold increase in the likelihood of being from low-income households. A research by Ofcom (2019) also shows that persons with disabilities may also be excluded from the digital world: 53% of handicapped persons own a smartphone, compared to 81% of non-disabled people, and 92% of non-disabled adults use the internet, compared to 67% of disabled people. All these clearly show that there is a need to look into bridging this digital exclusion gap and making sure that all individuals can benefit from the digital evolution.

INNOVATION DESCRIPTION
Over the years, there has been a lot of innovations done by the NHS to combat digital exclusion and promote digital inclusivity, they include: launching a new Digital Inclusion Innovation Fund to support and expand local community initiatives to get people online, collaborating with the Digital Poverty Alliance to pilot a ground-breaking multi-department device donation scheme to provide repurposed government laptops to those in need, and collecting opinions from those who are providing essential services and working directly with people who are digitally excluded (Department for Science, Innovation and Technology, 2025). These are good, but no solution brings up working directly with those affected, giving them digital support physically step by step; this is what the Digital Health Ambassador Program does. It does not just propose having information available to those affected by the digital exclusion, it proposes working with them directly to help them understand the digital systems. This innovation will look into employing experienced professionals to be stationed in prominent parts of health and social care like the GPs, Pharmacies, Libraries and community centers, where they will help anyone in need of digital help in areas such as accessing NHS Apps, booking appointments, getting medication prescription, checking test results and other important health information. By doing so, they get physical help and encouragement that helps them wish to learn better and also understand the need to use digital help.

IMPACT OF THE DIGITAL HEALTH AMBASSADOR PROGRAM ON HEALTH AND SOCIAL CARE
Local governments of all levels and kinds may lessen poverty, loneliness, and other socioeconomic issues while enhancing civic involvement and skill sets by tackling digital exclusion (Local Government Association, 2025). The group of people who will benefit from this innovation include but are not limited to: Older adults 65 and above, those with visual impairments, those in low income families, those with any form of disability including learning difficulties. By utilising the Digital Health Ambassador program, digital inclusion may transform the way healthcare is provided, enhancing efficiency and making health and care services more person-centred, adaptable, and accessible for both patients and staff (The King's Fund, 2023). According to NHS England (2023) many people can benefit from more freedom, choice, and control as well as improved health and well-being thanks to digital and assistive technology, which is the adaptation of technical products for persons with disabilities. For example, 78% of individuals with disabilities believe that having access to digital technologies is beneficial or extremely beneficial. By guaranteeing fair access to digital resources that help with treatments, this innovation will not only improve the quality of care but also lessen the administrative burden on healthcare systems and facilitate improved self-management of chronic illnesses. 

PUBLIC AND STAKEHOLDER INVOLVEMENT
To bring this innovation to life and ensure it is well received and tailored towards those who need it, there will be involvement of different Integrated Care Systems. Starting from the hospital, especially the receptions, Local councils across England, community centres, GPs, Pharmacies, Libraries, Voluntary organisation, charity and non-government associations. It is also crucial that the policy makers are also involved so there is protection for the innovation especially in terms of data use and processing in the course of helping those in need of digital inclusion. The education and skills department will also be involved, because learning from the education sectors is a way to build digital skills and capabilities from the foundation.

POLICIES, SERVICES AND PROFESSIONAL LINKS
The Digital Health Ambassador Program promotes the Care Act 2014 by assisting individuals in freely accessing health and care information especially with its focus on individual wellbeing. By lowering obstacles to digital healthcare access, it also complies with the Equality Act of 2010 which includes the need to provide reasonable accommodations for those with disabilities. Through partnerships with GP practices, social care teams, local government agencies and nonprofit groups, the initiative would supplement current services. Professionals such as nurses can help recognise individuals in need with help on digital services or those excluded online and recommend them to the program. This multidiscipline approach will help strengthen the current health and social care methods to digital inclusion while also promoting independence, empowerment, equitable access and person-centred care. The initiative will also be governed by the GDPR legislation to ensure that all data is processed safely and confidentiality is ensured.

CONCLUSION
In order to prevent vulnerable and digitally excluded people from being left behind, customised assistance is crucial as NHS services become more digitally inclined. Through the use of trained ambassadors inside the NHs and community services, the Digital Health Ambassador Program offers a workable and feasible approach. The initiative might help lessen disparities and advance more equitable, person-centred care by enhancing digital confidence, independence and access to healthcare. It is a practical and long term way to assist an increasingly digital NHS because of its proposed connection with GP offices, libraries and community groups.
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INTRODUCTION

Due to a lack of digital skills, confidence and sometimes
appropriate equipments among other things, some patients
especially the older adults have trouble accessing their online
appointments, prescriptions, health information and NHS App as
the NHS services are becoming more digital. Existing health
conditions may be worsened by this digital gap especially for
older people and vulnerable individuals (NHS England, 2023). In
order to assist patients comfortably access and use digital
services, the Digital Health Ambassador Programme is a
community based support program that offers individualised, in-
person coaching. Instead of thinking that every patient can adapt
new technologies on their own, its creative approach blends the
development of digital skills with healthcare guidance, offering
human help alongside digital change.

TARGET AUDIENCE AND IMPACT

Older individuals aged 65 years and older, those with disabilities, those
from low-income families, those with inadequate digital skills and those
with literacy or language barrier problems will be the main beneficiaries
of this program. GP offices, community centres, libraries and other
easily accessible community spaces might provide support. The
program will offer tailored advice on how to use the NHS App to
schedule appointments, place repeat medication orders and obtain
trustworthy health information. Increasing digital confidence can help
people feel more connected and empowered, manage their healthcare
more independently and seek assistance earlier. The initiative ensures
that disadvantaged individuals are not left behind by digital change,
which advances the common good. It promotes access by making digital
healthcare more user-friendly, equality by giving extra assistance to
those who are struggling with digital obstacles and dignity by providing
considerate and person centered support.

IMPLEMENTATION TIMELINE

Month 3-4 Month 5
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PROBLEM STATEMENT

Digital exclusion runs the danger of worsening existing health
disparities as NHS services migrate more and more online.
Despite improvements, 5% of adults in the UK still do not have
access to the internet, and obstacles like poor confidence,
insufficient digital skills and cost continue to impede access to
digital services (Ofcom, 2025). Digital exclusion is particularly
problematic for older adults and low-income populations.
Patients may be unable to access appointments, prescription
drugs, health information and other online NHS services as a
result. NHS England underlines that digital change must be
inclusive and backed by accessible alternatives, acknowledging
that digital exclusion is a barrier to fair healthcare (NHS England,
2023).

IMPLEMENTATION

Local NHS Integrated Care Boards (ICBs) would oversee the Digital Health
Ambassador Program in collaboration with GP offices, local government
agencies, libraries and non-profit and community organisations. NHS support
professionals, community workers, and trained volunteers who get training on
digital inclusion, safeguarding, confidentiality and NHS digital services may
serve as trained Digital Health Ambassadors. The programme would run
primarily in easily accessible community locations such as GP offices,
libraries, community centres and outpatient clinics, with phone help offered
when needed. Libraries are important community places for combating digital
exclusion and health literacy, according to NHS England (2025). One-on-one
consultations and small group workshops would be used for delivery, during
which ambassadors show participants how to use the NHS App to schedule
appointments, request repeat medications and access health information.
Healthcare providers may identify or recommend patients in need of
assistance. This partnership strategy is in line with NHS guidelines that call for
cooperation between community organisations, local government and
healthcare services in order to lessen digital disparities (NHS England,2023).

REGULATIONS

Since ambassadors may assist people in obtaining sensitive health
information, the Digital Health Ambassador Program must abide by the UK
GDPR and the Data Protection Act 2018. Health information is categorised
as a special category data and needs further protection, such as secure

Month 6
Rollout

management, suitable legal processing and secrecy (IC0,2024). Also, the
program should adhere to the CQC Fundamental Standards, which include
safety, protection, consent, dignity and respect, and person-centred care.
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CONCLUSION

Digital exclusion might worsen already existing health
gaps and keep poor people from accessing vital NHS
services. The Digital Health Ambassador Program
aims to provide helpful, person-centred assistance to
enhance digital competencies, self-assurance and
access to healthcare. The initiative can help make the
NHS more responsive and accessible by encouraging
equity, independence and inclusion.
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Ambassadors are required to have informed consent and respect people’s
autonomy and privacy and operate within clearly defined duties. Relevant
professional norms, like the NMC Code, should direct confidentiality,
communication, professional behaviour and safe practice when registered
healthcare givers are involved.

TECHNOLOGY INTEGRATION

The Digital Health Ambassador Program revolves around technology. To
show patients how to use the NHS App, schedule or manage their
appointments, request their repeat medications and check useful health
information, the ambassadors would use tablets and secure NHS digital
platforms. Additional assistance might come from basic digital learning
materials like step-by-step instructions and video examples to further
simplify learning. In accordance with the UK GDPR, a secure digital system
might also record program outcomes, attendance and assistance needs. By
assisting patients in gaining the self-assurance and competence to do
regular healthcare chores on their own, technology increases efficiency and
may reduce unnecessary administrative questions.

DISSEMINATION

Digital and community based communication will be used to raise
awareness of the Digital Health Ambassador Program. GP offices,
pharmacies, libraries and community centers will put up signs and hand out
simple pamphlets which will show the available resources and help.
Patients, carers and families will be reached through NHS and local
authority websites, social media platforms and other focused digital
initiatives. Also, qualified patients may be introduced to the program
directly by healthcare providers. Events such as workshops and information
sessions will also be held to offer ways to showcase the service and foster
trust. To ensure that promotion is inclusive, accessible and equitable,
partnerships with local charities, religious organisations and community
leaders will assist in targeting disadvantaged or digitally excluded people.





